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Executive Summary
The paper focuses on differences of culture found in different countries because no country has identical culture or social structure. Therefore, while interacting with different guests with different cultural background in the hospitality industry, the employees of the service industry must know what is appropriate and not. This paper focuses on cultural differences of UK and UAE found from Hofstede cultural model. Based on the differences Do and Don’t handbook is prepared for the employees working at Marriot hotel in London to serve UAE guests.

[bookmark: _Toc105931414]Introduction 
Culture refers to the arts, beliefs, manifestation of a group of people living in a society that is passed down from one generation to another generation to keep it alive. Culture can be authentic or staged based on the establishment. It is the prime factor to be considered while serving customers or guests in a service sector. Within hospitality industry, maintaining culture and respecting it is important (Hall and Hall, 2014). This paper will try to enlighten readers about cultural awareness to be maintained while serving guests within a hospitality institution of countries naming the UK and UAE. The UK has its own British culture and UAE has its distinctive Arab culture which should be respected by all. hotels within the UK must consider cultural aspects of Arab people. This paper will also provide a Do and Don’t handbook for hotel employees to teach them about serving Arab guests.


[bookmark: _Toc105931415]The United Kingdom cultures (London Marriott Hotel County Hall) 
London Marriot Hotel County Hall is operating within the UK which is a luxury and upscale hotel built to represent British culture to different cultural background guests. It is also established in a historical building to respect British history and artifacts. The hotel’s interior also represents the country’s image. Being an upscale hotel, the hotel trains and builds skills and experience of the employees to provide best service to the guests by respecting cultural diversity (Chevening, 2022). As the hotel is a multinational establishment, the employees are from different cultural background that is used as competitive advantage. The culture of the UK includes afternoon tea, hunting, celebrating Christmas in grand manner as the country lead historically Christian religious life (Sawe, 2022). The culture is male dominated but male and female hols equal rights. It also maintains pub culture and consumes cheese as its considered staple food. They consume alcohol in different occasions to celebrate as well as use it in their food. 
[bookmark: _Toc105931416]Culture of UAE (guest’s home country and culture) 
In 2019, residents of UAE who visited the UK almost spent 870 million British Pounds. More than 1.5 million tourists visited the UK that year. This presents that annually many Arab people visits the UK for business or leisure purpose. Arab people have their distinctive culture that differentiates them from other cultures. As its first religion is Islam, they follow the rulings of Islam very strictly. Their major custom is greeting. Emiratis use a long greeting praising the Almighty and happiness upon the person met along with a friendship hug (Kelly, 2017). The greetings are done between only men and only female as they maintain distance between both gender in terms of skin ship other than spouse or blood relatives. They also maintain politeness in speaking and body language. They follow the rule of right hand while serving them (Hachlafi, 2021). They feel offensive and rude if other person’s feet are facing them. They also maintain a polite gesture of standing when another person enters the room. Their culture also avoids smoking and drinking in public places and strictly avoids alcohol in food and beverages. 
[bookmark: _Toc105931417]Country analysis 
Both UK and UAE have different culture, religion and customs that makes it hard to serve. As almost a million Emirati people visit the UK, The UK hospitality industry needs to consider the cultural differences. Using Hofstede model, its presented below- 
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Figure- Cultural difference between UK and UAE Source- (Hofstede Insights, 2022)
As the figure shows there is huge differences found between both cultures. In the UAE powerful people holds right to take decisions and subordinates must abide by it without any option of feedback or suggestion (Samovar et al., 2013). The culture is collectivist where families stay together until the children are married off. The country is male dominated and they strictly follow social and religious customs and rules and avoids changes. they don’t indulge themselves in any sorts that breaks their consciousness. 
Alternatively, the UK culture has low power distance where everyone holds the right to share feedback in case of issues. They believe in individualism and children leaves their parents when they are above 16 years old. UK culture prefers to challenge them in new situations and weakly follows customs. They are seen to indulge themselves in different fun activities. 
[bookmark: _Toc105931418]Hotel handbook (do’s and don’ts) 300
As there are various cultural differences found within the UK and the UAE culture, the employer of Marriot hotel needs to prepare a cultural guidebook that presents some Dos and Don’ts while serving Emirati guests. 
	Cultural etiquette 
	 DO 
	DON’T 

	Religious practise 
	Inform the guests about Qibla before even asking or showing the direction as Muslims pray 5 times a day. Offering them a praying matt can also increase their satisfaction rate (Abramson et al., 2018). 
	Do not enter or call the guest while praying as they find it rude and offensive. Never walk in front of a person praying. 

	Bowing head 
	Do greetings with handshake or hug based on gender without bowing your head. 
	Never bow your head in front of Arabs as they believe bowing is allowed in front of the creator only. 

	Greetings
	If you are a man, greet using handshakes and hug if the guest allows but don’t do the same with women (Samovar et al., 2013). Greet them from distance. 
If you are female, do the vice versa. 
	Never do any formal and informal skin ship with opposite gender.

	Alcohol 
	Inform guests about foods and beverages that contains alcohol and exclude them from the food and beverage menu
	Never invite Arab guests to pubs or places that promotes alcoholism and smoking (British Council, 2022). 

	Ramadan 
	Inform the guests the time of sunrise and sunset during Ramadan as a complementary service. 
	Don’t offer foods during the time of fasting and never let them work over 6 hours a day during Ramadan. 

	Reservation 
	Offer family rooms and adjacent rooms for children (Timm, 2011)
	Never suggest opposite genders to stay in one room if they have blood or marital relation as it is considered offensive 




[bookmark: _Toc105931419]Conclusion 
Hotels should maintain a guideline for those guests who are frequent visitors in their properties as this increases customer satisfaction and repeat guests. Marriot encounters most of its guests that comes from UAE. Therefore, the hotel must follow a cultural guidebook to serve them to gain success. 
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Cultural Awareness Assignment Feedback
Roussebelle Dimundu Mihesi
 
1.Engagement with literature skills   5/10
Some relevant research both into the cultures of your chosen countries, and also Hofstede’s model. some irrelevant source.  More in-text citations are needed throughout. 
 
2.Knowledge and understanding skills   10/20
Basic insight into the cross cultural aspects using Hofstede’s model, although it is not always well understood.      
 
 
3.Cognitive and intellectual skills  17/30
Some relevant insight into the cultural aspects, but not enough of a clear focus on the hospitality sector as the task required.  Perhaps consider some hotel departments to offer some more specific factors e.g. catering/reception.
 
 
4.Practical application skills   17/30
Your application of Hofstede is too brief and needs more development – there is a sense that the factors identified are somewhat generic at times.  A greater focus on the hospitality sector would improve your answer.  The ‘do’s and don’ts’ section was for the staff in the UK and could be more hotel specific by department – be clear in briefing staff about what they should and shouldn’t do by way of preparation.
 
 
5.Transferable skills for life and professional practice  6/10
Well structured overall.  Review content of the Executive Summary, Introduction and Conclusion.
Arguments whilst coherent, are somewhat brief at times.   The conclusion could address the specific task set more directly.
 
Mark: 55%
A good effort, but a clearer focus on hospitality/service factors would improve your answer.
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