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Executive Summary
In today’s hospitality industry, intercultural competency is a must-have skill set for hotel personnel. A hotel that prioritises cross-cultural competency and trains its staff to learn the norms, traits, and behaviours of different cultures can enhance its guest service by adapting its service according to the diverse needs and requirements of multicultural guests. Consequently, the hotel achieves customer loyalty from international guests.
This report aimed to examine the various cultural differences between two countries – the UK and India. The chosen hotel in the UK is The Resident Victoria, located at 10 Palace Place, London SW1E 5BW. Hofstede’s Cultural Dimension model is used to identify the cultural differences under the model’s six dimensions – power distance, individualism vs collectivism, masculinity vs femininity, uncertainty avoidance, long vs short term orientation, and indulgence vs restraint.
The report goes on to critically analyse how hotel staff in the UK should learn to understand the cultural differences between the UK and India. The analysis mentioned examples as to how can hotel staff show cultural knowledge, intelligence, and competence to deliver adapted guest services that enhances guest satisfaction and experience. Lastly, the report presented a summary sheet for the UK hotels, highlighting the “Do’s and Don’ts” that can be used to train hotel staff so that they can develop intercultural competency. 
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Introduction
Cultural awareness refers to the sensitivity that hotel businesses should demonstrate towards guests from different cultures and adapting guest services to the guests’ specific requirements (Koc, 2020). Using Hofstede’s Cultural Dimension model, the report examines the cultural differences between the UK and India. The report presented a critical analysis of how hotel staff in the UK should adapt to the cultural variations and a summary sheet highlighting the “Do’s & “Don’ts” that hotel staff should follow.
Country A

The chosen country for Country A is the United Kingdom (UK) and the chosen hotel is The Resident Victoria, located at 10 Palace Place, London SW1E 5BW (The Resident, 2021). The report will use Hofstede’s Cultural Dimension model to examine the culture of the UK. 
Hofstede’s Cultural Dimension for the UK
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Source: (Minkov and Hofstede, 2014)
Power Distance: The people in the UK believes that inequalities in society should be minimised. Therefore, hotel staff expect to be treated equally and also treat guests from other cultures fairly and equally. 

Individualism vs Collectivism: The UK society is highly individualistic, and the hotel staff may only focus on their tasks, communicate directly, and not on building relationships.

Masculine vs Feminine: The UK culture is masculine, and hotel staff are likely to be motivated by competition and performance. They may work hard and long hours to enhance guest experience.

Uncertainty Avoidance: The UK has a weak uncertainty avoidance culture, which means that hotel staffs are likely to be less aggressive and more tolerant towards their guests. Hotel personnel will follow guidelines when assisting guests.

Short/Long-term Orientation: The UK’s culture has a balanced short-term and long-term orientation. So, hotel personnel may focus on short-term profits and achievement, while others may aim to build long term relationships with guests and future market position. 

Indulgence vs Self-restraint: The UK culture is an indulgent one, meaning that guests will put high importance on leisure, so hotel services should differ between leisure and business travel guests. 
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Source: (Hofstede Insights, 2021)
Country B
The chosen country for country B is India. The report will focus on Hofstede’s model to examine the culture of India.
Hofstede’s Cultural Dimension for India

Power Distance: There’s a high degree of inequality in the Indian culture. Power-holder guests may want privileges in a UK hotel, while the unprivileged may receive and accept unequal treatment. 

Individualism vs Collectivism: India has almost a balanced individualistic and collectivistic culture. Some guests may prefer their individual benefits, while others may seek to build meaningful relationships with hotel staff in the UK.
Masculine vs Feminine: India has a masculine culture, and Indian guests in the UK may want the hotel manager to be assertive and decisive when resolving any issue and expect room services to be performed by female staff. 
Uncertainty Avoidance: India also has a weak uncertainty avoidance culture. Indian guests may accept imperfections in hotel service and be less aggressive towards hotel staff.  
Short/Long-term Orientation: India has a balanced short-term and long-term orientation culture. Indian guests in the UK are likely to be pragmatic and forgiving. 
Indulgence vs Self-restraint: India has a high restraint culture, so they put less emphasis on leisure and are more pessimistic. They tend to be unhappy, and UK hotel staff may have to be humble and respectful to satisfy them. 

Source: (Hofstede Insights, 2021)
Critical Analysis
Power distance, individualism, and indulgence are the three dimensions that bear most of the cultural differences between the UK and India. Privileged Indian guests staying in a UK hotel may want customised room service, for example, a special food menu with no beef items (Genç, 2014). Unprivileged guests may sacrifice their desires and choose food items from the hotel menu. These preferences should be communicated by the UK hotel managers who prioritise equality. 

Hotel staffs in the UK, who are individualistic, have to understand whether the guests coming from India prefer direct communication, e.g., regarding room services and space, or if they expect hotel staff to behave in a friendly and collective manner (Minkov and Hofstede, 2014). This is crucial as treating an individual other than the way they expect to be treated may lead to guest dissatisfaction. 

Guests from India tend to be restraint, and so hotel staff in the UK, who are more indulgent, should communicate with them respectfully by considering their customs, rituals, and norms. For instance, guests from India may be offended if hotel workers display the soles of their shoes or feet (Grobelna, 2015).
Besides, learning some aspects of Indian culture is crucial to the UK hotel staff. For instance, instead of saying “Hello”, greeting Indian guests by saying “Namaste” will demonstrate cultural consideration (Thayarnsin, 2020). Hotel staff must be trained to avoid stereotypical remarks such as sarcastic comments on outfits or appearance. Also, it’s vital that Indian guests are not offered beef in restaurants or room service as it’ll hurt their religious sentiments (Yurur, Koc, Taskin and Boz, 2018). Moreover, wishing Indian guests on their special occasions such as Diwali is a sign of cultural intelligence that UK hotel staff should demonstrate. 
Handbook

The illustrated handbook will guide the behaviours of hotel staffs in the UK and India.
	Etiquettes 
	Do’s and Don’ts 

	Greetings 
	UK 
	· Handshakes should be light but not too strong
· Use last names to address guests

	
	India
	· Say “Namaste” 
· Avoid handshakes, hug, and kisses
· Avoid touching someone of opposite gender 

	Body Language 
	UK 
	· Offer personal space

· Avoid staring 

	
	India
	· Talk to guests by standing

· Avoid sitting cross-legged & holding waist

	Dress
	UK 
	· Wear formal clothes, e.g., suits

· Avoid wearing blazer at work 

	
	India
	· Formal dress – can be a suit or a saree for women
· Avoid untucked shirts or wrinkled clothes 

	Food 
	UK
	· Wait for guests to raise their hands before asking for order
· Avoid offering more than what guests order 

	
	India 
	· Offer continental menu

· Avoid offering items with beef or pork  

	Others 
	UK 
	· Avoid stereotypical remarks

· Avoid showing interest in guests’ personal lives 

	
	India
	· Avoid comments regarding religion, politics, and looks.
· Avoid handling items with left hand  


Table 1: Handbook for Training Staff
Source: Own
Conclusion

The report examined and critically analysed the differences in culture between the UK and India and focused on how they impact hotel staff in the UK. By examining the cultural differences between the UK and India using Hofstede’s model, the report highlighted key areas that the UK hotel staff must be trained with to deliver an adapted guest service. 
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