


   
    Name: Adeshola Sallu 
 

   Student Number: 2118601


   Title: Hotel Handbook for Intercultural 
                                Competence
   
     Lecturer: Rodrigo F. Aguilera

   
     Submission Date: 10th March 2023

   
     Word Count:  1000   


                                EXECUTIVE SUMMARY

Intercultural competence is critical to managing a hotel’s guest service interactions. Until recently, cultural intelligence and sensitivity were not considered an important aspect of improving guest experiences, but evidence suggests that cultural intelligence practices lead to employee and customer comfort thereby increasing retention, guest satisfaction and repeat business. The implications of cultural awareness and having the pre-requisite knowledge required not only will enable staff prepare for the arrival of their international visitors, but also improve the overall guest experience.

This report applied a more practical approach to understanding intercultural competence, cultural intelligence, and sensitivity which when applied within a hotel context will equip staff with useful information about their guests, while helping them manage guest service interactions effectively. 
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             WHY IS INTER-CULTURAL COMPETENCE IMPORTANT?
                                                      


As the forces of globalisation and migration patterns continuously influence the world of work, business, and travel, the need to interact effectively with individuals who are of a different cultural background either face-to face or through electronic media has become increasingly critical, and the importance of understanding the effect of cultural differences on management has never been greater. (Moran and Abramson, 2018) argued that managing cultural differences skillfully is a human and business imperative in the 21st century. They opined that culture counts, and that being culturally aware both impacts on relationship and business operations, as well as minimizes the impact of culture shock while maximizing intercultural experiences. The ability of individuals to function across cultural context is imperative to this report. By comparing cultures between two countries, a look at the implications of cultural awareness on guest service interactions within a hotel setting will be carried out.
Cross cultural competency has become an essential component of hospitality and tourism practices, particularly in multi-national hotels where employees must interact with guests and different cultures. (Nicolaides, 2010)
Alizadeh and Chavan, 2016, p120 define it as ‘‘the ability to work and communicate effectively and appropriately with people from culturally different backgrounds’’.



             

  
           CROSS CULTURAL VIEW TO UNDERSTANDING CULTURE:
                                                                          What is Culture?  

Being one of the first researchers to analyse the influence of National culture on management practices, Geert Hofstede describes culture as “the collective programming of the mind which distinguishes the members of one human group from another”. (Hofstede, 1980. p.25) He elaborates on his definition that ‘culture’, in this sense include systems of values which are among the building blocks of culture and identifies four dimensions which he labelled as ‘Power distance’, Uncertainty avoidance, Collectivist and Individualist, and Masculinity and Femininity. His premise was that societies where structured along these lines and easily identifiable by the degree of importance placed upon these values. A fifth and sixth dimensions were later added to his analysis. His contribution on the subject has been of immense value, though some have criticised its sole reliance on cultural dimensions as a means of explaining culture since it does not consider the impact of these values on behaviour (Earley, 2006). 
Moran and Abramson, p. 9, however, agreed with Hofstede while using the examples of Ghana and South Korea, that considerable difference in the economies of countries that once had similar economies can only be attributed to cultural values. Others argue that his work is outdated because cultures do not stand still but ever evolving. Hofstede however defended his position saying, that the dimensions are rooted in centuries of behaviour patterns and have been validated against other measures.
Trompenaars and Hampden-Turner model, though like Hofstede’s in certain aspects offered a new perspective. They identified seven dimensions and concluded that what distinguishes people from one culture to another is where these preferences fall within the dimensions. But, moving on from ‘Dimensions’ to ‘Clusters’ and basing their research on previous projects, Globe grouped countries according to clusters using historical developments and economic similarities as a guide. 


UNDERSTANDING CULTURAL INTELLIGENCE AND SENSITIVITY 
                                 


There are, however, those who think it is time to look beyond value-based social constructs to understanding culture. Nakata, for example suggested an entire shift from a value-based approach to a more practical one that provides a different avenue for studying cultural effects and influences on individual action, and is of the opinion that ‘cultural intelligence’ offers a much more practical solution to cross-cultural problems arising from differences in culture. She suggested that rather than using exogenous factors shared in society, cultural intelligence focuses on an individual’s ability to recognize and adapt to cultural differences. (Nakata, 2009),
Earley and Mosakowski, 2004 describe Cultural intelligence as a person’s effectiveness in a new cultural situation, the ability to think and act in ways appropriate when cultural boundaries intersect and believe these qualities could be turned to a ‘workplace’ advantage. According to them “cultural intelligence is an outsider’s seemingly natural ability to interpret someone’s unfamiliar and ambiguous gestures the way that person’s compatriots would” (Harvard business review, 2004). 
Sucher and Cheung, 2015 considered cultural sensitivity as essential for hotel employees while highlighting the importance of cross-cultural competency in establishing inter-personal relationship and working with culturally diverse colleagues.




MANAGING THE GUEST EXPERIENCE: WHEN CULTURES CLASH              
            ASPECTS OF BRITISH AND FRENCH CULTURE                

Hofstede’s comparison tool (Hofstede, 2023) indicates cultural differences between the above two countries, with the focus being on the French which should enable staff prepare and manage the guest experience for our visitors. 
The French are perceived as Unified due to the importance placed on values such as liberty and equality. They are also very individualistic placing values on oneself and immediate family. Social interactions depend largely on an individual’s social circle but is more formal outside of one’s social circle. French is the official language spoken and the people feel a deep sense of pride it which proves to be a difficult barrier for visitors. Social stratification is based on economic status and geographical location. There’s a deep sense of appreciation for the arts throughout France with children taught at a young age to appreciate artistry and be patient since quality work takes time. 
On the other hand, The United Kingdom of Great Britain, and Northern Ireland (also known as the UK) includes England, Scotland, Wales, and Northern Ireland and is considered a more masculine society according to Hofstede’s analysis, and social expectations in terms of family unit have changed over the years. For instance, the traditional family units of husband, wife and child are no longer the norm as singled parenthood resulting from divorce and separation are now commonplace. Social interactions are less formal, first names and a firm handshake would be sufficient in social introductions. And a hug or kiss from close friends and family when greeting is the norm. Humour is an important aspect of British culture and is used to establish rapport and bring people together. It is commonplace to find the British poke fun at the royal family or politicians, and sarcasm may be delivered in dry understatements. It is important to avoid taking personal offence to jokes as doing so might result in a person being teased. (Evason, 2021)



              Dos and Don’ts for our French Guests
-------------------------------------------------------------------------
	                                                                      
                              DOS
	                       
                       DON’TS

	
Address guests using appropriate titles whilst talking to them in a polite way.
           
	
Avoid asking personal questions relating to age, family, or sexual orientation. 

	Show an effort to speak a bit of French when addressing guests such as ‘Bonjour’, meaning hello.
	
Don’t inquire about guests’ income as this is considered a taboo.

	
Demonstrate some knowledge of French history, politics as well as culture.
	
Do not pass negative comments or criticisms about the French nation.

	
Be thoughtful and thorough when having discussions with our guests.
	
Avoid shouting or unnecessarily draw attention to yourself.

	
Respect the privacy of our guests always.
	
     Where possible avoid jokes



                                                                                                (Scroope, 2017)
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