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[bookmark: _Toc137839370]Executive Summary
For staff employees to manage guest service successfully, especially for visitors from other countries, they might refer to the Hotel Handbook. This guide offers insightful information on the cultural background and particular requirements of visitors from Country B (China) who are travelling to Country A (the United Kingdom). Hotel workers can improve the client experience and assure great hospitality by having a thorough awareness of the culture and customs of their native countries.
[bookmark: _Toc137839371]Introduction
With travelers from all over the world looking for distinctive and personalized experiences, the hospitality sector is continuously changing (Cheng and Zhang, 2019). The purpose of this manual is to give hotel workers the fundamental knowledge and comprehension of the cultural quirks of tourists from abroad, particularly those from Country B (China). Hotel personnel may provide customers with a warm and enjoyable stay by encouraging cultural sensitivity and awareness, which will boost customer satisfaction and loyalty.
[bookmark: _Toc137839372]Country A- Location of Hotel- United Kingdom
Millions of foreign travelers choose the United Kingdom as a popular travel destination each year. It is essential for hotel workers to become knowledgeable about the regional cultures, traditions, and etiquette upheld by visitors from various nations (Kim, et al, 2018). To assist staff members in delivering a seamless and sensitively culturally aware visitor experience, this section offers an overview of British culture, including greetings, dining etiquette, and regional customs.

[bookmark: _Toc137839373]Country B- Country of Guest- China
China is a huge, diversified nation with a strong sense of cultural tradition. To provide exceptional service, it is crucial to comprehend the special traditions, habits, and expectations of Chinese visitors (Nath, et al, 2018). Greetings, communication styles, dining preferences, gift-giving etiquette, and other facets of Chinese culture are all covered in this section. Hotel workers can efficiently meet the demands of Chinese visitors and give them a pleasant impression of their stay by being familiar with these cultural quirks.
[bookmark: _Toc137839374]Importance of Cultural Intelligence and Sensitivity
Giving exceptional guest service to guests from China and the United Kingdom requires cultural awareness and empathy. We can build trust and provide individualized experiences by having a thorough understanding of their cultural peculiarities, traditions, and behaviors (Fong, et al, 2019). Here, we will assess critically the value of cultural awareness and intelligence for visitors from both nations.
[bookmark: _Toc137839375]A Guide to Cultural Intelligence for British Visitors:
The UK offers distinctive expectations and conventions because of its long history and diverse culture. The following examples of cultural intelligence will improve guest satisfaction:
· British visitors place a high emphasis on brief and clear communication. When addressing guests, use their surnames until you receive permission to use their first names. Always use polite language and a formal tone.
· Punctuality: In British society, being on time is highly regarded. Make sure that services, such as cleanings of rooms or reservations for meals, are given on time (Wei, et al, 2020).
· Personal Space: Visitors from the UK frequently value their privacy. Respect their privacy and, unless absolutely required, refrain from entering their personal space.
[bookmark: _Toc137839376]Cultural Sensitivity for guests from China
Cultural awareness is necessary because China, a nation with a rich cultural background, has expectations and behaviors. When hosting Chinese visitors, keep the following things in mind:
· Chinese visitors like showing them respect by being addressed by their formal titles and using the proper forms of address. Pay attention to how their group is organized hierarchically.
· Dining and Food: Chinese cuisine has a significant cultural impact (Cheng and Zhang, 2019). The eating experience will be improved by serving authentic Chinese cuisine, offering chopsticks alongside cutlery, and being aware of dietary restrictions (such as not serving pork to Muslim visitors).
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Figure 1: Comparison among Country A and B


[bookmark: _Toc137839377]Service Delivery Modifications in Important Hotel Departments/Functions:
Each hotel department or function should modify how it provides services to conform to the customs and expectations of visitors from China and the United Kingdom. Here are some important things to remember:
Guest relations and the front desk:
· Train personnel to use a formal, polite tone when addressing British visitors by their surnames.
· Give written materials to Chinese visitors that have been translated into Mandarin to ease conversation.
· Provide culturally appropriate welcoming amenities for Chinese visitors (Kim, et al, 2018).
Food and Drink:
· To satisfy the tastes of British visitors, add typical British foods and drinks to the menu.
· To assure authentic and superior food for Chinese visitors, employ cooks who specialize in Chinese cuisine.
Housekeeping:
· Respect British visitors' privacy and refrain from visiting their rooms without their consent.
· For Chinese visitors, offer extras like tea-brewing equipment and a selection of tea bags.
Concierge:
· Train concierge personnel to suggest British cultural attractions to British visitors, such as historical landmarks and customary events.
· Offer to help translate documents or make suggestions for Chinese visitors who want to explore the neighborhood.


[bookmark: _Toc137839378]Table of Do’s and Don’ts
	S. No
	Do’s
	Don’ts

	1.
	Greet guests with a warm smile and a nod
	Ignore or overlook the requests of guests

	2.
	Use proper titles while addressing guests
	Use any type of informal or disrespectful language

	3.
	Help guests with luggage
	Refusing to help guests with their accommodation

	4.
	Offer every guest with Chinese language materials
	Serve alcohol or any other food items without cultural consideration

	5.
	Understand and respect Chinese culture
	Touch guest without permission

	6.
	Make sure that the hotel’s signage includes Chinese translations
	Ignore dietary restrictions of cultural specifications

	7.
	Include Chinese breakfast options
	Rush conversations or interrupt guest while eating

	8.
	Always offer Chinese tea and/hot water
	Assume all guests from the country have the same preferences

	9.
	Respect the personal space of guests and provide them with specific boundaries
	Do not Bother guests during their stay by asking unnecessary questions

	10.
	Be patient with the language barriers of guests
	Do not rush or confuse guests about their language preferences by unnecessarily asking them to talk in Mandarin

	11.
	Maintain cleanliness in all corners of the hotel
	Do not litter the floor with toiletries while cleaning

	12.
	Offer guests with information on local attractions
	Do not assume their language preferences on your own and hand out information in Mandarin

	13.
	Provide them with clear directions and maps
	Try not to sound very sophisticated while narrating details and information to guests

	14.
	Make sure to give prompt response to the queries of guests
	Never (directly or indirectly) ask guest to tip the waiters in the dining section.

	15.
	Offer help with arrangements in guests’ transportation
	Disregard non-verbal cues or body language









[bookmark: _Toc137839379]Recommendations for Staff
· Cross-Cultural Training- It is advised to offer thorough cross-cultural training to employees in order to improve their cultural competency. Staff members are better able to deliver individualized and outstanding guest service by being aware of and embracing various cultures.
· Language Training- Effective communication with international guests depends heavily on language. It is strongly advised to offer language instruction, especially in British English for visitors from the United Kingdom and Mandarin for Chinese visitors. Basic linguistic abilities can greatly improve relationships between guests and workers and foster a friendly atmosphere.


[bookmark: _Toc137839380]Conclusion
For international tourists from China and the United Kingdom, cultural awareness and intelligence are essential to providing outstanding guest experiences. We can modify our service delivery to match their unique requirements and expectations by becoming aware of their cultural peculiarities, traditions, and behaviors. This hotel handbook is a useful tool for instructing personnel on how to deliver exceptional service and guarantee visitor happiness. In order to build trusting relationships and provide a welcome environment for all visitors, it is crucial to embrace cultural variety.
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