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[bookmark: _Toc128060513]Executive summary
[bookmark: _GoBack]This opinion focuses on the importance of culture intelligence and sympathy for hotel personnel when it comes to conduct the guest experience for worldwide visitors from Australia. It evaluates the relevance of cross culture theories and models to understand the culture norms and requirements of Australian visitors. Moreover, it provides an overview of the various departments and functions within the hotel which require a certain level of cultural sensitivity in order to accommodate the needs of Australian visitors. This is summarized in a table of do s and don’ts which act as a briefing document for relevant staff. This report serves as an essential guide for hotel staff to understand cultural differences and provide the best possible service for international visitors from Australia.
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[bookmark: _Toc128060514]Introduction
Cultural intelligence and sensitivity is a key factor in providing excellent customer service to international guests visiting a hotel. This paper examines the cultural implications of providing guest service to visitors from Australia, including the necessary changes to different hotel departments and functions to accommodate the cultural norms and requirements of the visitors. It will also provide a summary of ‘Do’s and Don’ts’ for hotel staff to help them better prepare for and manage the guest experience for international visitors. The paper will take a critical and analytical approach, using relevant cross-cultural theories and models to evaluate why cultural intelligence and sensitivity is an essential for hotel personnel.


Cultural intelligence (CQ) and sensitivity are essential for hotel personnel to ensure the best possible service experience for international guests. This is particularly true for Australian visitors who are used to a specific set of cultural norms and expectations. This guide is meant to give hotel workers insight into Australian visitors' cultural norms and expectations as well as advice on how to deliver the best service possible to guarantee a positive visitor experience (Baek, Choe, and Ok, 2020).
[bookmark: _Toc128060515]Cross Culture Theories and Models 
There are a variety of cross culture theories and models that can be used to evaluate the cultural norms and expectations of Australian guests (Ersoy, 2014). These include Hofstede’s cultural dimensions, & the GLOBE project,
Hofstede’s cultural dimensions are one of the most widely used cross-cultural models and are based on a study of 40 different countries. According to Hofstede’s Cultural Dimensions, Australia has a high level of individualism, meaning that Australians tend to value individual achievement and freedom over collective responsibility and loyalty. They also have a high level of power distance, meaning that they tend to accept hierarchical structures and are comfortable with the idea of having superiors (Hossein Khan, 2019).
The GLOBE project is another cross-cultural model that is used to evaluate the cultural norms of countries around the world. Australians are often very assertive, which means that they feel at ease expressing their thoughts and standing up for themselves, according to the GLOBE project. They are also frequently very future-focused, emphasizing long-term objectives and resolutions (Kim et al., 2012).
[bookmark: _Toc128060516]Hotel Guest Service Implications 
Hotel staff should be prepared to modify their service delivery in accordance with cultural norms and expectations of visitors from various nations. Different departments within the hotel may need to adjust their service delivery to accommodate the particular needs of international guests (Kotsaga, 2015). 
Front Desk
The front desk staff should be aware of the cultural norms and expectations of Australian guests. For instance, Australians have a reputation for being gregarious and pleasant, and they typically anticipate a warm welcome when they check into a hotel. The front desk staff should also be aware of the common Australian gestures and phrases, so they can better understand the guests and provide appropriate customer service (Lam, Cheung, and Lugosi, 2021). 
Housekeeping
Housekeeping staff should be aware of the cultural norms and expectations of Australian guests. Australian guests may expect housekeepers to be friendly and polite, and may also expect them to respect their privacy. Housekeepers should also be aware that Australian guests may have different cleaning and laundry preferences, so they should be prepared to adjust their service delivery to accommodate these differences (Lam, Cheung, and Lugosi, 2021).
In order to accommodate the cultural norms as well as expectations of Australian guests, hotel personnel should be aware of the following tips and guidelines for providing the best possible service:
Respect the guest’s autonomy and individual freedom.
Show a high level of respect and courtesy.
Focus on long-term solutions and goals.
Offer a high level of privacy and discretion.
Be patient and understanding.
Respond quickly to requests and inquiries.
Show a genuine interest in the guest’s comfort and satisfaction.
[bookmark: _Toc128060517]Summarization of Do’s and Don’ts 
To ensure the best possible service experience for Australian guests, the following table of do’s and don’ts should be followed by hotel personnel: (Lee et al., 2018)
	Do’s
	Don’ts

	Respect the guest’s autonomy and individual freedom. 
Show a high level of respect and courtesy. 
Focus on long-term solutions and goals. 
Offer a high level of privacy and discretion. 
Be patient and understanding. 
Respond quickly to requests and inquiries. 
Show a genuine interest in the guest’s comfort and satisfaction.
	Don’t be too intrusive or overbearing. 
Don’t be too informal or familiar. 
Don’t be too pushy or demanding. 
Don’t be too intrusive with personal questions. 
Don’t be too authoritative or bossy. 
Don’t be too judgmental or critical. 
Don’t be too impersonal or distant.



[bookmark: _Toc128060518]Recommendations for Hotel Staff
1. Develop Cultural Intelligence: 
Hotel staff should strive to develop their cultural intelligence in order to better understand the needs of international guests. This can be done through research and education on the culture of the guest’s country and learning about the cultural norms and expectations of Australian guests (O’Neill, and Mattila, 2004).
2. Promote Cultural Sensitivity: 
Hotel staff should strive to be culturally sensitive when interacting with Australian guests. This can be done by being respectful of their cultural norms and expectations and by being aware of any potential cultural misunderstandings (Savic, and Mihaela Dariescu, 2020).
3. Personalize the Service: 
Hotel staff should strive to personalize the service they provide to Australian guests. Making the effort to get to know the visitors, making them feel welcome, & making special efforts to make them feel at home are all ways to achieve this.
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