EXECUTIVE SUMMARY

This paper represents an attempt to understand the differences and the similarities between two countries, one in which the hotel is situated (Romania), and the other one the source of customers (South Korea) in order to create a hotel handbook for the employees given the importance of cultural intelligence among the hotel employees. 

The countries will be analysed through the theory of cultural dimensions created by Geert Hofstede. The theory is based on 6 cultural dimensions which are as follows: the way of perceiving social inequality, of power and authority, the way of relating to authority, the way of relating between individuals and groups, the social and emotional implications of being born male or female, ways to deal with uncertainties and ambiguous situations, controlling aggression and expressing emotions, orientation towards the future as opposed to an orientation towards the past and present, and indulgence.












COUNTRY ANALYSIS USING THE CULTURAL 
DIMENSIONS THEORY
[image: ]


The country I chose to be the location of my hotel is Romania. The country that will be the source of international visitors who choose to stay at our hotel is South Korea. Romania is located in the Eastern Europe, while South Korea is an Eastern Asia. 
Analysing the Hofstede’s Cultural Dimensions scores, it can be easily observed that Romania and South Korea have very similar cultures.
Regarding the cultural dimension called Power Distance, both countries have cultures that accept an uneven power distribution and social hierarchies. The success of a business in Romania may depend a lot on personal relationships. Favoritism frequently influences how information is shared inside a company. Personal connections can occasionally serve as the only stimulus for moving negotiations out of a standstill. 
Through the scores obtained, Romania and South Korea signal the need for countries to have authoritarian leaders, centralization in decisions, and the fact that the population wants to follow the rules set by such leaders.
In collectivist countries, as is the case for Romania and South Korea, individuals obey the rules of the social group they belong to. The family is the basic unit of the entire Romanian culture, traditional and contemporary. Families are, as well, incredibly important to Koreans. Family members are fiercely devoted to upholding their bond and are exceedingly loyal to one another. Therefore, Romania and South Korea are Low Individualism cultures with scores as low as 30 and 18. 
A very important characteristic is that women can have higher positions and influence in both countries, as they can be described as being Feminine Cultures. Also, people are less competitive and do not pursue challenges and winning at any cost. 
Romania and South Korea registered a high level of uncertainty avoidance, 90 and 85, which demonstrates that the population has a high degree of anxiety about the unknown and the future. 
Both countries can be described as long-term orientated. Both scores indicate a long-term orientation rather than an inclination toward the present. 
Both cultures are based on restraint and not on indulgence.

HOTEL HANDBOOK
In order to ensure the optimal performance of hotel workers, it is necessary for them to have certain intellectual, moral, and professional qualities in order to satisfy the needs and preferences of tourists. The customers’ level of satisfaction is essential for the survival of the location. In order for this concept to be put into practice, the hotel handbook for staff has an essential role.
In the next few pages, a list of behaviours will be analysed from the perspective of both Romania's and South Korea’s cultures. It will also be specified, in the last column of the table, how should the hotel’s staff act toward their South Korean customers to offer them a high-quality experience.

	Activity
	South Korea
	Romania
	How should the staff act

	Honesty
	South Koreans are very direct and honest people, therefore, if the visitors may not like something about their stay, they will make sure to inform the staff about it.
	On the other hand, Romanians are usually trying to downplay their unpleasant experiences.
	The hotel staff should take the visitors’ straightforwardness as a chance to improve their attitude and service.

	Receiving and offering objects and gifts
	South Koreans always use both hands when they offer or accept gifts, objects or food. 
	There isn’t a rule about the form or position of the hands  when they offer or accept objects and gitfs.
	The front office, or food and beverage staff, which usually hand objects and food to customers, should keep in mind this basic etiquette specific to south korean visitors. 

	Addressing eachother
	When a person addresses another, they will use formal titles such as Mr. Ms., unless they specifically ask the other one to use their name. 
	Romanians will use formal titles in a formal gathering, and when addressing someone who is older or has a high social status. In informal gatherings, Romanians will proceed to address eachothers using their first name. 
	Hotel staff should always address hotel visitors by using formal titles. 

	Naming conventions
	South Koreans have their name arangement as follows:  Last name (family name) and First name ( given name)
	The same name forming rule as South Korea applies in Romania too.
	Hotel employees should be aware of this fact as it will come in handy recognising the last name when they need to address the visitors by their name. 

	Greeting people
	South Koreans will greet people with a bow.
	Romanians usually greet people with a hand shake, or with a hug and a cheek kiss if they have a close relationship with eachother. 
	Hotel staff should adopt their visitors’ way of greeting as a showing of respect. 

	Hand shake
	  Although, as stated earlier, South Koreans will greet each other by bowing, they will also shake hands. They use their right hand to shake each other’s hands. However, using your left hand is seen as bad luck, especially by the elders.
	Romanians do not have a rule about which hand to use when shaking each other’s hands, however, they will usually use the right hand as it comes naturally.
	Hotel employees, if put in the situation to shake hands with South Koreans visitors, should always use the right hand in order to not offend their customers. 

	Eye contact
	South Koreans make eye contact while they have a conversation, however, they tend to avoid it when they are conversating with a superior, or when they are berated by an elder. 
	Romanians will maintain eye contact throughout a conversation. They would avoid doing this in situations where they feel guilty.
	Hotel staff should maintain eye contact when they are addressing South Koreans customers. 
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