






Executive Summary: 


This handbook provides essential information and guidelines for hotel staff to effectively manage guest service experiences for international visitors from India staying in the UK. It aims to enhance cultural understanding, address key cultural differences, and promote respectful interactions. The handbook includes a comprehensive list of "Do's and Don'ts" specific to the Indian culture, ensuring that staff can provide exceptional service and create a positive and memorable stay for Indian guests.






















Foreign Languages & Cultural Awareness

Introduction

Travel offers the possibility to learn about the history and culture of other people! It enables tourists to adjust to the conditions they live in this city with those people and provides them the possibility to embrace other people's cultures and customs (Atef, n.d.). To describe how to communicate with visitors from different cultures, Marriot, UK utilizes the phrase "intercultural competence" in the text.  The Marriot Hotel must recognize its guests when they arrive. Indian tourists that visit the UK will be the subject of this study. Indians have a strong sense of culture. Culture permeates the whole Asian continent, and has had a profound impact on the arts, sciences, cuisine, production, and trade. Indian culture has undergone a swift and intense makeover over the past century and is continually changing to meet the demands of the modern world. This study will look at how Indian tourists are treated in UK hotels and how they will bring cultural compatibility between the two countries.

India and UK Country Analysis

Let's look at how this cultural difference. public behavior may cause Indian individuals to come across to British people as unfriendly or unkind. Indian culture places a higher value on the family and community than Western cultures. Families, institutions of higher learning, places of employment, and organizations all exhibit this. People's rights to solitude, discretion, and privacy are frequently upheld in public contexts in the U.K.  In contrast to Indians, who strive to avoid expressing unfavorable opinions, British society places a high priority on equality and respect (Differences, n.d.). However, the British are more willing to speak about what they believe and are less prone to using tiptoe around others when sharing their ideas. Indian culture is defined by a conservative view of dress, language, and manners, whereas British culture is looser and non-traditional. 

The bar chart shows the India and Uk country's analysis according to Hofstede's Country's Insights.

Cross-Cultural Communication

Theoretical frameworks for cross-cultural communication describe many cross-cultural study phenomena. The cross-cultural study contrasts and analyzes how individuals communicate in other cultures and explain how these variations have an impact (Merkin, 2017). The cross-cultural dimension is defined by many cross-cultural ideas. Here, we will discuss Trompenaars’s Cultural Dimensions as well as Hofstede’s Six Dimensions of Culture.

Hofstede’s Six Dimensions of Culture

Dr. Geert Hofstede's cultural dimensions model, developed after years of research in the late 1970s, initially consisted of four dimensions. Subsequently, an additional fifth and sixth dimension were added by Hofstede and his co-authors. These dimensions encompass power distance, uncertainty avoidance, individualism vs collectivism, and masculinity vs femininity.

Power Distance: This dimension explores a culture's response to inequalities and the extent to which less powerful individuals within a society expect and accept unequal distribution of power in institutions and organizations. In Hofstede's research, India is ranked 10th out of 11 countries, with a score of 77, while Great Britain is positioned 42nd out of 44 countries, with a score of 35 (Cultures, 2018).

Uncertainty Avoidance: This dimension measures the level at which individuals in a society perceive threats arising from ambiguous or unknown circumstances. Cultures that highly value avoiding uncertainty tend to exhibit traits such as being active, aggressive, emotional, obsessive, security-seeking, and intolerant. Although the rankings provided by Hofstede do not change significantly, India still maintains a higher position than Great Britain.
Masculinity Vs Femininity: Masculine cultures aim for the greatest possible separation between what is expected of men and women. Cultures that allow more social role crossover between the sexes are considered feminine. People in nations with high levels of masculinity focus on success, riches, and growth in their daily lives. According to a study, social gender roles are distinct in both the UK and India's civilizations, and both share a shared culture of masculinity.
Individualism Vs Collectivism: It is the degree to which a culture places more emphasis on an individual's rights than a group's (Cultures, 2018). People in the UK always view themselves as individuals and are more concerned with themselves. While mixed families are still common in Indian society because people there view one another as members of a community.

Trompenaars Cultural Dimensions

Trompenaars and Hampden-Turner developed a cultural model that distinguishes seven cultural dimensions. This framework, known as the Trompenaars cultural dimension model, is widely used in general management and business for intercultural communication (Dimensions, n.d.). It can serve as a useful guide for UK workers interacting with Indian visitors.

Particularism vs Universalism:
Universalist cultures aim to treat all situations equally, regardless of whether they involve close friends or family. Examples of universalist cultures include Canada, the United States, and the United Kingdom. On the other hand, particularism cultures, such as India and China, prioritize considering the specific circumstances and relationships involved.

