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Hotel management is a rather diverse field of study and practice in the realms of management. It is a niche within the business management field, and as a temporary respite from the world around the tourists and travellers it is needed for the staff of a hotel to be culturally aware and sensitive to avoid any mishaps or miscommunications. The importance of cultural awareness is therefore mandatory in today’s global economy and culturally diverse environment. This report aims to touch on these aspects.
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At the end of 1970s, Geert Hofstede developed a framework for cross cultural communication called Hofstede's cultural dimensions theory. This consists of 6 dimensions - Power Distance, Individualism, Masculinity vs Femininity, Uncertainty Avoidance, Long vs Short Term Orientation and Indulgence. These dimensions aid in understanding each culture more thoroughly. 

This report will be using these dimensions to discuss cultural differences and similarities between the hotel which is situated in the UK, namely the Hilton Hotels and Resorts with guests coming from South Korea.

Cultural awareness and sensitivity are important for hotel staff to maintain as they are interacting with diverse guests regularly. Without cultural sensitivity training it would be difficult for the hotel staff to interact without miscommunication. As a result, it is possible that the Hilton would lose reputation and clientele from overseas.



[bookmark: _Toc89332692]The United Kingdom
Location of the host hotel 
The UK has its own culture containing its significant mannerisms, but it has become more diverse thanks to influx of different immigrant groups. Using the Hofstede Insights tool, the following results were obtained.
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Figure 1: Power Distance dimensions in the United Kingdom (United Kingdom - Hofstede Insights, 2021).
From low “Power Distance” readings the UK is a country that treats everyone equally regardless of class differences (Hofstede, G., Hofstede G. J., & Minkov, M., 2011). Having 89 in individualism, the UK is amongst the top countries which promote individuality rather than collectivism (Ferraro, 2016). With a score of 66, the UK is a masculine society, which is highly driven by power and success. An Uncertainty Avoidance score of 35 means that the UK is rather laid back in disaster management (Capper, 2018). As the “Long Term Orientation'' stands at a neutral, it cannot be determined whether the culture is long or short term oriented (Peterson and Søndergaard, 2018). The “Indulgence” score at 69 suggests that the UK enjoys indulging in their desires. This indicates an optimistic approach towards various aspects of life.

These translate to the hospitality industry rather marvellously (Wursten, Imfeld and Karaffa, 2020). Low power distance means that hotel staff are likely to be of any economic class and therefore staff will not have a sense of hierarchy over the guests which may have otherwise resulted in a scandal. Being a masculine society aids in providing a protective feeling to guests (Singh and Dewan, 2016). The high indulgence score indicates many tourist attractions available for international guests who are looking for a good time.
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Country of the Guests
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Description automatically generated]Situated between China and Japan, South Korea has many similarities in culture with them. Thus, Confucianism has had heavy influence. The figure below shows Hofstede Insights about South Korea.
Figure 2: Power Distance dimensions in South Korea (South Korea - Hofstede Insights, 2021).
The high-power distance depicts that South Korea is a hierarchical country. Class disparity is prominent. Therefore, many South Korean tourists will be expected to be treated with the utmost respect. In South Korea, collectivism is more promoted in their culture, which indicates tourists will expect the entire hotel to be at their service (Capper, 2018). Having a low score in the third dimension says that the country is one with a feminine society, focusing more on the quality of life and therefore will look for a relaxing, joyful stay. South Korea has quite a high point in “Uncertainty Avoidance” (Cultural Atlas, 2021). This means that they like to stay prepared, which can be an indicator of long travels and the potential returning customer. With a score of 100, South Korea is one of the top countries which have long term-oriented societies. They focus on building rapport, especially with hotels (Chen and Prebensen, 2017). South Korea has a rather low point in indulgence (Heo, 2021). This would depict that they are not easily swayed by their desires and random impulses. 
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Differences and Similarities
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Figure 3: Country Comparison Between UK and South Korea (Country Comparison - Hofstede Insights, 2021)
There exist differences in all 6 dimensions of the Hofstede cultural theory can be seen in the graph above (Country Comparison - Hofstede Insights, 2021). So, South Korean guests would have trouble adjusting, especially if the hotel is not culturally aware of the differences in culture. 

South Koreans generally will feel more uncomfortable with overtly friendly staff because it would go against the hierarchy that they have learned culturally. Yet they would also expect the hotel system to work in harmony with each other and them in it. They would also thus be a bit intimidated by the power-oriented society of UK, and thus need to be ensured the utmost comfort and pleasantness. They would also thus expect hotels to have plans for mishaps or disasters. If all these conditions are met, it is likely the Hilton will have returning customers.
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Table 1: Do's and Don'ts for the Hotel Staff

The table above are key points that an employee should keep in mind while serving South Koreans. This is provided to staff for them to be respectful towards South Korean guests visiting the hotel. These are guidelines and therefore it is possible to have different experiences that are required for different situations (Christou, Gretzel and Sigala, 2016). Using Hofstede’s model, it can be ascertained that the guests received will feel welcome during their travels, and possibly ensure returning customers to the Hilton (Wursten, Imfeld and Karaffa, 2020). Certain aspects of the guideline have been based on Cultural Dimensions Theory, such as the emphasis on bowing. 




[bookmark: _Toc89332696]Conclusion
As the United Kingdom and South Korea both have so many differences in culture, it is to be expected that some misunderstandings and mistakes would occur. But through gaining prior knowledge and some understanding, it is easily possible for Korean guests to have a wonderful stay in the UK. Due to the COVID-19, some common customs in both countries may have been altered, so there is room for change. New customs may have been added for the safety of everyone. Apart from that, most customs are unchanged. 
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Front Desk and Concierges

Bow if bowed to

Assume nationality off ethnicity

Punctuality Delay
Greet in South Korean, if possible, if not Misspell or mispronounce someone’s
greet respectfully name
Serve elderly first Make jokes

Porters and Housekeeping

Bow first
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Handle luggage with care

Make small talk

Room Service and Hotel Restaurant

Bow first, before and after service
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Treat respectfully
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guests are saying

Telling the guests to speak in





