





Hotel Handbook for Intercultural Competence
(United Kingdom/United Arab Emirates)







Student name: Frentusca Ana-Maria
               Student number:2120534
                            Module title: Cultural Awareness
                                     BMIH5003
                            Module tutor: Rodrigo F.Aguilera

[bookmark: _Toc128055544]Executive Summary

This report examines the significance of cultural sensitivity and cultural intelligence for hotel of United Kingdom staff when interacting with UAE guests. The report, which employs Hofstede's theory of cultural dimensions, examines the cultural norms and requirements of UAE guests and offers suggestions for how hotel staff can adapt their service to these cultural differences. The report suggests that hotel employees take cultural awareness training to learn more about Islamic culture and customs. They should also get feedback from guests to make sure they are meeting their needs and preferences. In addition, the report shows  hotel staff with a Dos and Don'ts table.
In general, the report emphasizes the significance of cultural sensitivity and cultural intelligence for hotel staff and suggests specific steps that can assist them in better serving UAE guests. 
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This report examines the significance of cultural sensitivity and cultural intelligence for hotel employees. In order to provide exceptional customer service to guests from a variety of backgrounds, hotel staff of United Kingdom must be culturally aware and adaptable in light of the industry's growing globalization and diversity The significance of cultural intelligence and sensitivity in the hospitality sector will be defined at the beginning of the report. Then, it will look at the Hofstede’s theory for cross-cultural dimension for the United Arab Emirates (UAE) and also for United Kingdom. At last, the report will provide a list of Do’s and Don’ts for the Hotel Personnel for their international guests from UAE.
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An individual's capacity to comprehend and successfully adapt to cultural differences is referred to as their cultural intelligence (Ott and Michailova, 2018). Cultural sensitivity is the capacity to recognize and appreciate cultural differences while adapting one's behavior and communication style (Foronda, 2018). 

1. Increasing customer contentment: In the hospitality sector, guests come from all over the world and have a variety of cultural backgrounds. The hotel staff can appreciate and understand these cultural differences through cultural intelligence and sensitivity.
2. Cultural misunderstandings can be avoided: Social contrasts can prompt errors that can adversely influence a visitor's insight. For example, different cultures have different standards for personal space, communication.
3. Enhancing collaboration and output: Additionally, cultural sensitivity and cultural intelligence are essential for fostering teamwork and collaboration among hotel employees (Mohsin, 2016).
4. It is more likely that hotel workers will be able to collaborate effectively with co-workers who come from a variety of backgrounds if they have a deeper comprehension of various cultures. 
5. Fulfilling legal and moral responsibilities: Cultural sensitivity and cultural intelligence are sometimes required by law or ethical standards. For instance, discriminating against guests on the basis of their race, religion.(Rutherford, 2021). 
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The cultural dimensions theory of Hofstede is a framework for examining the ways in which culture influences behaviour, values, and beliefs. Six cultural dimensions are identified by the theory, focusing on the long term versus the short term, and indulgence versus restraint are all concepts (Hofstede, 2019). 
If Hofstede's theory is applied to the United Arab Emirates (UAE), the following interpretations of the cultural dimensions might be possible:
1. Power Distance : The UAE has a powerful distance score, and that implies that individuals in the UAE by and large acknowledge and regard various levelled designs and authority figures (Afsar et al., 2019). 
2. Collectivism versus individualism: The United Arab Emirates has a culture that values family, community, and social harmony. The country's strong sense of national identity, hospitality, and emphasis on group relationships are all manifestations of this (Al-Khazraji, 2020).
3. Femaleness versus masculinity: Male assertiveness, ambition, and material success are valued in UAE culture. The country's emphasis on innovation, entrepreneurship, and economic growth reflects this (Hofstede, 2019).
4. Preventing Uncertainty: People in the UAE generally tolerate ambiguity and are comfortable taking risks.
5. Short-term versus long-term thinking: The United Arab Emirates has a long-term orientation that emphasizes planning, persistence, and perseverance. The country is emphasis on innovation, education.
6. Excess versus restraint: People in the United Arab Emirates generally have a positive attitude toward pleasure and self-gratification because the country has a relatively high indulgence score (Dhabi, 2016).
Hofstede's theory has the potential to provide useful insights into the UAE's cultural aspects and assist hotel staff in comprehending and adapting to the cultural differences of their guests from this region (Jabnoun and Khalifa, 2018).

Hofstede’s Theory for United Kingdom
Regarding the first theory for United Kingdom ( power distance) is the fact that all people from community not are the same – the attitude of thr culture explain these inequalities between us. United Kingdom is based on the individualism , people here is looking after themselves and their family. Britain is a Masculin society , a british culture model where community has a strong performance ambition (Blut et al.2022). Also, Britain has a low score on uncertainly avoidance because people doesn’t like to know what it is happen the next days, it is happy for the moment that passed. They maintain the tradition while viewing society change with suspicion. The British culture is classified as indulgence , people realise their impulses with having fun. (Hofstede, 2019)
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Diverse hotel departments and functions may need to adjust their service delivery to meet UAE guests' cultural norms and requirements. For instance, the housekeeping department may be required to provide prayer mats and Qurans in guest rooms, and the food and beverage department may be required to provide halal food options.  (Dreser, 2019).

Here is a table of 'Do's and Don'ts' for hotel staff to consider when catering to guests from the UAE:
	Do's
	Don'ts

	Offer halal food options
	Serve alcohol in public areas or during Ramadan

	Provide prayer mats and Qurans in guest rooms
	Offer pork or non-halal meat options

	Be aware of Islamic customs and practices
	Assume all guests are Muslim

	Respect privacy during prayer times
	Interrupt guests during prayer

	Be sensitive to gender segregation requirements
	Assume all guests are comfortable with Western-style attire

	Using a phone call on The WhatsApp and Skype
	It is allowed just messages on WhatsApp and Skype, not and the phone call


Top of Form
These Do's and Don'ts can act as a briefing document to relevant hotel staff, helping them understand the cultural norms and expectations of guests from the UAE. (Ahmed, 2018). 
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In conclusion, hotel staff of United Kingdom must possess cultural sensitivity and cultural intelligence in order to provide guests of diverse cultural backgrounds with individualized and welcoming services. The staff of a hotel can enhance customer satisfaction, teamwork, and the hotel's overall success by comprehending and adapting to cultural differences. Applying Hofstede's theory can help hotel staff meet the specific needs and requirements of their guests by providing valuable insights into the cultural aspects of various regions. 
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1. Participate in cultural awareness classes: Attending cultural awareness training that provides insight into the culture and customs of UAE guests can be beneficial to hotel staff. 
2. Look for input from visitors: To enhance customer service, hotel staff can also solicit feedback from UAE residents. This feedback can be used to make necessary adjustments to the delivery of services, like adding prayer mats to guest rooms.Bottom of Form
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