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Executive Summary



The report for the Holiday Inn Cambridge Hotel underlined the need of cultural intelligence and overcoming communication hurdles. The report focused on Chinese international visitors who had communication and cultural challenges. 

One of the obstacles that is actively handled in the hotel industry’s international business is foreign language.

The report will highlight the necessity of cultural intelligence and sensitivity. Furthermore, Hofstede’s theory will be given, highlighting the importance of overcoming cross-cultural barriers as well as hotel employee dos and don’ts.

China will be chosen as the foreign country due to cultural and language issues that will most likely be addressed while serving hotel guests.

The importance of prioritising Chinese guests’ preferences will be illustrated in the report.
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Introduction

The hospitality sector is a highly diversified industry that demands workers to adapt to its changing environment. 
The industry includes businesses that provide an intangible product, such as guest service (Abramson, 2018). 
Hospitality workers must possess certain skills to provide outstanding service to their consumers, whose demands are increasing as the industry diversifies. 
In today's era of globalisation, the idea that people live in a world without borders has been advocated, which is thought to give a doorway for individuals from all backgrounds to engage with one another for various purposes, notably business-related ones (Bennet, 2009).
Employees who place a high value on cultural intelligence improve the property's reputation (Samovar, 2013). As a result, it services customers according to their preferences. 
In a single contact, there are many things to consider, such as nonverbal communication, and the interactional context (Blue and Harun, 2003). 
Intercultural competence is the engagement with people from cultural groups and identities to which do not belong, to comprehend them, and to act according to them Byram (2008).
Culture, according to Professor Hofstede, is the collective mental programming that separates members of one group of people from members of other groups (Hofstede Insights, 2022).
Six cultural aspects exist (Hofstede, 2005):
• The power distance: the level of tolerance for inequality and power
• The individualism examines societies’ perceived obligations and the dependence on them 
• Masculinity vs. Femininity: society's inclination for success
• Uncertainty avoidance: how people react with unexpected events
• Long-term orientation: how society perceives its temporal horizon
• The indulgence: the extent to which a society fulfils its desires 

Hofstede’s examination on UK culture
The customs and traditions of the United Kingdom are well-known globally. 
The English have reserved demeanour, courtesy, self-discipline, and sense of humour. Basic decency is expected, also. The British are reserved when it comes to welcoming one another (Barrow, 2014).
The culture of the United Kingdom was studied using Hofstede's methods. The values for the six categories (Figure 1) provide an overview of British culture's primary motivations (Hofstede Insights,2022). [image: Chart, bar chart

Description automatically generated]
                                                                            Figure 1. Hofstede analysis: United Kingdom

The above chart allowed the following analysis:
· The United Kingdom culture believes in minimising disparities between individuals
· The British are individualistic people, their route to pleasure being personal fulfilment
· Britain is a Masculinity society, with people who work to live
· People are content to wake up without knowing what the day would bring  
· Regarding enjoying life, people are more likely to follow their instincts.

International visitors at Holiday Inn Cambridge
From business visits to family vacations, Holiday Inn provides lodging all around the world (IHG, 2022).
Cambridge is famous for its university, founded in 1209, currently regarded as one of the world's top five universities (Cambridge City Council, 2022).
The top three markets for visitors to the United Kingdom in 2018 were the people from  United States, France, and Germany, summarising 29 percent of all visits (Condor, 2022). 
The famous Chinese poem "Saying Goodbye to Cambridge Again”, whose lines are engraved on a stone from inside the grounds of King’s College, attracts most visitors from China (East Asia Student, 2012).
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Description automatically generated]Hofstede Tool to examine Chinese culture (Hofstede Insights, 2022).
Figure 2. Hofstede analysis: China

An overview of the Chinese culture could be analysed, based on the results from Figure 2:
· China accepts inequities among people.
· People in China have a collectivist culture in which they act in the interests of the group. 
· China is a Masculine society, focused on success. 
· Chinese people are adaptive and enterprising. 
· The culture in China is practical. People think that the situation, context, and time, all affect what is true.
· China exerts greater control over the fulfilment of its goals.  
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Figure 3. China versus United Kingdom

Comparison of United Kingdom versus China
When the cultural traits of China and the United Kingdom (Figure 3) are examined,  it is   evident that the two countries have cultures and cultural behaviours that are opposed. 
Chinese believe they are acceptable, whilst the British believe that all people should be treated equally. 
People in China act in the collective interest, but British people are rather private. 
The commonality between the two communities investigated is that both civilizations     have high levels of masculinity, indicating that the societies are geared toward achievement, with people sacrificing family time to work. 
The Chinese are comfortable with ambiguity, whereas the British make plans based on new facts.  
In the United Kingdom, long-term life orientation is unknown, whereas Chinese culture is pragmatic, with people displaying the ability to shift traditions quickly. 
The British culture is hedonistic, with a positive attitude toward experiencing life to the  fullest
China, on the other hand, has a pessimistic and cynical culture.

Conclusion. Holiday Inn Hotel’s handbook – recommendations regarding Chinese visitors 
To exceed their customers’ expectations, hospitality staff must be culturally aware, capable of giving exceptional customer service, and actively participate in collaboration to not only relate to their co-workers, but also to fulfil their guests’ wants, requirements and wishes.
This handbook's goal is to give employees rules on how to deal with guests.
Because Chinese people are known for their conservative gestures and avoid making many hand movements, nonverbal communication is just as important as spoken communication.
Unless initiated by a Chinese, handshakes are considered too close. If a business card is offered, accept it with both hands. Scrutiny it in front of the person who presented it, as a show of respect. Making a silence sound with fingers to the lips is used to convey discontent (Bender, 2015). 
A list of Do's and Don'ts has been posted in the following table to assist personnel in understanding Chinese cultural behaviour, to provide suitable service to customers (Lily, 2021; Travel China Guide, 2022; Cultural Atlas, 2022).

	                       To Do
	                    To Do Not

	Nod your head slightly to greet
	 Large hand movements

	Handshake – when you’re asked to
	 Hug, Slap guest’s back

	Smile 
	Direct eye contact

	Point with open hand 
	Don’t initiate handshakes

	Address the elders first
	Don’t point with one finger

	Address by an honorific title or family name
	Wink

	Answer polite to personal questions
	Whistle

	Make a silence pause before answering to a question
	Shrug shoulders

	Introduce yourself with your full name
	Use number 4 in conversation

	Keep a certain distance
	Click your fingers

	Receive compliments humbly  
	Don’t interrupt a person’s idea during conversation

	Be patient during discussion
	Don’t ask another member of staff to solve a problem, instead of the manager

	Pass objects with both hands
	Don’t cross your legs 
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