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The report consists of requirements and techniques for a Hotel staff to help them manage the guest experience in the hotel. In the international hospitality and tourism sector, it is important to understand the cultural norms and differences for a hotel to provide valuable services and customer experiences and by using cross-cultural theories to gain cultural intelligence and sensitivity in the Hospitality Department. Hotel staff needs to understand what should be done and what is not while managing an international guest in the hotel (Jandt, 2017). The guests are from Germany.
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Cultural Intelligence is the ability to relate, understand and connect with the different cultures and work effectively across the culture. Understanding the importance of culture and adapting it to business is called cultural sensitivity (Kour and Jyoti, 2021). It is important to understand the culture and its relevance, especially in international business. The hotel and tourism industry needs to understand the cultural difference and beliefs for a better customer service experience. Cross-culture management is an important function of a Hotel Industry and there are various theories available to understand the role and importance of cross-culture management such as Hofstede – layers of culture and Trompenaars’ model (Moran, 2018). 
Importance of cross-cultural practices in a hotel by hotel staff:
To understand the customer’s belief: Hotel staff needs to develop an understanding of the culture of the guests they are managing because it can affect the customer experience. For example, a broken mirror is considered bad luck in German and hotel staff should know this to avoid any bad customer experience (Eid and Agag, 2020).
To understand the customer’s perception: Hotel staff needs to understand the perception of the individual and the place he is coming from to avoid any mismanagement and miscommunication. For example, German people believe in dignity and respect and they expect it from the hotel they are staying in (Moran, 2018).
To provide customer satisfaction: Cultural management is important to provide excellent customer service and customer satisfaction for the brand image building because customers in the hotel industry tend to spread the word about their stay in the hotels. German people are very particular about perfection and excellent services tend to satisfy them (Samovar, 2018).
To increase cultural sensitivity: Hotel staff needs to develop sensitivity and understanding of different cultures and their belief systems. The cultural touch-points can increase or reduce customer satisfaction with the hotel. German people are honest and pragmatic about their choices and opinions and hotel staff should understand and respect that (Koc, 2020).
To understand cultural diversity: Every culture is different and has different ideologies, some are demographic sensitive, some are religion sensitive and some are society sensitive. German people are culturally diversified in society and religion and they follow it very seriously (Eid and Agag, 2020).
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Cross-culture management is the study and understanding of cultures from all around the world. Cross-culture communication is the process of recognising and addressing the differences and similarities among the cultures to gain attention and engagement from potential customers. The basic elements of cross-culture communications are language, perception, awareness and openness of communication. For the German guest in the hotel, hotel administration and staff should pay attention to these four elements for customer satisfaction and customer engagement (Hofstede Insights, 2022).
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In Hotel Industry it is important to adopt cross-culture practices in every department and function because it impacts the customer experience most (Samovar, 2018). Department vice need to the adaptation of cross-culture practices for the German guest are: 
Hospitality Department: The function of the Hospitality department is to manage all the other departments and maintain comrade between all of them. The goal of the hospitality industry is to ensure the quality of the service and a positive customer experience. German guests are very particular about services and they expect perfection. The hotel staff should ensure perfection in the management (Eid and Agag, 2020).
Food and Catering Department: The function of the food and catering department is to ensure the making and quality of food on the menu ordered by the customer. For the German guests, the hotel can introduce German food options on the menu such as Wurst, Rouladen and Schnitzel (Koc, 2020).
Housekeeping and Service Department: The function of the housekeeping and service department is to maintain the hygiene and the delivery of the items needed to the customer in advance. German people considered unhygienic stay disrespectful and rude, so the hotel staff should avoid that misunderstanding by excelling in their services (Kour and Jyoti, 2021).
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	DO’s (✓)
	DON’TS (X)

	Maintain Hygiene
	Leave a Mess

	Provide services as Promised
	Misinform About Services

	Greetings and polite reception
	Left the guest unattended

	Taste before serve
	Serve stole and cold food

	Maintain customer privacy
	Barge into the room without permission

	Consistent Services
	Skip the customer’s request

	Customise room services
	Ignore the customer’s ask
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The above report on the importance of cross-cultural management in the hotel industry is very important especially when a hotel is expecting a guest from a different country or region. In this study, the country we chose for the guest is from is Germany. The hotel staff should train and adopt the German culture in the hotel while managing guests from Germany and fulfilling the expectations of guests from the hotel. There are ways in which a hotel can study and apply cross-culture management in the departments of the hotel for effective customer service and a positive customer experience. As well as there are some common and some specific do’s and don’ts’ for the hotel staff while attending and managing the guest in the hotel which should be followed by the hotel management.
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