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[bookmark: _Toc127046388]Executive Summary
The aim of the current report is to examine the differences in culture between the home country where the hotel exists and the country from which the guest visits the hotel. The selected guest country is Singapore, and the host country is the United Kingdom. The difference in culture is important to be identified to cater to the changing and diverse needs of the guest and to ensure that an adequate guest hospitality experience is offered to the customer. The use of Hofstede’s Cultural model helped provide insights into the differences that exist between the two regions. From the findings, it has been evaluated that a stark difference exists between the two regions’ cultures. The UK is an individualistic society, whereas Singapore is a collectivist society; therefore, training needs to be provided to the hotel employees to serve the guest based on their needs.  
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[bookmark: _Toc127046389]Introduction 
The hotel industry takes advantage of serving people belonging to diverse cultures as travellers come from different parts of the world. This means that the employee needs to possess the ability to have high cultural intelligence to provide benefits on organisational and individual levels. To have insights into cross-cultural communication, the use of the Hofstede Model is appropriate. The model helps demonstrate the effects of society’s culture on individual behaviour and values. In this essay, the focus will be on the application of the Hofstede Model to cultural differences. The hotel location is in the UK, whereas the guest’s cultural background is Singapore. The essay will also present an insight into the dos and dont’s to staff for training purposes. 
[bookmark: _Toc127046390]Country A 
In the context of the Hotel located in the United Kingdom, several dimensions of the model are particularly relevant:
1. Power distance: The UK has a relatively low power distance score, indicating that the society tends to be more egalitarian and democratic, with less emphasis on hierarchy and formalities.
2. Individualism: The UK is a highly individualistic culture, where individual goals and achievements are emphasised over group harmony and cooperation (Mastracci and Adams 2019).
3. Masculinity: The UK has a relatively high masculinity score, which reflects a focus on assertiveness, competition, and material success.
4. Uncertainty avoidance: The UK is a culture that is generally comfortable with ambiguity and risk-taking, with a relatively low uncertainty avoidance score.
5. Long-term orientation: The UK has a relatively short-term orientation, with a focus on immediate results and a preference for stability over change.
6. Indulgence: UK scores 69 for indulgence showing a willingness to enjoy life and have fun. 
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Figure 1: Hofstede Model for the UK
[bookmark: _Toc127046391]Country B 
The guest’s cultural background belongs to Singapore. Singapore is a small city-state in Southeast Asia known for its multiculturalism, thriving economy, and strict laws. Using Hofstede's cultural dimensions model, we can understand the cultural characteristics of Singapore. First, Singapore has a relatively high power distance score, indicating a society that values respect for authority and hierarchy. 
Second, Singapore is a relatively collectivistic society, indicating a preference for group harmony and cooperation over individual desires. This is reflected in the importance of family and social relationships, as well as in the emphasis on teamwork and consensus-building in the workplace. Third, Singapore has a relatively low masculinity score, indicating a focus on sympathy, consensus and modest values (Lee et al., 2017). 
Fourth, Singapore has a relatively low uncertainty avoidance score; this indicates that people abide by laws for the sake of the power distance index and not for structure. The people of Singapore call themselves to belong to a fine country. Singapore has a relatively long-term orientation, indicating a focus on planning for the future and a willingness to delay gratification for long-term success. This is reflected in the strong emphasis on education, innovation, and economic growth, as well as in focus on sustainability and environmental protection. For indulgence, an intermediate score is achieved by Singapore. 
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Figure 2: Hofstede Model for Singapore

[bookmark: _Toc127046392]Country Analysis 
Using Hofstede's cultural dimensions model, we can identify some significant differences between the United Kingdom and Singapore that could lead to misunderstandings or service failures in a hotel setting.
First, in terms of power distance, Singapore has a higher score than the United Kingdom, meaning that Singaporean society places a greater emphasis on hierarchy and respect for authority (Vitolla et al., 2019. In a hotel setting, this could mean that employees may expect deference and respect from guests, whereas in the UK, guests may prefer a more informal, equal relationship with hotel staff. Failure to acknowledge these differences could lead to misunderstandings or a perceived lack of respect.
Secondly, Singapore has a higher score on collectivism than the United Kingdom, meaning that Singaporean society places a greater emphasis on group harmony and cooperation (Ho 2017). In a hotel setting, this could mean that guests may be more likely to travel in large groups and prioritise socialising and group activities over individual pursuits. Failure to recognise this difference could lead to miscommunication or dissatisfaction with the hotel's offerings.
Overall, it is important for hotel employees to be aware of these cultural differences and to be prepared to adjust their approach and communication style accordingly. Failure to do so could lead to misunderstandings, perceived disrespect, and service failures that could negatively impact the guest experience.
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Figure 3: Comparison of the UK and Singapore
(Source: Hofstede Insights 2023)
[bookmark: _Toc127046393]Hotel Handbook 
Based on the identified cultural differences between the two countries. A do’s and don’t list has been prepared to teach staff in the hotel of the UK to understand the cultural difference of guests visiting from Singapore. 
	Do’s
	Don’t

	1. Respect the hierarchical nature of Singaporean society, particularly in terms of deference to elders and authority figures.
2. Be aware of the importance of group harmony and cooperation in Singaporean culture, and prioritise teamwork and consensus-building in interactions with Singaporean guests.
3. Be aware of the risk-averse nature of Singaporean society and the importance of rules and regulations. Emphasise clear communication and adherence to established policies and procedures.
4. Be aware of the emphasis on long-term planning and sustainability in Singaporean culture. Highlight the hotel's commitment to sustainability and environmentally friendly practices.
5. Be aware of the importance of family and social relationships in Singaporean culture, and be sensitive to the needs of guests travelling in large groups or with family members.

	1. Don't make assumptions about Singaporean guests based on cultural stereotypes. Treat each guest as an individual and be open to learning about their specific needs and preferences.
2. Don't assume that Singaporean guests will be comfortable with informality or disregard established rules and procedures.
3. Don't assume that all Singaporean guests will be fluent in English. Be prepared to offer translation services or provide written materials in multiple languages.
4. Don't assume that all Singaporean guests will have the same preferences or needs. Be open to customisation and personalisation of services and amenities.
5. Don't disregard the importance of building relationships with Singaporean guests. Invest time and effort in building rapport and trust, as this is key to success in the Singaporean market.




[bookmark: _Toc127046394]Conclusion 
In a nutshell, it can be said that cultural awareness is fundamental to the success of hotel industry guest services. The staff needs to be aware of the differences that exist between the two countries and should respect the individual identity of the visitors to serve them as per their needs and desires. 
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