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Executive Summary

Our main aim as a hotel is to provide good customer service and treat all our guests with respect. In order to do that, it is important that we spend a lot of time, learning about their cultures as it will differ from ours. Cultural sensitivity is extremely important in the hospitality industry as we could do something that could offend our guests if we are not aware of their culture and that could then affect our business as a hotel. 
We chose the Hofstede Cultural Dimensions Model to help our research on cultural differences as we found that this model can give us the insight we needed regarding the British culture in England (UK) and the Emirati culture in Dubai (UAE), so that we can make comparisons between them. From what we learnt, it is clear that both cultures are very different even though the Hofstede Model showed that both UAE and UK are highly masculine societies and both have been taught to behave a certain way from childhood. We learnt that the similarities between both were that they like to be highly successful and place a lot of importance on achievements. However, the people in UK like to succeed individually and are not scared to speak their mind and create conflict if they are unhappy with their situation. Whereas the people in UAE like to succeed as a group and would much rather avoid any conflict if it keeps everyone happy and they place a lot of importance on family.
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Introduction
International travel is very common nowadays, with most people travelling the world for either work or leisure purposes. As a hotel in England, it is our aim to provide a welcoming and enjoyable experience to all our guests including any international visitors. To be able to do this, we need to be aware of any cultural differences that they may have and be extremely careful that we don’t offend them (SiteMinder,2022). We have prepared this report in response to an international visitor from Dubai booking their stay at our hotel. Therefore, this report will focus on determining the cultural differences between England (UK) and Dubai (UAE) using the Hofstede Model, in order to prepare a handbook for our hotel staff to deliver excellent customer service to all guests at the hotel (Iguchi, 2021).
Cross Cultural Theories & Models
Over the years, many theorists have developed cross cultural models to help us understand the different cultures that exist and make it easier for us to work with people from around the world, a skill which is very important in the hospitality industry. The Trompenaars 7 cultural dimensions model is one that is commonly used and was developed in 1997 and took nearly a decade to develop (Mulder, 2015). However the model that we will be using is the Hofstede Model. The Hofstede Cultural Dimensions theory, was constructed by Geert Hofstede in 1980 and can used to visually compare two or more countries and their cultural differences as it creates a bar graph with 6 cultural dimensions (Emerald Works, 2022).

Country A: England (UK)
The country chosen was England within the United Kingdom, where our hotel is based. The British people are generally known to communicate politely, to respect elders and to like their privacy.  [image: ]After using the Hofstede Cultural Dimensions theory, it is a lot clearer what the British culture is like, the results can be seen in graph A (Studying in the UK, 2020).
In the UK, the Power Distance Index is 35 and the Individualist score is 89. The low PDI shows there is less inequality that exists between people, whilst the individualist score shows that the country is encouraging more individuals to think about themselves, to develop, to pride themselves on their own achievements and that it is very common to measure someone’s success based on their achievements and wealth. 
The UK has a low uncertainty avoidance score at 35 as it encourages spontaneous decision making, new ideas and is a society made up of a majority of people that are not scared of changes and embrace it. The British like to have some rules as a society but do not like to control everything. Lastly, the cultural dimension that was looked at on the Hofstede model was the indulgent or restrained culture. The UK can definitely be classed as an indulgent culture due to the British nature of living life to the fullest which generally means to spend money on holidays, eating out or just giving in to their impulses (Hofstede Insights, 2022).

Country B: Dubai (UAE)
[image: ]
The Emirati culture is a lot more reserved with people dressing modestly, conducting business upon trust and thinking family is everything (Commisceo, 2022).
In the UAE, there is normally someone at the top of the hierarchy in businesses and those that are underneath, answer to the person at the top. This is shown by the very high PDI score of 74. The UAE is also shown to be a collectivist so they form a relationship and want to achieve things together rather than as an individual.
The uncertainty avoidance index score is high at 66 and shows that people in the UAE do not like to leave things to chance, they like to have control, they have many set rules and don’t encourage new ideas. 
Lastly, UAE scored another low 22 on the indulgent or restrained scale and therefore have a restrained culture which can be seen by their attitude towards enjoying their time or life, they like to restrain themselves from giving into their desires and have to control themselves (Hofstede Insights, 2022).






Country Analysis
[image: ]Whilst the majority in the UK like to believe we all share the same rights, leading to less inequality, it is the opposite in the UAE with there being more inequality there. The is a hierarchy and an order of leadership in UAE that must be followed whilst in the UK, people that are involved in a project are all consulted and are able to put forward their opinions. Not only that, the UK is an individualist society which is demonstrated by their need to succeed and motivation to achieve their own goals and dreams rather than group goals, as is the case for UAE which believe in collectivism and like to avoid negativity and conflict to keep peace between their teams and there’s no desire for individual success as group success is everything for them (CFI Team, 2022).

UAE is a very patriarchal society and therefore conducting business in the UAE would mean that certain rules and societal norms would have to be followed. The UK is also known to accept change and be more spontaneous in their decision making, they like to be risk takers. Whereas, the UAE is the complete opposite and like to play it safe and put controls in place so they can control their lives and their surroundings. Lastly whilst the UK is indulgent in nature, the UAE is restrained and in control of their desires. (Hofstede Insights, 2022). 

Hotel staff do’s & don’ts
For our international guest from UAE, the restaurant at the hotel will have to offer halal food options that do not contain alcohol or at the very least vegan and vegetarian options. They will need to prepare the food separately from food for other guests and be careful not to mix alcohol in it. They will also need to offer different mocktails and non-alcoholic drinks since people from UAE do not drink alcoholic beverages. The front office will also need to be aware of how they like to be greeted as culturally they might find shaking hands with the opposite gender as disrespectful. Also the housekeeping will have to be mindful that people from UAE dress modestly and therefore there should be extra care when entering their rooms for room cleaning.

Conclusion
In conclusion, there is lot more freedom within the UK to make an innovative hotel and mould it into your own idea without control being taken away as there are a lot less rules in the UK in comparison to the UAE.



























Hotel Staff Handbook
Do’s & Don’ts


	
	England 
	Dubai

	Welcome
	Do shake hands to welcome guests.
	Don’t Shake hands with the opposite gender. Welcome guests in respectful manner

	Drinks
	Do offer choice of alcoholic & non-alcoholic drinks

	Food 
	Do offer a choice or vegan, vegetarian, halal and kosher options.

	Communication
	Don’t be offended if international visitors are a little more direct.
	

	Humour
	Don’t make sarcastic or inappropriate jokes as guests may not share same sense of humour

	Quiet Room
	Do offer a quiet room for prayer or religious purposes.
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