



	HOTEL HANDBOOK FOR INTERCULTURAL COMPETENCE






NAME: Ana Cimpoes
Student ID: 2120104
MODULE TITLE: Cultural Awareness BMIH5003

LECTURER NAME: Rodrigo F. Aguilera










Summary
Cultural awareness and intercultural competence are some major factors based on which any organisation can satisfy the customer coming from different countries. Here, the chosen organisation, Premier Inn is operating in both Germany and the United Kingdom and maintains a decent range of country-specific cultural attributes. Here in this handbook, the concept of intercultural competence and global cultural understanding has been illuminated. Next, some theories of cross-cultural communication have been discussed drawing insight into the cultural norms of the German people. Furthermore, within the UK, the adoption of German norms and etiquettes has been analysed mentioning the do’s and don’ts for the hotel staff. Lastly, for eventual betterment, two effective recommendations have also been elaborated for the company, Premier Inn. 
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[bookmark: _Toc128714400]Introduction 
From a wider understanding, intercultural competence is any organisation’s ability to operate in different cultural aspects where they are supposed to think and act appropriately. Within this, intercultural sensitivity is an interchangeable thing where people experience and engage with other people from different cultural backgrounds (Romijn et al., 2021). Here in this hotel handbook, the global marketplace and the cross-cultural competencies will be discussed, and the intelligence and sensitivity of the organisations will be illuminated. The chosen country for this task is Germany and the chosen organisation is Premier Inn which is UK based and operates effectively in Germany apart from the UK. For the people coming from Germany to the UK, the implications of the cultural differences and possible adaptations of the UK services will be further discussed along with a chart illuminating the do’s and don’ts for the hotel staff. 
[bookmark: _Toc128714401]Understanding of intercultural competence and cultural understanding of a global marketplace 
From a broader aspect, the culture and distinguishable differences across different countries are chiefly influenced by the family background of people, religious perceptions, social system, and people’s livelihood. For any organisation, cross-cultural competencies include three definite dimensions such as project superiority, social support and contextual novelty (Caligiuri et al., 2019). Within the organisation, Premier Inn, the cultural attributes are chiefly valued as according to their perception, embracing the culture can build their efficacy in both management and talent practices. Considering cultural differences can diversify the people within the organisation which can result in new ways of thinking about ideas and implementation (premierinn.com, 2023 a). 
[bookmark: _Toc128714402]Cross-cultural theories and models for evaluating the cultural intelligence and sensitivity of the guests who come from Germany. 
For the guests to come from Germany to the UK, in order to imply the cultural differences and perceptions Hofstede’s theory can be aligned where different cultural attributes can be compared in terms of both countries. According to this theory the cultural aspects not only imply all the variables but also express a vast reality of the nation (Jackson, 2020). 
[image: ]
Figure 01: Country Comparison in terms of cross-cultural communication
(Source: hofstede-insights.com, 2023)
Discussing the cultural differences within the workplaces considering both the UK and Germany, the UK is a more individualistic country scoring 89 whereas Germany is more focused on collectivism with a score of 67, where people can find delays in work due to a lack of delegation of work. In both, the country’s masculinity is almost the same scoring 66 points but the organisation, premier inn as a whole is more focused on developing a feminine workforce. They expect at least 40% female representation within their workplaces by the end of 2023 (premierinn.com, 2023 a). This can build a positive expression where the people from Germany find similarities with their own. Furthermore, one negative cultural aspect is the long-term orientation where Germany scores about 83 and the UK, 51 only. Lastly, indulgence has a positive outlook as the British culture having a score of 69 compared to Germany’s 40. This can acquire the trust of the tourists as the British people within the organisation can realise their desire and impulses and certainly be optimistic in attitude (hofstede-insights.com, 2023). Overall, it can be mentioned that within premier inn hotels in both countries overall, there are no limits to growth and no cultural barrier to entry (comparably.com, 2023).  
Considering the cultural dimension of Germany, Hall’s cultural dimension theory can be mentioned further where specific three aspects are considered, communications, physical space and the time-based work culture. In mentioning context of Germany, it prefers direct and frank communication where the messages can carry the meaning itself fostering better understanding (premierinn.com, 2017). Apart from that, monochronic time management and sequential consideration of individualistic goals can be mentioned as another aspect of the cultural attributes. German people can find a good range of communication within the UK workplaces of Premier Inn. As in UK hotels, around 74% of the workers have admitted that through communication, connecting with people can be helpful for managing the organisational work (premierinn.com, 2017). Overall, cross-cultural intelligence and sensitivity are maintained within Premier Inn in both countries where empathetic connectivity and enhanced customer service are the chief focuses of maintaining cultural integrity within the workplaces. This also foster better cognition of the people considering the cultural ideas, practices, traditions, and values (Barrett, 2020). 
[bookmark: _Toc128714403]Preferable adaption of the hotel departments to accommodate cultural norms and requirements of the guests. 
For the tourists coming from Germany to the UK, the staffs have to be aware enough about their gestures within the workplace to please the tourist’s people with efficacy. In this regard, understanding the cultural differences and the German norms is most important, discussing these, the first one is the greetings process where the UK staff have to address the tourists through formal ‘Sie’ which means ‘you’ with a toast and handshake. Further, in order to please the people environmental awareness has to be maintained through mainly garbage clearance and recycling of different products. In Germany, recycling is a must-need, for example, empty bottles, bulbs, batteries, furniture, electronics and many others are efficiently separated and recycled (theculturetrip.com, 2023). 
Following these, any hotel can certainly build the trust and loyalty of the tourists by connecting them effectively. Premier Inn in the UK is working sustainably to recycle all their garbage for the landfill along with recycling the beds and pillows and trying to remove the use of single-use plastic packaging by 2025 (premierinn.com, 2023 b). Also, for better integration, knowing the German language besides formal English can be beneficial for the office staff in the UK which can gain more connectedness where people can find out the emotional intelligence and sensitivity of the staff.  
[bookmark: _Toc128714404]Do’s and Don’ts’ for the Hotel Staff 
	
