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Executive Summary
This report aims to highlight the differences in hospitality employee culture between the United Kingdom and Thailand so that the general manager can train the employees of the new hotel in Thailand in a beneficial way. In this context, the Globe Project 2004 study is used to make comparisons between countries.
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1.1  Purpose of report

The purpose of this report is to get to know Thailand’s culture so that the General Manager from London can train employees regarding chain’s operation, brand standards and other important aspects prior to grand hotel opening. In order to do this, the values obtain in the study conducted by Globe Project was chosen as a starting point. It contains an analysis of local culture and 9 different categories were analyzed. From these, those that are most different from the culture in England were chosen for analysis and comparison in this report. The English manager who will be present at the inauguration of the new hotel in the Diversity hotel chain will have the responsibility to present to his employees the main aspects regarding the interaction with customers from Thai culture, what to pay attention to, what to avoid, what verbal and non-verbal communication to use so that guests feel like home.

1.2  Future hotel location: About Thailand culture, customers and behaviors
Thailand has a rich and diverse culture, with unique customs and habits that are important to understand when visiting or interacting with Thai people. Thailand's culture it is deeply rooted in Buddhism and traditional customs, greatly influences the warm and welcoming nature of its hospitality industry. ( Smith J., 2018 )
There a lot of traditions and habits like the use of jasmine flowers that signifies purity and respect and gesture of offering cold towels and refreshing drinks upon guests' arrival is a standard practice. ( Charoenwong, R. 2020) 

2.1  About Globe Project 

The Globe survey was conducted in 62 countries around the globe and is based on surveys on societal culture, organizational and attributes of effective leadership. The study reshaped the scholarly perspective on the ways in which culture and leadership differ across various national cultures. (Globeproject, 2023)

2.2  Cultural differences between United Kingdom and Thailand

According to the Globe Project study, attached are the values for United Kingdom, one of the locations of the Diversity Hotel & Spa chain, and those for the future location where the General Manager will travel, Thailand.

	
	UNITED KINGDOM
	THAILAND

	Performance orientation
	4.08
	3.93

	Assertiveness
	4.15
	3.64

	Future orientation
	4.28
	3.43

	Humane orientation
	3.72
	4.81

	Institutional collectivism
	4.27
	4.03

	In-group collectivism
	4.08
	5.7

	Gender egalitarianism
	3.67
	3.35

	Power distance
	5.15
	5.63

	Uncertainty avoidance
	4.65
	3.93



Tabel 1. United Kingdom – Thailand scores from Globe Project (Globeproject, 2023)
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Fig. 1 Studies results: Cultural Practices and Values in England (Globeproject, 2023)
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Fig. 2 Studies results: Cultural Practices and Values in Thailand (Globeproject, 2023)
The most significant differences between the 2 countries were found in the following categories: future orientation, humane orientation, in-group collectivism and uncertainty avoidance.
Future orientation (4.28 - 3.43) The impact of Brexit and changes in immigration policies have affected the availability of labor in the UK hospitality industry .The country's culture places a strong emphasis on hospitality and providing a welcoming environment. Many Thai businesses are known for their customer-centric approach, long-term relationships and repeat customers. 
Humane orientation (3.72 – 4.81) 
Employees in Thailand have a strong sense of duty and loyalty to their employers, which can contribute to a humane and caring work environment. The UK hospitality industry is generally known for its strong customer service and professional standards, emphasizing politeness and courtesy in interactions with guests.
In-group collectivism (4.08 - 5.70)
The United Kingdom has a more individualistic culture compared to Thailand. While teamwork and cooperation are important, there is often a greater emphasis on individual achievement and personal recognition. In UK there is a focus on individual performance and accountability. Teamwork is also important in the UK, but it may not be as collectivistic in nature as in Thailand.
Uncertainty avoidance (4.65 – 3.93) refers to the degree to which individuals and organizations in a country are comfortable with ambiguity and uncertainty.
Employees in the UK hospitality sector may place a strong emphasis on following established protocols and rules, which can lead to a more structured and organized approach.
In Thailand strict rules, laws, policies, and regulations are adopted and implemented. Thai hospitality employees may be open to improvisation and may find creative solutions to unexpected challenges. (Hofstede-insights.com , 2023)




2.3  The importance of cultural intelligence and sensitivity for hotel employees:
Employees with cultural intelligence can better understand and anticipate the needs and preferences of guests from different backgrounds, leading to a more personalized and enjoyable experience. Cultural sensitivity promotes an inclusive and welcoming atmosphere in the hotel. Guests and staff from various cultures and backgrounds should feel respected and valued, which can result in higher guest satisfaction and staff morale. ( Samovar et al. 2013, p.250)
3.1 Conclusions of characteristics of chosen countries:
In conclusion after analyzing the study values for United Kingdom and Thailand it is remarkable that are some common aspects but also differences because of people’s culture, behavior and approach. 
Diversity in the world is a basic characteristic of human society and in the same time represent a key condition for a dynamic and lively world. ( Abramson, N.R. and Moran, R. 2018)
Recommendations for General Manager:
Training employees for a General Manager in a hotel in Thailand involves a comprehensive approach to develop the necessary skills, cultural understanding and respecting brand standards. Recommendations:
· Emphasize the importance of the "wai" greeting and respect for the monarchy (Jitsuchon S, 2014)
· The importance of guest satisfaction.
· Thai hospitality and local customs.
· Use right hand for greeting, giving, and receiving items.
· Avoid standing too close to someone during a conversation. (Country watch, 1998)
· Use polite language when speaking to older individuals.
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