  
Hotel Handbook for Intercultural Competence
Module Name: Cultural Awareness
Module Code: BMIH5003
Student Name: Mohibur Chowdhury
Student ID: 1911447
Lecturer Name: Rodrigo Fernandes Aguilera


Table of Contents
Introduction	3
Why Cultural intelligence and sensitivity are Crucial	3
The United Kingdom Culture (Rosewood London)	3
United Arab Emirates (guest’s home country and culture)	4
Country Analysis	4
Hotel Handbook (Do’s and Don’ts for the employee)	5
Conclusion:	6
References	7




[bookmark: _Toc106981668]Introduction
In this fast-paced globalized era, every business is expanding internationally and being globalized in every aspect. The hotel business can be one of the most prominent examples of this. With the blessing of globalization, people from all over the world with diversified cultural backgrounds are visiting their favorite places and staying at hotels. This can be a challenge for the hotel industry as it has to cope with cultural competence (Crowne, 2018). It has to identify and analyze various aspects of cross-cultural issues and come up with proper methods and ideas to resolve those issues. Hotel staff must be gained proper knowledge about how to deal with the various customer’s needs regarding their diverse cultural backgrounds.
[bookmark: _Toc106981669]Why Cultural intelligence and sensitivity are Crucial?
In the hotel industry, cultural intelligence is defined as the ability to deal with multi-cultural backgrounds customers and satisfy their needs. It can also be termed CQ (Cultural Quotient). Considering a large number of customers in the hotel industry, there will always be customers from a lot of different cultural norms. Hotel managers and employees must know how to deal with their diversified customers, for example, a visitor from Brazil will not eat the same food as people in the U.K eat. Therefore, every measure should be taken to satisfy different people’s needs. Otherwise, once they get dissatisfaction with the hotels, they will never come back to that place or refer anyone to the place. That’s why hotel executives must know these cultural norms and train their employees with proper multi-cultural guest services (Ferraro and Brody, 2015).
[bookmark: _Toc106981670]The United Kingdom Culture (Rosewood London)
The Rosewood London is widely regarded as one of the city's most prestigious five-star hotels. The Edwardian Grade II-listed property has been painstakingly rebuilt to produce a luxury hotel with the atmosphere of a sophisticated London apartment (Rosewood Hotel, 2022). This blend of English tradition and contemporary sophistication gives the hotel the atmosphere of a stylish London residence. The hotel's corporate culture is well-understood by the hotel's employees. There are a lot of people from different parts of the United Kingdom working at the restaurant. According to religion, most of the population is Christian, and the second most populous religion is Islam. As a result, they take great care in celebrating the festivals of both religions. Alcohol, smoking, and the LGBTQ community are all permitted in the country. Various silverware is utilized to improve British dining etiquette in their food culture. Employees are also urged to introduce visitors to their country's culture to boost tourism.
[bookmark: _Toc106981671]United Arab Emirates (guest’s home country and culture)
Visiting the United Kingdom is popular among visitors from the United Arab Emirates. Because it's a Muslim country, everything is conducted in accordance with Islamic law. Emiratis take their greetings quite seriously. Emiratis greet each other with lengthy salutations that contain praises to the Almighty, as well as hugs between men alone. Unless the woman puts her hand up first, men and women who are not related cannot touch or converse and embracing or kissing are not allowed. Emiratis are known for their formal demeanor and precise hand gestures when conversing with others (Reisinger and Turner, 2018). Serving meals with one's left hand is strictly prohibited. Standing when entering a room is considered polite. Having the soles of one's feet facing the person sitting next to them makes the other person uncomfortable and offensive. In the United Arab Emirates, women typically dress in long, sleeveless gowns that cover nearly all of their upper bodies. It is important that dresses are not viewed as provocative and that they be worn in a modest fashion. Male should also dress appropriately for any event.
[bookmark: _Toc106981672]Country Analysis
There are significant distinctions between the cultures of the United Kingdom and the United Arab Emirates. The Hofstede cultural model is used to illustrate the cultural differences between the United Kingdom and the United Arab Emirates. Cultural differences are outlined using five factors.
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The UAE has a greater power distance than the UK, as may be observed. This means that Emiratis adhere to the hierarchical system of respect and are willing to defer to their elders, even if the latter are less qualified. Individualism is not a big part of the culture in the United Arab Emirates. Individualism reigns supreme in the UK, on the other hand. Men have power over women in both countries, despite their differing views on masculinity. The UAE has a higher level of uncertainty avoidance than the UK, indicating that the UAE prefers not to take risks and instead sticks to a game plan (Altaf, 2021). The rest of the factors are not present in the UAE culture. The UK is a long-term-oriented culture with a moderate level of self-indulgence.
[bookmark: _Toc106981673]Hotel Handbook (Do’s and Don’ts for the employee)
According to the results of the cultural analysis, there are a number of cultural contrasts between the cultures of the UK and the UAE. The workers at the Rosewood London hotel must adhere to a few dos and don'ts to provide excellent service to UAE visitors. That are discussed below:
While greeting an employee should perform a lengthy greeting praising the Almighty. He should shake hands if the other person extends their hand; if desired, guests may also be embraced. On the other hand, if the staff is a guy, he should not shake hands or touch ladies. When greeting a woman, it is considered impolite to display an extra level of attention. Don't meet Arabs using a brief form of greeting (Venaik and Brewer, 2018).
If the staff member is a woman, it is especially important that she show respect for UAE culture by dressing modestly. On the other hand, one shouldn’t wear any sort of revealing clothes in front of the Arabs because it is disrespectful to them.
Arabs don’t drink alcohol. So, serving alcohol to them is very much disrespectful. The Arabs should be served with nonalcoholic drinks. One shouldn’t serve alcoholic beverages unless the person specifically requests for them.
While communicating with the Arabs, one should use English. Because most of the Arabs who travel overseas are educated in English. Trying to speak Arabic language without knowledge may seem to be disrespectful to them as this language is holy to them as their holy book is written in this language (Turner and McQuilken, 2022).
While booking, make sure to inquire whether or not the traveler is traveling with a family before making a reservation, as Arabs like to stay in the same room with their children. Do not reserve two rooms without first inquiring if the guests are Arab and traveling with children. It is not a courteous thing to do.
[bookmark: _Toc106981674]Conclusion:
Hotels were designed and built to accommodate visitors, many of whom travel from far-flung corners of the globe to stay in them. It is the responsibility of the higher-ranking executives and officials of the hotel to educate and train the employees regarding the cultural variations that exist between nations to encourage diversity and inclusion. This research discussed the cultural differences between the United Kingdom and the United Arab Emirates, taking into consideration their cultural differences
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