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[bookmark: _Toc137384979]Executive Summary 
In this report, I will demonstrate the hotel handbook to support the human resource of Pan Pacific London. The staff will learn to communicate effectively with foreign customers overcoming cultural barriers. A single confusion in communication can harm the service value. The chosen hotel is Pan Pacific London situated in London, England. The 5-star hotel is surrounded by London’s popular attractions which tourists can reach within walking. Most of the tourist are not fluent in English, which make communication hard for the staff. moreover, Pan Pacific London has diversity in human resources. The staffs need to be trained to respect the differences and adapt to the guests’ backgrounds. The hotel needs to welcome constructive criticism and use the feedback to better its service. The handbook contains the instructions about what the staffs need to do, and not to do. The purpose of the report is to reduce barriers of cultural dissimilarities between the hotel and the visitors (India). 
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The staff of Pan Pacific London are recruited from all over the world to create diversity and creativity. The staffs have great communication skills for providing excellent customer service. The hotel ensures to recruit flexible employees who are willing to adapt to every situation. The hotel ensures employee satisfaction for maximum retention (Jandt, 2016). Having premium services, the hotel needs to educate the staff about the small gestures of respecting Indian culture. The staff needs to check the religion of the guest before offering them food and beverages. The guest can be vegetarian or avoid haram foods or he is allergic to any food. 
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There is no exact way of greeting people in the UK, rather it depends on the situation. Formally, they use to practice handshaking firmly with a smile and eye contact. As British culture has been influenced by other regional cultures the immigrants, it has a richness of diversity in traditions (Moran, 2018). The people from the UK love to stay outdoors, watch and play sports and prefer to have a meal in restaurants. 
Almost 97% of people from the UK speak in English with identical accents. When they find others speak in the same way, they recognize it and consider it positively. They like to create personal space and privacy, but they cooperate in the community respecting values (Samovar, 2009). Festivals like Glastonbury Festival, Valentine's Day, New Year’s Day, summer holidays, etc. are the most celebrated ones. 
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Indian communicate with spontaneous curiosity greeting “Namaste” as most of the population follows Hinduism (Timm, 2015). They appear with modest clothes most of the time, females prefer traditional saree or salwar-kameez and males prefer Kurta, Pyjama, etc. 
Indians love to eat spicy, savoury foods and the country cultivates a wide variety of spices. Some states have popular foods like Kabab, Pani Puri, Butter Chicken, Biryani, Pav-bhaji, etc. Indians prioritise their family before individuals, which reflects their collectivist perspective (Cooper and Wahab, 2007).
The large population has diversity in religious beliefs, most of the followers' religion is Hinduism (Methan, 2001). They get holidays for religious festivals like Eid, Pujas, Christmas, Easter, Diwali, etc. 
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Hofstede Insights is a combination of six dimensions to determine cross-cultural differences between countries. Often the tool is used for comparing multiple countries’ cultural differences.  It helps to understand the country's values and preferences of the population (Frew and White, 2022). The tool is widely used in expanding business in another country determining differences to see the compatibility. 
[image: ]
Figure: Hofstede’s Insights of India and the United Kingdom (Frew and White, 2022). 
· Power Distance: When an organization or community member face unequal distribution of power, the rank is higher in this dimension. In the comparison between India and the United Kingdom, India has almost double the score of the UK (Gudykunst W.B., 2016). The score indicates that Indian organizations follow autocratic leadership that centralises power to the top managers. 
· Individualism vs. collectivism: Individualism is a perception of self-priority where a person centres his needs before considering collective needs. The collectivism concept came from the collective benefit before the personal interest (Mackay, 2011). People with collectivist perceptions depend on each other to achieve a group goal. The UK has an 89% score in individualism reflecting their self-reliance. On the other hand, India has a 48% score in the dimension manifesting that people combine both perceptions in their activities.  
· Masculinity vs. femininity: This dimension estimates the characteristics of a community if it contains feminine values or masculine ones. Masculine values are based on competitiveness, materialism and assertiveness. Whereas femininity refers to the collaboratively, relationship-oriented and appreciative (Drake, 2011). India has scored 56% showing the country is more on the masculine side. On the other part, the UK scored 66%, more masculine than India. 
· Uncertainty avoidance: Uncertainty avoidance reflects the acceptance of changes and ambiguity. Understanding the dimension will allow us to communicate with people concerning their choices in mind (Richardson, 2016). UK and India have scored 35 and 40 which are moderate-low in adjusting against traditionalism. 
· Long-term orientation vs. short-term orientation: The main difference between long-term and short-term orientation is investing and fulfilling needs now (Bramwell, 2004). India and the UK have 51% scores being low long-term oriented countries. They take risks and drive for long-term destinations respecting tradition. 
· Indulgence vs. restraint: The last dimension of Hofstede's insights refers to the independence of sharing desires with others and following them. Indulgent culture contains people who easily accept others’ desires and convey their own to make life easier. On the contrary, restrained culture involves people who control their desires, and prioritise responsibilities (Brown, 2013). India is on the restraint side with a 26% score whereas the UK has a 69% score of indulgence. 
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	Do's
	Don’ts

	· Maintain eye contact while greeting. 
· Welcome with a smile to make them comfortable. 
· Give customers enough time to understand (Cooper and Hall, 2007). 
· Offer assistance with helpful gestures. 
· Understand the cultural customs of the customer. 
· If needed find a translator for foreign language speakers (Lewis, 2008). 
· Be patient.
· Treat the customers equally. 
	· Avoid using slang or confusing phrase that have different meanings in other languages. 
· Do not over-guide or over-suggest.
· Do not hurry (Wall and Mathieson, 2006). 
· Do not speak loudly and fast (Lewis, 2018).
· Do not get offended if the customer fails to understand you. 
· Avoid assuming their choices. 
· Avoid discriminating. 
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International clients find comfort that Pan Pacific London offers. A large number of tourists from India visit London. The hotel can make small efforts to make the clients feel safe and homely. The guest will be touched and get comfortable, as, Indians are emotional towards their culture and traditions. Letting the staffs know about cultural differences and training them to adapt to Indian culture while communicating with them will reduce conflict. Respecting the choices of the customers by appreciating them will help to build a good relationship with them. The hotel needs to ensure that any gesture of the staff is not sentimentally hurting the customers. 
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· Know the cultural differences and deal with them sensitively: The staffs need to understand the cultural differences and act accordingly (Journal of Intercultural Communication Research, 2013). 
· Make the customers comfortable with effective communication: The staff should avoid slang or vogue phrases in the conversation, and give the customers time to interpret. Staff should never overshadow the clients (Ritchie and Jiang, 2019). 
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