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[bookmark: _heading=h.gjdgxs][bookmark: _Toc120216847]1. Introduction 
Culture is an essential part of global businesses as it has an impact on how different personnel and cross-cultural teams connect with each other and collaborate. The handbook will represent the differences in the cultural preferences of the Romanian and British people. Additionally, the report will discuss the importance of understanding cultural awareness for everyone, especially for hotel staff to provide appropriate behaviours to guests. 
[bookmark: _heading=h.f3qg86p3l6we][bookmark: _Toc120216848]2. Hofstede's cross-cultural theory and its evaluation for both Romania and England 
Professor Hofstede developed a framework that accelerates cross-cultural communication by understanding the values and norms of different cultures (Hofstede Insights, 2017). 
Romania culture
Power distance: Romania gets a high score in the power distance dimension which accounts for 90 (Hofstede Insights, 2017). A high score of power distance shows that communities accept a hierarchical order in which individuals have a definite place. The amount of poverty in Romania was around 4.6 million in the year 2019 which reflected adherence to inequality in Romanian culture (Statista, 2019). 
Individualism or collectivism: Romania with the marks of 30 shows its collectivism as per the 6-D model of Hofstede. Romanian family structure has around 31.3% of couple families with kids reflected upon the collectivism of the country (Statista, 2021).   
Masculinity or femininity: Romanian culture has scored low in Masculinity which means Romanian society cannot be driven by competition and achievements. Henceforth, Romania is considered a feminine society with a score of 42 in the Hofstede cultural dimension tool (Hofstede Insights, 2017). 
Uncertainty avoidance: Uncertainty threatened refers to the extent to which people feel treated by unfamiliar circumstances. Romania's society scores high and gets 90 in this dimension as the people try to avoid ambiguity (Hofstede Insights, 2017).  
Long-term or Short-term orientation: Romania's culture is well known for its beliefs in tradition as well as adaptation to a new culture. Therefore, society gets an intermediate score of around 52 on the long-term orientation. 
Restraints or Indulgence: Pessimism and cynicism are two important characteristics of Romanian culture that brings it only 20 on the indulgence dimension (Hofstede Insights, 2017). Henceforth, Romanian society is known as a restraint that denoted its lack of control over their desire as well as impulses. Around 80% of Romanians prefer to spend their time at home even on working days (Newsroom, 2012).  
[image: ]
Figure 1: Analysis of the cultural preferences of Romania
(Source: Hofstede Insights, 2017)
The culture of England
Power distance: British culture gets 35 on the dimension of power which reflects that society believes in the reduction of inequality.  
Individualism or collectivism: The children from British culture are taught for themselves at a very early age so the society gets a high score of around 89 (Hofstede Insights, 2017). 
Masculinity or femininity: The fundamental issues encourage people to solve them and want to get higher success.  
Uncertainty avoidance: The people of England do not want to avoid uncertainty which brings a low score on this dimension of 35 scores (Hofstede Insights, 2017).  
Long-term or Short-term orientation: British people also get intermediate scores just like Romanian people in the dimension of long-term orientation (Timm, 2011). 
Restraints or Indulgence: British culture is known as indulgent which is quite different from Romanian culture. British society does not prefer to spare the most valuable time. 
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Figure 2: Analysis of the cultural preferences of England
(Source: Hofstede Insights, 2017)
[bookmark: _heading=h.qy9ol2oh68fk][bookmark: _Toc120216849]3. The importance of understanding cultural intelligence and sensitivity for hotel personnel to offer an impactful service
CQ model: CQ model refers to a framework that allows hotel personnel to understand the capacity of cultural intelligence.  
	CQ model 

	CQ Drive: Motivation
	Motivation refers to how a person effectively functions in culturally diverse circumstances. Hotel personnel needs to connect with the travellers according to the interest of the tourists (Kamal Abdien and Jacob, 2019)
.    

	CQ knowledge: Cognition
	Cognition gives an insight into the similarities and dissimilarities between two cultures (Samovar, 2009). Hotel personnel must be aware of the food requirements, religious beliefs and preferences of the guest by understanding the cultural differences and similarities of the guests.   

	CQ Strategy: Metacognition
	CQ strategy focuses on how an individual interprets culturally diverse experiences during making an opinion on their thoughts. The Hotel personnel need to make a plan on how they can treat the guest from different cultural backgrounds (Kamal Abdien and Jacob, 2019)
.  

	CQ Action: behaviours  
	The verbal and nonverbal behaviours of hotel personnel are determined by the understanding of the diverse culture and beliefs.  


Table 1: Understanding the importance of understanding cultural intelligence by applying the CQ model
(Source: Author)
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Figure 3: Understanding the CQ model  
(Kamal Abdien and Jacob, 2019)
[bookmark: _heading=h.r6q2otfkdp2m][bookmark: _Toc120216850]4. Analysis of different hotel departments and their functions 
	Departments 
	Functions 

	Front office department 
	Reservation, registration and managing the reception are the key functions of the front office. It is responsible for welcoming the guest and settling the bills of the guest. 

	Housekeeping 
	The functions such as cleanliness, maintenance of the rooms and the whole surrounding of the hotels are the key responsibilities of housekeeping (Quinn and Buzzetto-Hollywood, 2019). 

	Service department 
	The department is responsible for looking after the food and beverage service for the guests. 

	Kitchen
	The departments look after the culinary preparation of foods and adopt the beauty of observing foods to the guests. 

	Accounts
	The finance department manages all the tasks such as invoicing of guests, account reconciliation, budgeting and many more (Quinn and Buzzetto-Hollywood, 2019). 

	Marketing 
	The department is responsible for increasing the sales of hotel organisations by creating awareness among travellers (Moran, 2018). 

	HR
	The major role of the HR department is to find the right candidates and provide training for the employees (Quinn and Buzzetto-Hollywood, 2019). 

	IT 
	IT department plays an important role in the hospitality sector as it offers customised services to the audiences after analysis of its digital footprint and preferences (Jandt, 2016). 


[bookmark: _heading=h.2t0w8oydmpb8]Table 2: Function of different departments of the hospitality sector
(Source: Author)
[bookmark: _heading=h.nhf8kuik03b1]The adaptive features for hotel personnel 
	Do’s
· Hotel personnel need to arrange the hotel room as per the cultural background and preferences of the guests. As an example, Romanian individuals always prefer to stay in luxurious hotel rooms. 
· Hotel personnel need to communicate with each other to evaluate each of the services which reduce the chances of any confusion (Quinn and Buzzetto-Hollywood, 2019). 
· It is essential to offer food as per the understanding of the tradition and culture of foreign guests. As an example, Chinese people love to choose traditional and authentic foods whereas Greek travellers do not want to eat dinner before 10 pm. Therefore, every hotel individual needs to manage the situation as per the guest's preferences. 
	Don'ts
· Oblivion about the religious significance of the guests. As an example, staff do not pay attention to Ramadan or EID despite having gusts of the Muslim religion.
· Maintaining common room arrangements and decoration for all the guests.
· offering the same foods for all the guests of different cultures (Quinn and Buzzetto-Hollywood, 2019).
 


[bookmark: _heading=h.unw1wndnuwl]Table 3: Do’s and Don'ts for Hotel personnel to attend the guests
(Source: Author)


[bookmark: _Toc120216851]5. Conclusion 
The report has evaluated the importance of cultural intelligence, sensitivity and its impact on the services of the hospitality sector. Every staff member of the hospitality sector needs to understand cultural preferences before welcoming a foreign guest.  
[bookmark: _heading=h.1fob9te]
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