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Introduction
For this report I took as reference two totally different countries: Romania and United Kingdom.

I chose the Hilton Hotel in Sibiu, Romania and the way it prepares to receive international guests and in this case, guests from Great Britain.

For this we used Geert Hofstede's theory of intercultural approach to draw the dimensions and differences between Romania and Great Britain.
About Romania, Sibiu and Hilton Hotel:

Romania is one of the countries in the European Union where you can find mountains and the sea in one place, areas where traditions and customs have been kept alive as well as beautiful landscapes that will surely make you come back every time with the same pleasure and enthusiasm.

Romania's tourist potential is marked by two essential components, the natural component and the anthropic component. The natural component is represented by impressive landscapes, varied relief, favorable climate, and the anthropic component is represented by archeological vestiges, historical and art monuments, museums and memorial houses.

According to the study "Romania in the UK Travel Market - Image and Product Perception Analysis", conducted by TripVision in February 2010, Romania's strengths are: undegraded nature; life in the countryside; patrimony; multiculturalism; diversity; smaller or larger cities, beautiful and undiscovered (except Bucharest); lifestyle (outside the capital); child safety; deep family orientation; organic food in rural areas (good for vegetarians) . But there are other English travelers who are strongly motivated by the desire to see new things and discover new places. TripVision called these types of individuals "Explorers" and considered them the segment of consumers with the greatest potential for the Romanian tourism market. Explorers travel more than the average tourist, but more importantly, they are more open and independent and want to experience authenticity before thinking about comfort.

Sibiu, also known under the German name Hermannstadt, was and is one of the most representative cities in Romania, both in terms of tourism, culture and economics. Here there is the most important center of the German minority in Transylvania, as well as other minorities (Hungarians, Gypsies, Slovaks and Ukrainians). Of course, the largest share is the population of Romanian origin (over 95%), which knew how to preserve and combine other cultures.

Currently, Sibiu is an important tourist and commercial center, a real tourist and cultural capital in the center of the country, still attracting by its special charm, by its well-preserved tradition, but also by a special natural and historical setting.

Probably the most significant aspect of notoriety is offered to Sibiu by culture. Sibiu can rightly be considered the cultural capital of Romania due to the secular traditions and artistic cultural heritage that Sibiu and the surrounding area has.

In 2004 the historic center was declared a universal monument by UNESCO and in 2007 Sibiu held the title of Cultural Capital of Europe.
Hilton Hotel, located in the medieval city of Sibiu in Romania offers a perfect combination of contemporary facilities, location in a beautiful and rich cultural area and many recreational opportunities. Hilton Sibiu Hotel is 3.21 km (two miles) from Sibiu International Airport, and a 10-minute drive from the Old Town.

Hilton Hotel offers spacious guest rooms and executive apartments, elegantly furnished and equipped with the latest audio-video technology, with balconies overlooking Dumbrava Forest and access from the house to the spa.
About culture and multiculturalism
In Rey’s (1999) view: ‘Multiculturalism is a reality of the existence in the same spatio-temporal horizon of groups of individuals from or related to several cultures that assert their specific notes in isolation, usually avoiding contamination’. 

In the management literature, culture is defined as 'that whole complex which includes knowledge, faith, arts, morals, law, habits, and any abilities or skills acquired by man as a member of society' (Taylor, B. 1871) or as an integrated model of human knowledge, beliefs, and behaviors that depend on people’s ability to learn and pass on to future generations (Webster, 1992).
In intercultural communication (Hinner, 1998), all the people involved must avoid misinterpretations and misjudgments through both verbal and non-verbal messages.

In relationships, politeness is often not enough in the process of socializing and trying to avoid interpersonal conflicts. When two different cultures come into contact through several people, frustrations can arise from the different way of perceiving respect or interpreting non-verbal language.

