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Executive Summary

The report examines how hotel staff manage the cultural differences of USA visitors. It
highlights that cultural differences can create challenges for hotel staff, including
communication difficulties, conflicting expectations, and different attitudes toward service.
The report highlights that Hofstede's theory provides a framework for understanding
cultural differences, including power distance, individualism vs collectivism, masculinity
vs femininity, uncertainty avoidance, and long-term orientation. The report identifies
several strategies used by hotel staff to manage these differences, including adapting
communication styles, providing personalized services, and being mindful of cultural
norms and expectations. The report concludes that by understanding and managing
cultural differences using Hofstede's theory, hotel staff can provide more effective and
personalized service to USA visitors, leading to positive guest experiences and increased

customer loyalty.
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Introduction

In today's globalized world, hospitality industry professionals encounter guests from
diverse cultural backgrounds. This creates a unique challenge for hotel staff, who must
navigate cultural differences to provide high-quality service and positive guest
experiences. Understanding cultural differences and how to effectively manage them is
critical for hotel staff to provide personalized services that meet the needs and
expectations of guests. In this report, it will be examined how hotel staff manages the
cultural differences of USA visitors using Hofstede's cultural dimensions theory and other
relevant theories (Helen Wale, 2023). It will explore the challenges posed by cultural
differences, identify strategies used by hotel staff to manage these differences, and
evaluate the effectiveness of these strategies in promoting positive guest experiences.
The findings of this report will be useful for hospitality industry professionals who seek to
improve their cultural competency and provide outstanding service to guests from diverse

cultural backgrounds.
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Main Analysis

To analyze how the staff of a hotel treats USA visitors and maintains culture, they can

use Hofstede's cultural dimensions theory and other related theories.

Hofstede's cultural dimensions theory includes six dimensions:

Power Distance: The United States scores relatively low on Power Distance, which
means that Americans tend to have a more egalitarian view of power and authority
(Markentry USA, 2021). They expect to be treated as equals, regardless of their position

or status.

Individualism vs. Collectivism: The United States scores high on Individualism,
meaning that Americans tend to focus on personal achievement and autonomy (Hofstede
Insights, 2023). They value individual freedom and self-expression and prioritize their own

needs and goals over those of the group.

Masculinity vs. Femininity: The United States scores higher on Masculinity, which
means that Americans tend to value assertiveness and competitiveness in business
settings (Kiani Laigo, 2020). They place a high value on material success and are willing

to take risks to achieve it.

Uncertainty Avoidance: The United States scores relatively low on Uncertainty
Avoidance, meaning that Americans tend to be more comfortable with risk and change
(Markentry USA, 2023). They are open to new ideas and are willing to take chances to

achieve their goals.
Long-term vs. Short-term Orientation: This dimension refers to the extent to which a

culture values long-term planning and perseverance versus short-term gratification
(CQfluency, 2023). The USA is a short-term-oriented country.
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Indulgence vs. Restraint: This dimension refers to the degree to which people in a
culture are motivated by enjoying life and having fun versus controlling and suppressing
their impulses (IGI Global, 2022). The USA is like an indulgent country.

Using these dimensions, can create a cultural profile of the United States and compare it
to the cultural profile of the hotel staff. Based on research, the United States has a
relatively low power distance, high individualism, high masculinity, low uncertainty

avoidance, a short-term orientation, and high indulgence.

To maintain the culture and ensure that the hotel staff treats US visitors appropriately, the
hotel staff should be trained to understand and respect cultural differences. The hotel staff
should be trained to prioritize individual needs and desires while also respecting group
harmony and cooperation (Hoteliga, 2021). They should also be trained to respect the
power distance and hierarchies in the hotel, while also valuing the opinions and ideas of
all team members. Furthermore, the staff should be trained to recognize and value the
achievements and competitive spirit of US visitors while also being empathetic and caring

towards their needs.

Below is a graph showing the cultural profile of the United States based on Hofstede's

cultural dimensions:

Uncertainty [N &
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Figure - Cultural Profile USA (Hofstede Insights, 2022)
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To compare the cultural profile of the hotel staff, the hotel can conduct a survey or use
other methods to assess the cultural values and norms of its employees. The hotel can
then provide cultural training and resources to its employees to ensure that they are
treating US visitors in a way that is respectful and appropriate to their cultural norms.

In addition to Hofstede's cultural dimensions, other theories, and models can be used to
analyze and understand cultural differences. For example, Edward T. Hall's cultural
dimensions theory focuses on communication and how culture affects the way people
communicate and interpret messages (Shin, 2022). Trompenaars and Hampden-Turner's
cultural dimensions theory also provides insight into cultural differences in business and

management practices (Tuncdogan, 2022).
By using these theories and models, the hotel can better understand and respect the

cultural differences of its US visitors and provide a welcoming and hospitable environment

for all guests.
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Summary

The “Do’s and Don’ts” for hotel staff will be included given below:

Do's

Don'ts

1. Be welcoming and friendly.

1. Avoid making assumptions about
American visitors based on their
appearance, accent, or behavior (US

Department of Commerce, 2021).

2. Provide clear communication (US

Department of Commerce, 2021).

2. Use slang or jargon (US Department of
Commerce, 2021).

3. Respect personal space (Hotels.com,
2020).

3. Discuss sensitive topics (Pew
Research Center, 2022)

4. Offer suggestions for local experiences
(Skift, 2023).

4. Ignore cultural differences (US

Department of Commerce, 2021).

5. Be open-minded (Pew Research
Center, 2023).

5. Stereotype or generalize.
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Recommendation

Provide training to staff on how to effectively communicate with guests from different
cultures, how to identify and respond to cultural differences, and how to avoid cultural
stereotypes or biases that can maintain cultural differences. They should also provide
opportunities for guests to experience local cultures, such as traditional music and dance
performances, cultural tours, and language classes. The staff should familiarize
themselves with the cultural customs and practices of the guests you will be hosting. This
can include basic etiquettes, such as greetings, gestures, and dress codes, as well as
dietary restrictions, religious practices, and other cultural considerations. By
implementing these recommendations, hotel staff can create a welcoming and inclusive
environment for guests from different cultures, enhance the guest experience, and

improve the hotel's reputation.
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Conclusion

In conclusion, managing USA visitors and maintaining cultural differences in a hotel can
be challenging but also rewarding. By understanding and applying theories such as
Hofstede's cultural dimensions, hotel staff can better navigate cultural differences and
provide a more positive experience for their guests. Providing translated materials,
offering cultural experiences, and providing training to staff on effective communication
with guests from different cultures can also help enhance the guest experience. Overall,
by applying these theories and recommendations, hotel staff can create a welcoming and
inclusive environment for guests from the USA and other cultures, improve guest

satisfaction, and ultimately enhance the hotel's reputation.
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