Communitarianism vs Individualism:
Trompenaars associates individualist cultures with Western ideologies, such as those found in the UK. These cultures emphasize individual goals, independence, and personal achievement. In contrast, communitarian cultures, prevalent in non-Western nations like India, emphasize the collective group and prioritize harmony, cooperation, and loyalty.

Affective vs Neutral Culture:
Neutral cultures, like the Netherlands and the United Kingdom, tend to exhibit restraint in expressing their emotions. In contrast, affective cultures, such as India and Latin America, are more open in expressing their emotions, even in work settings.

Specific Culture vs Diffuse Culture:
Specific cultures have a clear distinction between public and private areas and are more willing to share their public space with others. Examples of specific cultures include Germany and the UK. On the other hand, diffuse cultures, like China and India, tend to guard their private space as it grants access to the public domain more easily (Dimensions, n.d.).

Achievement vs Ascription Culture:
In an achievement culture, individuals attain status based on their competence and accomplishments. This culture is prevalent in countries like the United States and the United Kingdom, where people are valued for their personal achievements. Conversely, in an ascription culture, such as in Japan and India, status is granted based on one's social identity and who they are as individuals (Denis G, n.d.).

Synchronous vs Sequential Time Cultures:
Cultures that follow sequential time attach great importance to completing tasks in a step-by-step manner, with a focus on specific phases (Denis G, n.d.).  This is particularly observed in cultures like the United Kingdom, where projects are often approached in a systematic and sequential manner. On the other hand, in synchronous time cultures like India, the perception of time is more fluid, with a belief that the past, present, and future are interconnected.

Internal Direction vs External Direction Culture:
In cultures characterized by internal direction, individuals believe they have control over their environment and can use it to their advantage. This mindset is commonly found in cultures like the United Kingdom, where individuals take personal responsibility and believe in their ability to influence outcomes. In contrast, cultures with external direction, such as China and India, emphasize the need to cooperate with the external environment and adapt to external factors in order to succeed.








Hotel Handbook for Marriot Employees

	Dos
	Don’ts

	· Do greet Indian guests with a warm and respectful "Namaste" or "Good morning/evening."
· Employees at the Marriot Hotel should carry out their tasks under their standards.
· Maintaining order and cleanliness in all common places; otherwise, Indian visitors may complain.
· Interacting and working together with different departments to guarantee Indian guests' satisfaction.
· An employee of the Marriot Hotel should answer the phone right away.
· Employees ought to smile when they welcome Indian guests.
· Keeping a high standard of attention to detail, such as making sure that the rooms have all the amenities.
· The Marriot should provide Indian guests with ceramics, sculptures, carvings, and cursive writing in the hotel rooms.
· Do provide vegetarian food options and consider dietary restrictions based on religious or cultural beliefs.
· Do offer assistance and guidance in planning visits to local cultural attractions or religious sites.


	· Don't assume that all Indians speak the same language. Avoid generalizations and ask about their preferred language of communication.
· Don't serve beef or pork products unless explicitly requested, as these may be prohibited due to religious or cultural reasons.
· The staff won't make physical contact with the visitors from India.
· Dishonouring Indian women is a problem that hotel staff members must take seriously.
· A staff member shouldn't lose their cool in front of an Indian visitor.
· Never provide advice or recommendations to an Indian visitor.
· Do not respond to visitor complaints or requests late.
· Not always keeping a professional manner and look.
· When providing service to an Indian visitor, do not smoke, drink, or chew gum.




Conclusion
Embracing cultural diversity is crucial in the hospitality industry, especially when catering to international visitors. This International Guest Service Handbook equips hotel staff with the necessary knowledge and guidelines to ensure exceptional guest experiences for visitors from India. Cultural awareness is a major problem for both countries. We have attempted to illustrate the cultural distinctions between India and the UK through Hofstede's Six Dimensions of Culture and Trompenaars’s Cultural Dimensions model. we also demonstrated what Marriot Hotel employees should and should not do for Indian tourists. An employee may improve both their professional and personal connections with the use of these useful skills. By implementing the recommended practices and understanding the cultural nuances, staff can foster positive relationships and create unforgettable stays for Indian guests.

Recommendations for Staff:
Based on the information provided in this handbook, two key recommendations for staff are:

Conduct Cultural Sensitivity Training: Arrange training sessions or workshops to educate staff about Indian culture, customs, and etiquette. This will help enhance their understanding and responsiveness when interacting with Indian guests.
Create Cultural Resource Materials: Develop a resource library or digital materials containing information about Indian culture, festivals, and local attractions. Staff can refer to these resources to provide accurate and insightful recommendations to Indian guests.
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Hofsted's Country Insights
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