Technological development has brought a rapprochement between cultures but due to their cultural specificity they remain separate

Cultural differences are clearly visible in the following areas: geographical area, ethnicity, religion, sex, generations, and social classes. Summarizing the most important differences, Hofstede found that these differences in both managers and employees can be highlighted along five dimensions: individualism / collectivism; distance from power, avoidance of uncertainty; masculinity / femininity; short-term orientation / long-term orientation.
Hofstede compares the thought and behavior patterns of the individual with the software, considering that the environment in which it develops contributes to the establishment of a true mental program that regulates the way of thinking and the way of action of the individual.
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This mental software is nothing but culture. Culture is the collective mental program that distinguishes members of one group or category from those of another group or category.

It is acquired, not innate, the result of the social environment, and must be differentiated both by the biological human nature and by the personality of each individual.

Human nature is common to all people and represents the universal level of every mental software. It is genetically inherited and determines the basic mode of psychophysical functioning of each individual.

Individual personality refers to the unique characteristics of the mental program that are not shared with any other individual. It is both inherited and acquired as a result of changes in genetic determinations by culture and personal experience.
Geert Hofstede's theory and scores for Romania and Great Britain
	Dimensions
	Romania
	United Kingdom

	Power distance
	90
	The population obeys orders from the authorities.
The need to centralize decision-making, the need to have authoritarian leaders and the desire to follow the rules set by such leaders.
	35
	The English people support democracy and individual freedoms and do not readily accept the hierarchical order.

Without accepting inequalities and without centralization

Social relations must be treated with care

	Individualism
	30
	 Collectivist culture. Maintaining "harmony" at work and avoiding conflicts at all costs.

Perception of the "diploma" as a kind of social passport, which guarantees entry into a certain group with higher status

A consistent deficit of personal autonomy
	89
	High level of autonomy

Approaching the employee as an individual - depending on performance and expectations and not as a member of a subgroup.

Communication within groups is reduced.



	Masculinity
	42
	Relatively feminine society.

Sensitivity and modesty

People appreciate equality, solidarity and quality in their professional life and like what they do

 The need for order

Sympathy for the strong
	66
	Predominantly masculin society

The desire to advance in degree

 Values ​​system for competition, achievement and success

Sympathy for the weak



	Uncertainty Avoidance
	90
	High level of anxiety with impact on the organizational structure. Momentary impulse, haste and expression of negative emotion without control.

Rigid codes of faith and conduct

Intolerance of new ideas
	35
	 Tolerance of diversity of opinion.

Low level of anxiety

Actions without haste and stress

Accepting uncertainties as a normal fact



	Long term orientation


	52
	The values ​​associated with long-term perspective / orientation are temperance and perseverance


	51
	Respect for tradition, fulfillment of social obligations and protection of appearances.

Long-term strategies can be planned because the company offers security and guarantees

	Indulgence
	20
	Austere culture that restricts the freedom of the individual in relation to cultural norms

Actions restricted by various norms and social prohibitions

Pessimism
	69
	A company with a high optimism conferred by financial stability.

No social prohibitions, control of individual life

Freedom to choose.




The degree of individualism of the population from Romania is increasing due to external financing and this correlation explains why a poor country cannot support itself and needs external funds to start learning economic self-sufficiency. It can be concluded that Romania signals a need to have authoritarian leaders, centralization in decisions, and the population wants to follow the rules established by such leaders.

The population has a high degree of anxiety about the future and prefers the security of today to the uncertainty of tomorrow. This dimension correlates with the low degree of individualism, the extended level of poverty. Some Romanians have difficulty dealing with ambiguous situations and the opposing views of others, this being another big difference between the Romanian and the English nation.

Due to these realities, an Englishman who came to Romania may feel strange in such a different environment and Romanian employees in the hospitality industry must have a more relaxed attitude towards foreigners. A wide and sincere smile, the right greeting formula, without suspicious looks, calm and patience, all this helping the first impression of a client who came to the hotel.

The key factors that stimulate a City Break stay for English tourists are the following: escape, socializing, self-esteem, fun / excitement, relaxation, easy access, travel costs, fun destination image, pre-arranged event, friendly image, previous visits, tourist locations, security / familiarity.
The growing importance of the tourism industry in the world and its recognition as an engine of economic development has been accompanied and stimulated by the supply of tourism education for the workforce. 