	DO’S
	DON’TS’

	1
	The staffs must behave formally with gentle speaking and attitude. 
	Casual and informal gestures are some unlikable approaches considering German tourists.

	2
	The tourists from German are mostly punctual and the premier inn staffs in the UK must maintain the German commercial hour. 
	Delays in food and other service delivery are the very casual approach of the staff, allowing the tourists to set negative impact in their mind.

	3
	The organisation must act sustainably which can be expressed in their services. 
	Delays in the clearance of garbage and inefficient management of recycling can also create a bad impact.

	4
	Understanding and fostering communication in the German language along with English. 
	No chance for gossiping about the Germans in English as they understand this language very well. 

	5
	Parties within the hotel premises have to maintain perfect timing and after it’s over, all the staffs have to fall back into their ordered life. 
	Unwanted loud noise and drunk behaviour have no consideration for the tourists. 


(Source: Created by the learner)
[bookmark: _Toc128714405]A summary 
Here in this handbook, the aspect of cross-cultural competencies and efficacy of the organisation, Premier Inn were analysed in a detailed manner considering two countries, UK and Germany. The cultural differences and regarding awareness’s were also discussed throughout which can illuminate the main cultural aspects of both countries. The norms of the German people, coming to the UK have to be fostered by the UK hotel staffs and also some don’ts’ were also discussed in this report. 
[bookmark: _Toc128714406]Recommendation 
Technological innovation such as the implementation of artificial intelligence can be beneficial and recommended for the staff of Premier Inn. Through this, they can evaluate the capacities of people from different cultural backgrounds and surpass these in different sectors (Dialani, 2020). Secondly, if any cultural conflict arises, going with the LEARN model can be effective as through this people can reinforce better cross-cultural communication. Within this, listening to the people’s understanding, explanation of the organisational perceptions, acknowledgement of both views, a treatment plan and effective negotiation can result in better communication (cps.ca, 2018).
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