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[bookmark: _Toc147928689]Executive Summary
The purpose of this report is to give hotel workers in Portugal the critical knowledge and best practices they need to handle Chinese tourists from outside with care. Enhancing client pleasure and guaranteeing a great stay need an understanding of and acceptance of cultural intelligence and sensitivity. With an emphasis on the particular consequences for serving Chinese customers, this research will assess the reasons why cultural competency is crucial for hotel staff in Portugal. Additionally, it will include a thorough list of "Do's and Don'ts" to help with staff training and enhance interactions with visitors.
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Hotel Handbook for Managing Guest Service Experiences for Chinese International Visitors in Portugal
1.0 [bookmark: _Toc147928690]Introduction
The growing number of foreign guests, particularly from China, indicates that hotel staff in Portugal need to be sensitive to cultural differences and possess cultural intelligence. Understanding other cultures fosters better interactions with visitors, reduces miscommunication, and raises satisfaction levels all around (Liu et al., 2022). Hotel employees should be aware that various nations have distinct cultural norms, behaviors, and expectations. It is also important to be ready to make accommodations for these variations.
[bookmark: _Toc147928691]2.0 Cultural Intelligence and Sensitivity
Given the significant cultural differences between Portugal and China, hotel staff members must possess both cultural knowledge and sensitivity while interacting with foreign visitors, especially those from China. For assessing these variations, the Cultural Dimensions Model, created by Geert Hofstede, a prominent social psychologist from the Netherlands, introduced a framework that evaluates cultural disparities across countries using six primary dimensions. These dimensions offer significant insights into the impact of culture on behaviors, values, and societal norms (Litvin., 2019). This understanding can be crucial in effectively comprehending and accommodating international guests, as exemplified in this assignment.
· Portugal, located in southwestern Europe, boasts a rich history, a Mediterranean climate, and a diverse cultural heritage. Known for its warm hospitality and stunning landscapes, it's become a popular tourist destination (Chun et al., 2021).
· China, the world's most populous country, is in East Asia. It is characterised by its vast territory, varied landscapes, and a profoundly deep-rooted culture. The nation is renowned for its ancient traditions, diverse cuisines, and rapid economic growth, making it a prominent source of international travelers (Siemiński et al., 2022). 
[image: ]
Figure 1 Hofstede's Country Comparison between China and Portugal
Source: Hofstede Insights- comparison tool

[bookmark: _Toc147928692]2.1 Power Distance: China outperforms Portugal in this category by a substantial margin. Chinese visitors could anticipate a more hierarchical greeting from hotel employees, who will likely show them respect and reverence (Yang et al., 2022). Hotel staff need to modify their communication approaches to account for this cultural subtlety so as not to unintentionally offend.
[bookmark: _Toc147928693]2.2 Collectivism vs. Individualism: China favors collectivism above individualism, placing a strong emphasis on interdependence and harmony within the collective. Portugal, in comparison, tends to be more individualistic. Staff at hotels should be aware that Chinese visitors may place a higher value on family and group dynamics, thus providing services geared towards families or accommodating bigger groups can be helpful (Xu et al., 2021).
[bookmark: _Toc147928694]2.3 Masculinity vs. Femininity: Although China and Portugal are mostly masculine societies, Chinese culture emphasises ambition and aggressiveness more than Portuguese society does (Nkoulou Mvondo., 2022). Hotel employees should be ready to modify their interactions in order to comply with these ideals, keeping in mind that Chinese visitors may not view assertiveness as rudeness (Walters et al., 2021).
[bookmark: _Toc147928695]2.4 Uncertainty Avoidance: China tends to score better than Portugal in terms of uncertainty avoidance, which suggests a desire for structure and explicit rules. The provision of comprehensive information, directions, and alternatives by hotel staff may alleviate uncertainty and enhance the comfort level of Chinese visitors (Wan and Choi., 2022).
[bookmark: _Toc147928696]2.5 Long-Term Orientation: China is often more forward-looking than Portugal. Building and sustaining connections with Chinese visitors is important for hotel personnel, since their decision-making is heavily influenced by factors like trust and loyalty (Liu et al., 2022).

