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Introduction

Culture is a complex term to study. It can be studied across many fields as its definitions refer to ideologies (beliefs, assumptions and values) and observable facts (norms and practices) (Chen, Cheung & Law, 2012). Geert Hofstede is one of the theorists whose research gives us the understanding to study other cultures which helps in interactions with other people. (Lee, Chen& Xing, 2022). Hofstede (1984) described work-related cultural dimensions that are used to study different organizations. (Wu, 2006).  His cultural dimensions are power distance, individualism, masculinity, uncertainty avoidance, long term orientation and indulgence. This report will discuss the Hofstede cultural dimension values in one Western culture United Kingdom and one Eastern culture India. It will discuss the cultural dimensions in both the countries and their impacts on the workforce as they might need to adapt their service delivery to accommodate the guests’ specific cultural norms and requirements. An understanding of the cultural background of a guests’ specific country will help the staff provide outstanding services. 

United Kingdom

The United Kingdom consists of England, Scotland, Wales and Netherland. British culture is influence by various cultures and Christian religiosity however, it has own distinction and uniformity.  The Radison hotel is in the heart of the Convent Garden district, which is famous for its shopping, dining and cultural attractions, such as the Royal Opera House, the London Transport Museum, and the Convent Garden Market. This vibrant and diverse neighborhood makes the hotel busy and welcoming for people from different corners of the world. As per the need of globalization it is important for hotel growth to study cultural differences to provide better services. 
Below is the table showing the score of cultural dimensions as per the Hofstede model.
Table 1: Hofstede Insights, United Kingdom and India
	Cultural Dimensions
	UK
	India

	Power Distance
	35
	77

	Individualism
	89
	48

	Masculinity
	66
	56

	Uncertainty Avoidance
	35
	40

	Long Term Orientation
	51
	51

	Indulgence
	69
	26




India

India is a country of vast multicultural and ethnic groups. The majority of people believe in Hinduism and called as Hindu. Indians are rich in culture, norms and practices. People follow their beliefs and norms from generations. Indians are strictly firm on their beliefs and practices. They also have a large population of different beliefs and faith ie, ( a very large part of india have a lot of muslims). India as a whole is a very complexed society.
The Hofstede cultural dimension such as power distance with low score in India shows the one-way approach of power from top to down. This means the power are in control of rich people, politicians, employers, managers and landlords which shows in equalities in society. Also, elders and senior members of the families are the decision makers. However, with a mid-score of 48 Indians culture shows both individualism and collectiveness. Religious beliefs make them rely on individuality of doing good and bad. On the other hand, they also belief that their individual actions impact families and societies. People's opinions are mostly based on society and families' norms and beliefs. Score 56 in Masculinity shows people incline towards success and power. On the other hand, most of the people of India are spiritual which makes them value humility. With a mid low score (48) of uncertainty of avoidance people of Indian more into adjust in society. They usually settle into established rules and regulations without questioning. As of a religious country, for Indian they keep going as in the flow as compared to plan things earlier. With a low score of indulgence Indian compromise on their own choices and selection. They follow the norms and beliefs set by society and are present in religion as per the set rules. 
Analysis

Hofstede presented a balanced model on cultural differences as most of the dimensions in the model help in analyzing and interpreting the attitude of workers in hotels and other workplaces (Bedi, 2016). This behavior needs to be diversified so the staff can develop an understanding of a variety of cultures and develop their expertise as per the requirements of the guest. 
The English people believe in equality so the local guest of Radison hotels wants the services as per their need. They are particular about their room, food and other services. So, the staff is aware of providing customized service of the best quality. On the other hand, the guest from India might need to know about the services of the hotel before as to get the overwhelming experience. It is important for staff to discuss available services such as Wi-Fi availability, free customized breakfast, and drink, with the customer during booking. 
Individualist (such as British) wants to maintain a distance between themselves and the service providers because of their sense of self-identity and self-responsibility and love to receive tangible and hi-tech services as to reduce human interactions (Furrer, Liu, & Sudharshan, 2000). British usually keep their personal space with service provider while Indian need warm interactions from the hotel staff. It would be better for staff to know how to greet in Hindi, this way they can attract guests. Staff needs to use positive gestures, empathy and warm communication with the guests. 
In some cultures, there is a strong emphasis on religious or moral values, requiring individuals to restrain their behavior and actions to align with these values. Indian particularly Hindu loves vegetarian food and avoid meat of cow. It is important for staff to share the Menu having more vegetable’s cuisine. The employee's prior awareness about guest’s culture will give a feeling of inclusion and if they will make a mistake in providing non-veg food to the guests it might be alarming for the hotel.
Following are some guidelines to help the staff to provide better services.




Handbook 

	Do’s 
	Don’t,s

	Learn greeting words and gesture in local language such as “namastey”
	Use general words for greetings

	Share the services and special features before
	Share services without assistance and proper guidance

	Share about physical amenities
	Neglect the ambience of hotel

	Put more vegetables and Indian sweets in the menu
	Put non-veg in the menu

	Use positive gestures, politeness and empathy
	Provide technology without assistance

	Talk about their attire and comment
	Loss patience while describing detail and answering questions

	Use flowers, bouquet and other fragrances to welcome
	Forget to keep the translator machine to communicate if someone doesn’t know English

	Respond to their adults and senior with more respect and care
	Keep more solo fun activities instead put family fun activities

	Ensure to provide clean and clam space for pray and religious activities
	…..................



Conclusion 

In today’s world of globalization when people travel around the world easily and frequently, it is important for hospitality sectors to train their staff about cultural dimension and its impacts. It is shown in studies that cultural dimension impacts on customers’ service experiences and views about hotels. Therefore, hotel industry in the world particularly in the United Kingdom need to develop training program to enhance the knowledge and skill of employees to provide better services and  better understanding of the various different cultures and background.  
Executive Summary
In today’s competitive world every industry wants to provide better services to customers to grow their business. Understanding cultural diversity in hospitality is important to provide services as per the need and expectations of the customers (Badran & Khalifa, 2013). This diversity initiates many changes in the hotel industry, including changes in the training of managers and front-line employees (Ambardar, 2013). 
There are many psychologists, academicians and researchers who studied to examine the impacts of cultural differences on hotel employees and customer retention. Hofstede's cultural dimensions theory is a framework developed by Dutch social psychologist Geert Hofstede to understand how cultural values influence behavior and communication in different societies. 
Greet Hofstede also provides 6-dimensional models to see the impact of culture. His model helps to analyze the attitude and behaviour of the workforce of organizations.
There are six cultural dimensions in Hofstede's framework:
Customers that experience services as per their needs are less likely to go to other hotels and they also refer the same hotel to others and share positive reviews (Seo, 2012). That’s why it is important for employers and managers to study the culture and train the staff to improve the services.
This report will help the employees of The Radison hotel in the United Kingdom to provide outstanding services to their guest from India. As both countries have different cultures, so Hofstede model is used to analyze the cultural dimensions. It helps to understand Indian culture and adapt some changes to meet the guests’ specific requirements. This report highlights some of the key findings in terms of the dos and don’ts which help the staff of the Radison hotel to create a basic understanding of guests’ culture and act accordingly. 
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