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The following report is written for the cultural awareness module with the main purpose of preparing a report which to discuss key ideas and strategies that hotel staff must consider when dealing with customers from international countries. Having this in mind, throughout the report application of different models such as Hofstede’s Six-Dimensional Model. This model is going to help delivering information regarding the importance of cultural awareness and regarding attitudes that hotel staff must consider. In addition to what has been mentioned, different barriers in cultural awareness are going to be discussed when pointing out the relationship between hotel staff and guests from international countries. In the last section of the report, a table containing the Do’s and Don’ts for hotel staff is going to be developed to make it clear what attitude should be promoted, and which one should not be promoted. 

For this report two countries have been chosen to discuss how staff in their hotels are dealing with cultural awareness practices. Therefore, the two chosen countries are China and India. 
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As it has been mentioned in the introduction, the two chosen countries for this report are India and China. Starting with China, the hospitality industry in this country has grown majorly and the total number of hotels in this country is over 300 000 (Ma, 2020). According to different studies, in China, the members of staff from hotels are dealing with cross-cultural interactions daily and therefore the importance of training regarding cultural awareness became more and more important (Grobelna, 2015). According to TripAdvisor and different reviews written by customers, there are multiple cases in which the intercultural barriers such as communication or different traditions are affecting the employee behaviour and the relationship between employees and customers (Cai & Hu, 2010). One example to provide is from Grand Hyatt Shanghai Hotel, where multiple customers have mentioned that employees were not showing empathy to international guests and that also they were not even able to speak or understand English, reason for which multiple hotel staff was avoiding getting in contact with the international guests (TripAdvisor, 2022). 

When it comes about India, same as China, it is a very-developed country in the hospitality industry, this also can be seen through the fact that the Indian nation calls this industry the “sunrise industry”. It is the most profitable industries in India. Therefore, the importance of cultural awareness is even more important at this stage because hotel staff must ensure their position is kept. Giving examples from different customers reviews, even in India there are problems with the intercultural behaviour and understanding of international guests (News Hour, 2021). This can be mirrored through the reviews posted on TripAdvisor by multiple customers that have visited hotels such as Marriott Executive Apartments London, in which some customers have mentioned that the leisure services were not as stated in their booking confirmation and that the members of staff did not understand what the guests were speaking to them (TripAdvisor (2021)
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In simple words, cultural awareness is defined as being the concept of understanding the one culture is different from another culture as well as one person from one culture being different to another person from a different culture. Therefore, this is extremely important in the hospitality industry where Hotel staff are dealing with people from other cultures. To discuss about Hofstede’s Dimensions (1980), it is important to first discuss that Hofstede is the one that described culture as “the collective programming of the mind which distinguishes the members of one human group from another”. Speaking about his cultural dimensions, these are: power distance, individualism vs collectivism, masculinity vs femininity, uncertainty avoidance, long vs short term orientation, indulgence vs restraint (Cohn & Russell, 2015). Starting with the power distance, this includes attributes to authority, the distance between people in a hierarchy. When it comes to uncertainty avoidance dimension, it refers to the degree of tolerance for uncertainty or instability. Thirdly, the individualism/ collectivism is the dimension discussing about independence and interdependence. The masculinity and femineity dimension investigates the importance of work goals and personal goals. While the extra two dimensions apart from the four that are part of the traditional model, the short-term vs long-term orientation is coming from the Chinese values survey which contained a Confucian dynamism scale, and lastly the indulgence/ restraint investigates happiness more than sadness (Boella, 2000). 
Havin these dimensions in mind, the staff of different hotels from all countries not only India and China must consider the fact that all people have different perspectives and that everyone coming from a different (Maina, 2021) 

Speaking about the barriers that are appearing between the hotel staff and international guests, the most common barriers stand into communication, and according to a journal written by Djauhari & Oktadiana, (2011), this problem can affect the overall management of hotels as guests could come up with different assumptions regarding stereotyping, ethnocentrism, and insensitivity to other cultures, aspects that are not in the benefit of the hotel growth and development. 
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Members of staff from hotels must consider the SERVQUAL Model, which has been introduced with the main purpose of measuring the quality of the services that are delivered to meet the expectations of the customers (Kumar, 2013). 
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As part of this model, there are five dimensions to consider, and these are:
· The Tangibles: This aspect rigorously talks about the actual offices and the material that is accommodated those offices. Because a great deal of clients is zeroing in on actual offices, for example, wellness suit particularly when their vacation are around fourteen days in length as there are numerous that can't miss.
· The reliability: Is the aspect that frames the representative's capacity of finishing the things that were guaranteed to the visitor. For instance, if workers are saying that it will be done in a particular timeframe than the visitor hopes to have that thing prepared in the time that has been referenced to them.
· The responsiveness: is referring to the brief reactions to the visitors, demands. For instance, assuming there are visitors requesting extra sugar in their espresso ensure that they are accepting their sugar without hanging tight ages for it
· The assurance: frames the worker's capacity of making themselves trusted by showing certainty and incredible information on the things that are finished. 
· The empathy: is the aspect that is supporting every one of the workers to speak easily to the visitors and it is likewise supporting to develop an incredible expert connection between the representative and visitor. 

	Do’s 
	Don’ts 

	Have respect for all the guests that are entering the hotel
	Do not laugh if the guest is not able to speak your language, be patient

	Consider treating all the guests equally no matter where they are coming from
	Not laugh about the traditions and requirements that customers have while at the hotel

	Consider the traditions and expectations that customers from different cultures could have
	Not treat the guest with disrespect by leaving a conversation unfinished or a requirement not met. 
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