The consequences for hotel guest service for Chinese visitors become evident when these cultural insights are considered:
· Communication: When necessary, utilise formal language and acknowledge hierarchical connections. Adapt to the dynamics of the group, making sure that shared areas can hold larger groups. Teach employees to be forceful in meeting demands from customers without going overboard (Litvin., 2019).
· Dining: To accommodate collectivist tastes, provide shared dish alternatives for group meals. Serve Chinese food and cutlery, including chopsticks, and make sure there are several tea selections (Yang et al., 2022).
· Housekeeping: Don't move out of respect for other people's personal space. Make sure the rooms are tidy and have instructions written in both Mandarin and English (Eid and Agag., 2020).
· Reception: reception place a high value on fostering relationships with visitors by showing a sincere concern for their welfare. Provide loyalty programs to promote recurring business (Walters et al., 2021).
Henceforth, the intercultural competency needed by Portuguese hotel staff to serve Chinese customers may be critically assessed using the Hofstede Cultural Dimensions Model. In order to provide Chinese guests with a pleasant and accommodating stay, it is imperative to acknowledge and adjust to the cultural distinctions delineated in this model (Wan and Choi., 2022). This will eventually guarantee their contentment and cultivate their loyalty.
[bookmark: _Toc147928697]3.0 Guests’ specific cultural norms and requirements for Chinese Guests
	Area
	Do's
	Don'ts

	Reception and Check-in
	- Greet Chinese guests with a warm smile and a nod, a common non-verbal greeting in China.
	- Rush through check-in procedures; Chinese guests may appreciate a more leisurely process.

	
	- Address them by their formal titles (e.g., Mr., Mrs., or Dr.) and their surname unless they indicate otherwise.
	

	Dining and Cuisine
	- Offer a variety of Chinese cuisine options, including vegetarian and non-spicy dishes.
	- Serve pork or alcohol without confirming the guest's dietary and religious preferences.

	
	- Provide chopsticks alongside regular utensils and offer tea as a beverage option.
	

	Housekeeping and Room Service
	- Ensure that rooms are equipped with slippers and a kettle for making hot water, often used for tea.
	- Enter the guest's room without permission unless it's an emergency.

	
	- Respect guests' personal belongings and avoid touching or moving items unnecessarily.
	

	Communication
	- Use simple and clear language when communicating in English, as some Chinese guests may have limited English proficiency.
	- Assume that all Chinese guests understand or prefer Western customs; be open to accommodating their preferences.

	
	- Provide written instructions and information in both English and Mandarin.
	



[bookmark: _Toc147928698]4.0 Summary
Understanding the significant cultural differences between Portugal and China is essential to manage the guest service experience for foreign tourists from China. These differences cover a wide range of topics, including as social conventions, mealtime habits, communication, and individual preferences (Wang., 2020). In Chinese culture, courteous relationships and hierarchical systems are highly valued. Establishing a culture of reverence and civility requires hotel workers to understand the significance of calling Chinese visitors by their official titles and surnames (Eid and Agag., 2020). Whereas, Chinese visitors sometimes prefer group eating settings when it comes to food, placing special emphasis on sharing meals and using chopsticks. It shows cultural awareness to provide a variety of vegetarian and mildly spicy Chinese food alternatives (Nkoulou Mvondo., 2022).
Hence, given the importance of hot water in Chinese tea culture, slippers and kettles should be provided as a top priority by housekeeping and room service (Veríssimo and Costa., 2019). In addition, it is very important to respect the privacy and personal items of visitors, which is consistent with Chinese values on property and personal space. Therefore, in order to ensure effective communication with Chinese guests, it is important to keep things straightforward and acknowledge any potential language obstacles (Liu et al., 2022). Therefore, giving information in both Mandarin and English can help with comprehension.
[bookmark: _Toc147928699]5.0 Recommendations for Staff
5.1 Provide Cultural Sensitivity Training: To improve their understanding of Chinese habits and preferences, hotel staff members should get in-depth cultural sensitivity training. With the information and abilities they will get from this program, they will be able to provide guests a more culturally customised experience (Wang., 2020).
5.2 Create a Feedback System: The hotel's dedication to ongoing development is demonstrated by the implementation of a Chinese-specific feedback system. Chinese tourists frequently have certain tastes and expectations (Xu et al., 2021). The hotel can obtain important insights into areas that could require improvement or change by aggressively soliciting their opinion. In addition to improving the overall guest experience, this proactive strategy demonstrates the hotel's commitment to meeting the demands of its Chinese audience, which may encourage return business and favorable word-of-mouth referrals (Litvin., 2019).
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