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Executive Summary

Culture is an integral part of hospitality business. Cultural knowledge and understanding help to deliver excellent service. Hofstede’s six cultural dimension model applied to understand the cultural difference between Kuwait and United Kingdom. Two completely different country with different cultural and social activities. A handbook created for employees to understand cultural background, greeting, type of food and drink, dress, and etiquette of guest.     
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Introduction:

UK has interesting and distinctive culture. Tourism is fast growing industries. 9% of the UK’s GDP is generated by tourism. Two million jobs are created by UK travel industry (UK Tourism Statistics, 2022). This report is about creating an intercultural handbook for hotel staffs, a new guest coming from abroad. Staffs will focus on key cultural differences, customs, and behaviour of both countries.  


What is culture: Culture is the collective programming of the mind which distinguishes the members of one group or category of people from another (Hofstede, 1994). Culture is a fuzzy set of basic assumptions and values, orientations to life, beliefs, policies, procedures, and behavioural conventions that are shared by a group of people, and that influence (but do not determine) each member’s behaviour and his/ her interpretations of the ‘meaning’ of other people’s behaviour (Spencer-Oatey, 2008). 


Importance to understand Cultural awareness for hotel staffs: Culture varies from country to country, good understanding of different culture builds strong relationships, showing care and loyalty. In Hospitality business it is very common to face guests from different countries. Understanding cultural awareness helps to customise service towards guests.  
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Hotel Location: Marriott, Grosvenor Sq. London, UK,
Guest Country: Kuwait.
The six cultural dimension of Hofstede model in the graph shows the difference of both countries:
[image: Graphical user interface, application, PowerPoint

Description automatically generated]
(Home - Hofstede Insights Organisational Culture Consulting, 2022) 

Power Distance Index: High power distance in Kuwait culture, high respect for rank and authority, their culture accepts inequity and power difference, encourages bureaucracy. UK culture shows low power distance encourages organizational structures. Decentralized decision-making responsibility, participative style of management, and place emphasis on power distribution exists in UK culture. (Hofstede’s Cultural Dimensions Theory, 2022) 
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Individualism and Collectivism: In Kuwait individualism is very low compared to UK as the cultural and social structure has developed the way that powerful persons control most matters in the country. UK individualism is very high as the society gives value for equality and individual rights.

Masculinity vs Femineity: In UK men are still dominating in work, achievement, recognition therefore masculinity is high compared to Kuwait. In Kuwait women are getting higher education, working in offices, schools, important places. However, both country shows higher respect to women.

Uncertainty avoidance: The extent to which the members of a culture feel threatened by ambiguous or unknown situations and have created beliefs and institutions that try to avoid these is reflected index score on uncertainty avoidance (Country Comparison - Hofstede Insights, 2022). Kuwaitis avoid uncertainty to keep normal flow of life in the society, richest country in the world spending money, using advanced technology, expertise to minimize uncertainty. UK deals with uncertainty avoidance like to face changes, take risk to learn from the outcomes.  

Long term orientation: UK takes more pragmatic approach to face the future, their education and research prepare to take any unknown future challenge. Kuwait do not have any score on this. 

Indulgence: UK people enjoy parties, men and women participate. They balance work and life equally where possible. In Kuwait strict law prevents any socialising men and women together, there is no score on this dimension.
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The Country analysis of Kuwait: 
·  Third richest country in middle east when measured by GDP per capita based on the purchasing power parity (PPP). It is the 21st richest country in the world. (GDP per capita, PPP (current international $) - Middle East & North Africa | Data, 2022). 
· Around   70% of Kuwait’s population are expats with around 3.4 million foreigners living in the country (26 interesting facts about Kuwait - The Facts Institute, 2022). 
· Kuwaiti nationals are largely employed by the public and government sectors, while immigrants comprise 80% of the country’s labour force (Interesting facts About Kuwait, 2022). 
· Arabic is the official language of Kuwait, but English is widely spoken. It is used in business and is a compulsory second language in schools (Guide, 2022). 
· The family is private. Female relatives are protected from outside influences.
· Kuwaitis are hospitable they socialize in home, restaurants, or international hotels. Hospitality is considered a pillar of Arab culture. 
· Kuwaitis eat with right hand, meals are generally served family style, guests are served first. Hospitality and generosity dictate showering guest with abundance. 
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Hotel handbook for staff:
	Demeanours of Kuwait

	Do’s
	Demeanours
	Don’t

	· Greet by saying “Assalamualaikum” Men Shakes hand, kiss sideways on the face, Gives hug each other.
· Use first name to call someone. 
	Greeting
	· Do not shake hand with women. 


	· Eat Halal meat (chicken, beef, camel, goat, sheep)
· Vegetable, fruits, salads.
· Drink Tea, fruit juice, mineral water.
	Food/ Eating
	· Do not eat Haram meat.
· Do not drink alcohol. 

	· Traditional ankle length white cotton shirt worn by most men. 
· Women wear Hijab (full body and head covered).
· Men ware shirts, T-shirts, trousers, sports ware. 
	Dresses/ Clothing
	· Men Do not wear shorts in public. 
· Women do no ware anything too tight, see -through or clingy.

	· Kuwaitis are hospitable, behave according to their cultural norms.
· Kuwaitis take time during the greeting process to converse about their health, family, mutual friends and acquaintance, and other general interests.
· Gifts for birthdays, Ramadan, Eid, Hajj, and other celebrations. 
	Communication and etiquette
	· Do not give or offer alcohol unless sure they drink.
· Do not open gift when receive. 
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	Demeanours of UK

	Do’s                                             Demeanours                     Don’ts 

	· Shake hand, greet by Hello, Hugs mostly to the known person.
· Arriving on time is unique British culture.
	Greeting
	· Do not talk loudly when talking.
· Never kiss to unknown person.  
· Do not like lateness.

	·  Eat huge range of food, drink alcohol, sparkling and still water.
· Use knife and fork. 
· Like to go restaurant every week with family, friends, colleagues.

	Food/ Eating
	· Do not loudly order food and drink.
· Do not loudly criticise food and drink.
· Do not talk fast or more when eating.
· Do not eat allergic food. 


	· Use wide range of dress according to weather condition.

	Dresses/ Clothing
	· Do not ware too loose dresses. 
· Do not ware too bright colour clothing. 

	· UK people use formal and informal communication. 
· English is widely spoken.
· Showing respect is part of their culture. 
· Always apology to others on any unusual act or speak.
  
	Communication and etiquette
	· Do not use slang words in formal communication.
· Do not Jump que.
· Do not upset and disturb anyone.
· Do not tolerate violence to anyone.
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Conclusion: Having knowledge about different culture is a strength, it is the competitive advantage. In modern business competitive advantage create a huge difference between the competitors. Hospitality industry is an international business. Western countries are still on the top of the list for many visitors across the world. Creating a team of knowledgeable on multicultural has become essential in UK. HR management need to plan training, and guideline on selected country’s culture, language and custom so that guest can remember the service received.
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Insights

Select one or several countries/regions in the menu below to see the values for the 6 dimensions (Google Play, App
store)

To compare your personal preferences to the scores of a country get the Culture Compass™.
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