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[bookmark: _Toc105710566]Introduction
A recent post has been shared most dramatically at an international airport quoting an insect (Grasshopper) and how it changes its role in different countries according to their cultural differences ("USA- Pest, China-Pet, Northern Thailand- Appetizer") cultural-intelligence (Collier, 2020). This handbook will clearly show how the emotion changes among customers. It will present the significance of cultural differences and sensitivity it has on people travelling foreign countries. Further, the importance of culture in the global marketplace based on the analysis of two countries mainly UK and Bulgaria. Using the Hofstede cultural model both the countries cultural awareness will be determined. Apart from that, recommendations on Dos and Don’ts for the hotel staff will also be discussed within the handbook. 

[bookmark: _Toc105710567]Intercultural Competence and its impact on Hotel Industry
Intercultural Competence is the theory that people can function with different cultural people across the world properly, people can perform and think properly accordingly, and communicate with people of different countries and work with them without any problem (sciencedirect, 2022). Intercultural Competence becomes the most valuable skill in the global context of every industry. Its impact hit the hotel industry in a huge way because different people from different countries travel all over the world and take shelter in hotels. The hotel industry needs to communicate with people from different cultures, and they need to understand their cultural values, emotions, and beliefs according to their culture (Molina, 2020).
[bookmark: _Toc105710568]Cultural Intelligence and Sensitivity  
Worldwide growth has been seen in the hospitality management or hotel industry. The hotels are expecting international customers, so the industry becomes multicultural. So the hotel management industry is focusing on recruiting a multicultural-based employee team which can help the hotels to grow their business and help their foreign customers to impress them and enhance their hotel reputation (Manolova, 2019). If the service providers are not able to communicate with their guests, there will be a gap between the customers and staff, and also, the customers will not get proper care and services from the hotel management. This will affect the company's reputation. The goodwill of hospitality management lies in providing their customers an effective service and also a very homely atmosphere. From a global context of hotel managemental views, a regional and cultural overview should be given the most importance (Cheung, 2020). 
[bookmark: _exki60228p8r][bookmark: _Toc105710569]Cross-culture models in the UK and Bulgaria's Hotel Industry
Due to the pandemic effect all over the world, the hotel industry, restaurants, bars, pubs, cafes, cinema halls, malls, and especially all the modes of entertainment industries are totally closed and economically shattered.  Further, as the situation is becoming normal with vaccines and lower impact of Covid-19 and people have started to plan trips to foreign countries (beta, 2018). According to a recent report, it has been shown that most people are willing to travel to the UK and Bulgaria, so the report is trying to portray the cultural aspects of both countries (nntranslations, 2018). The theory of Hofstede states that society plays a crucial role in building up the cultural dimensions of the country. According to this theory, the dimensions of cultural values are segmented in to different sections. The model depicts that factors like power, avoiding uncertainty, individualism, masculinity/feminity, time orientation and indulgence influences the culture of the country. Further, the theory has also stated that in cross cultural communication openness about learning new thing is the most suited ways to reach the success. Curiosity is also important for developing knowledge about cross cultures (Litvin, 2019).


	Point of difference
	UK
	Bulgaria

	Cultural Differences
	British culture is influenced by the combined traditions of Europe, England, Wales, Scotland, and Ireland and also by the British Rulers. As per the theory of Hofstede, factors like traditions play an important role in shaping up a country’s culture. For example, the UK people follow the culture and beliefs of Christianity according to their traditions. Though the UK culture is different from Europe, England, and the other country but their cultures mingled with each other and created a new culture (culturalatlas, 2020).    
	There is an interesting mingling of Thracian, Bulgar, and Slavic cultures and religions in Bulgaria. The Hofstede theory generally states that factors like personal beliefs of the populations and religious traditions drives the culture of a country.  For example, the cultures and beliefs of the Bulgarian people play a great role in shaping the country culture of Bulgaria. The people of Bulgaria follow the religious beliefs and norms of the Eastern Orthodox Church. Also, there is a huge influence of the Communist Party in the whole system of Bulgaria (bulgariatravel, 2018).

	Customs 
	British culture prefers to serve their customers with their specialty relating to their culture and customs, and they welcome their travelers with some special refreshments, especially their homemade tea and famous handmade hats. They greet their travelers in local languages, for example, Scottish Gaelic, Irish Gellic, and Welsh. Also, they offer famous food such as fish and chips, their country music, and their artistic hotels, libraries, and parks, to amuse their customers (Bohne and Jolliffe 2021).

 
	The people of Bulgaria basically follow the old customs. They love to treat their customers with their old country days systems. The management always tries to serve their customers with their traditional aspects, and they manage to provide their customers a heritage feel. The travelers can enjoy their folklore, their folk music, the special Thalacian fire dancing at night, the beautiful view of nature and the festivals of the hills, and all the local celebrations and their cultures. These special customs attract travelers from different countries to visit Bulgarian hotels(Gajęcka 2022)..
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	Do’s
	Don’ts

	The employees should always report on time for the duty. 
	The employees should not be absent frequently without an urgency.

	The staff should inform their head authority if they will be late on duty or will be absent.
	Without informing the management head, they should not take a leave.

	They should be dressed properly, with a clean uniform.
	They should not take the uniform out of the hotel area.

	Employees should communicate with the customers in a polite way and take care of their betterment.
	Employees should not treat their customers negatively; they should obey them and guide them properly.
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The handbook has compared two countries UK and Bulgaria to illustrate the cultural differences and its impact on hotels. They both have distinctive features which help them to attract the travelers all over the world. The natural beauty, cultural enrichment, religious beliefs, language, and customs everything puts different effects on their country. Along with that the theory of Hofstede has also been mentioned in this context for determining the cultures of both the countries. Further, the handbook has put in effort for hotel personnel for spreading their business in hospitality industry which helps them to develop economically and also socially.
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