These can be some of the techniques:

· to build an attitude of learning and acceptance of diversity

· to show respect for cultural partners

· to listen carefully to another person

· to suspend discrimination and prejudice

· to train our language skills so that we can communicate in other languages

· to learn to adapt to new situations

The intention to convince others plays an important role in the communication process, this is also called persuasive communication. Between different crop groups it should work best. Whether or not persuasion succeeds depends on a number of factors, including:

· quality of arguments

· the prestige of the speaker

· the social context

· language, facial expressions, tone and attitude.

Effective teams have members who are constantly talking to each other. In his book "The 17 Laws of Teamwork," John C. Maxwell says that "interaction fuels action."
Communication increases the commitment and connection between employees, learning to listen to each other and the tourists they interact with.

Since 1967, Albert Mehrabian has concluded that only 5% of the message is transmitted by verbal communication while 40% is transmitted by voice and 55% by body language, a conclusion adopted and later recognized by many.

It is said that a picture makes a thousand words, and a name a thousand pictures. This one statement leads us to think of professionalism, to try to communicate with others through work well done.
Therefore, in the tourism industry, intercultural dialogue is also a dialogue of identity images. The world has become, in its entirety, a "multicultural bazaar", but also an arena in which there is a competition between nations and cultures for the construction of favorable images in the global communication space.

In an age when one of the words very often used is change, the values ​​on which the ancient Greeks based their existence - Truth, Good, Beautiful - still remain unalterable today.
However, the historical developments marked by the three great modern political revolutions (English, American and French) have added others meant to consolidate the strong core of the value framework on which the current European cultural model is based.

 These new values ​​are legality, freedom, equality, fraternity / solidarity and respect for sacred values.

Table of “Do’s and Don’ts
MOTTO: “Pay attention to your thoughts, because they will be words. Pay attention to your words, because they will be deeds. Pay attention to your deeds, because they will be habits. Pay attention to your habits, because they will be your character. Pay attention to your character, because it will be your destiny. ” (Talmud)
	Department / Function
	Do’s
	Don’ts

	General Manager
	Implements and promotes the culture of the organization.

Emphasizes regular training of staff on safety at work

Creates a friendly and trustworthy working atmosphere within the company.
Provides mental and material support to all departments


	Don't stress employees

Do not treat employees unequally

It does not discriminate

One neglects no aspect within the departments, both human and material, for a good functioning of the entire activity.



	Receptionist


	Professional attitude

Impeccable outfit

Kindness and empathy

Power of concentration for fast work and problem solving

Verbal and non-verbal communication with quick reflexes and flair


	You can't work as a receptionist without the pleasure of working with people.

You can't be nervous, sarcastic, rude or empathetic.

Do not have unnecessary discussions with customers; stay focused on their needs and desires.

Do not display a negative attitude, even receive complaints calmly and benevolently



	Hotel cleaners


	Thorough knowledge of the correct use of all cleaning products.

The most reliable, sociable, hardworking person.

Impeccable outfit

Limited interaction with customers

To maintain the integrity of personal belongings in the rooms


	Do not disturb the guests.

Do not move or steal personal items from customers.

The maid cannot deviate from the rules of conduct, hygiene or safety rules

Don't forget discretion, don't divulge and comment on what you see or hear from customers



	Chef
	Thorough knowledge about food safety, allergens.

Perfect professional in gastronomy.

Maintains at the highest level both personal and kitchen hygiene

Fast service

Menu at every table

	Don't treat customers differently.

Do not contaminate food.

Don't neglect body hygiene.

Do not use toxic or unapproved products for cleaning the kitchen as a whole

Do not forget to check the shelf life of food and do not store or pack it in improper conditions.




Conclusions
Given the details above, I consider that I have detailed all the requirements for the preparation of this report. I have fully understood what culture means and what are the differences between cultures and how specific theories are applied in the hotel industry.
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