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[bookmark: _Toc98431377]CULTURAL AWARENESS IN HOTEL
[bookmark: _Toc98431378]Executive summary:
In this report the cross-cultural theories and models, will be critically evaluated as to understand why there is a need of sensitivity within cultures when dealing with people from different cultures. This is the handbook for the hotel staff and specific instructions are given about how they should behave to the guest arriving from Bangladesh to Uk.
[bookmark: _Toc98431379]Introduction:
When we talk about culture, we're referring to a person's beliefs, personality, values, language, and religious practices, among other things. In a nutshell, culture is an individual's or a group's vision and manners of interacting activities in a society. Every country has its own culture, and even a country like Australia has cultural diversity. So, a person's or a group's communicative behavior and personality are influenced by their culture, which we modify based on where we live and how we live. As individuals, we should respect and be aware of the cultures of others. Cultural awareness is defined as the recognition and comprehension of cultural habitat, differences, and similarities among civilizations. It also means that persons from the same culture have opposing attitudes and ideals. Only by observing and respecting cultural differences without categorizing them as "good or wrong" will we be able to conquer anti-discrimination among multicultural people.
In hospitality, communication is the vital element to make a safe and welcoming bridge between guests and hotel staff. In a hotel we welcome people from different culture. So, the hotel staff and guest can mould a good communication with their cultural awareness. Cultural awareness is about recognizing and understanding that we all have different values shaped by our distinct cultural backgrounds. What we consider "typical" conduct in one country may be entirely different in another. By being polite of others and understanding people's ideas, rights, and sentiments - even when they differ from our own - we may build more successful personal and professional relationships and benefit from cultural diversity. It is essential for executive staff to understand the cultural differences and similarities to develop intercultural sensitivity with guests and between themselves. When the staffs are sensible and respectable towards each other’s culture they can provide the best service. As a result, it will help them to be comprehensible and restrain from intercultural misunderstanding and to be succeed in hospitality business. For that reason, involvement of cultural awareness is significant from the staff and management perspectives. 
[bookmark: _Toc98431380]Guest background:
People are always passionate to explore incredible destination in the world. As a guest by revealing their own culture people also get to know staff’s culture in a hotel. For example, for a Bangladeshi guest, hotel staff can firstly interact with him/her by giving Salam/Adab as per his/her religious view. They may not be pleased being addressed by first name so the staff can use their surname. An older guest might expect to be treated with more care and solemnity (Dutta & Islam,2019). Also, during a conversation the way of delivering a statement matters most for Bangladeshi cultural people. So, while conveying message management staff can be more polite and decent. People from Bangladeshi culture are friendly but they are always in fond of their privacy. So, the hotel staff should keep in mind if they are breaking the privacy or not but they don’t need to be afraid if any mistake happen (Bangladesh.com, n.d.). They like traditional things that belongs to their own culture specially with clothing and foods. Apart from these things there are some dos and don’ts that a management staff can use to communicate more coherently with guest from Bangladesh:

	Do's
	Don't

	Muslims have three primary viewpoints on how to greet individuals of other faiths, including Christians, Zoroastrians, Jews, Buddhists, Hindus, and Animists, with salaam. One group of academics is against it, while another is in favour. A third group takes a middle ground, stating that when the circumstances warrant it, Muslims may initiate the salaam greeting.
	Don’t Be over friendly with guest

	Consider privacy and safety of the guest 
	Don’t Be absent while listening. Listen attentively

	It's vital to soften hotel stuff message and elaborate where possible if one come from a society where direct communication is the norm. Also, try to listen to one of Bangladeshi colleague's context when he or she speaks. Be attentive of visual clues, potential silence, body language, and what is not said in addition to what is said. 
	Don’t point fingers or hand gestures while talking

	Keep eye contact while talking
	Discuss religion or politics

	Identify the religious belief of the guest (Muslim/Hindu) and offer food menu accordingly
	Don’t Serve pork or alcohol to guests having Muslim belief.

	Keep a moderate distance with the guest 
	 Never lose your cool or show signs of emotion. This could result in a loss of face, as well as dignity and respect.

	Serve evening meal at their usual time	
	Never argue with guests

	Say the same thing in different way
	Don’t be repetitive in words or action 

	Adapt the body language of guest
	Don’t Be in rush to convey your message 

	Try to understand the taste of guest and suggest accordingly 
	Don’t Impose your suggestions over the guest

	Mirroring guest’s behaviour
	Don’t Be afraid of making mistakes






Numerous Hotels are currently serving millions of people all over the world and their location and local culture is a major aspect to consider in the very first place. For instance, the Arab countries practice the religion very carefully but few of them also flexible in the aspects of western culture by encouraging their religious norms and values. Though the Arabs are known for generosity and hospitality they can refuse a profitable deal if the people they are dealing with don’t respect and amplify their culture. So, by having knowledge about hotel’s location and local culture the guests can fulfil their purpose. 
[bookmark: _Toc98431381]Hofstede 6 cultural dimensions:
Hofstede was the first researcher who by analysing 6 cultural dimensions shows the influence of national culture in management practices (Hofstede,2009). By discussing it we can compare different cultures. These are:
[bookmark: _Toc98431382]I. Power distance: Hofstede shows how society's less powerful individuals and institutions manage with unequally distributed power. In a society where power distance is high, authority should be respected; power and influence are concentrated in a small number of people, such as Bangladesh, which ranks highly in this dimension. There is no justification for someone utilizing hierarchical authority to maintain their status in society (Hofstede Insights, n.d.). Individuals with low power distance are respected and powered nearly equally, such as Malaysians and Italians.
[bookmark: _Toc98431383] (ii) Individualism vs. collectivism: this contrast demonstrates how people identify themselves and their interactions in society. Individualistic culture places a premium on "I" and immediate family, whereas collectivist culture places a premium on "us" and encourages strong loyalty. Collectivism is practiced in areas with a high birth rate, while individualism is practiced in countries with frigid climates (Hofstede, 2003).
[bookmark: _Toc98431384](iii) Uncertainty avoidance is a term that describes how people from various cultures deal with unexpected situations. According to Hofstede, people from strong cultures are energetic and irritable in their attempts to avoid uncertainty; on the other hand, those from weak cultures are relaxed and, in most cases, the polar opposite of them.
[bookmark: _Toc98431385](iv) Masculinity vs. femininity: Hofstede explains how women's roles differ from men's in different cultures. Men are more forceful and competitive than women in a male society. In a feminine society, however, they share modesty and care with males on an equal footing. Feminine cultures can be found in nations with cooler climates, while masculine communities can be found in Japan, the Philippines, and other places (Tuna & Verbeke, 2010).  
[bookmark: _Toc98431386] (v) Long-term vs. short-term orientation depicts the relationship between past events and current or future actions that can affect a country's development. According to Hofstede, long-term oriented countries are more successful and developed than short-term focused countries.
 (vi)Indulgence vs. constraint: According to Hofstede, indulgence is a culture that allows people to enjoy life and satisfy their desires, whereas restraint is a society that restricts this by rigorous social rules. Indulgence is prevalent in Latin America and other parts of the world, while constraint is prevalent in East Asia and other parts of the world.
[bookmark: _Toc98431387]Conclusion:
The hospitality sector has been increasingly popular and competitive in recent years. Employees who are talented, culturally crafty, and aware are in high demand in the hospitality sector. It’s already talked about how culture plays a role in effective communication and how management may adapt and improve intercultural conduct. Both hotel personnel and customers should have cultural awareness in order to impress a guest and provide superior service.
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