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Executive Summary
Nowadays foreign languages and distinct cultures are the core barriers faced by hospitality firms which limit them to provide adequate services. Focusing on this topic, the report has streamlined the significance of cultural intelligence, language and cultural barriers for Bellagio Shanghai Hotel staff, in China. Later, the below section has focused on international guests from the UK along with a proper description of cultural behaviour and language differences which can be witnessed. Finally, a do's and don't list has been made to which can help Bellagio Shanghai Hotel to adequately serve their guests.
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[bookmark: _Toc135678344]Introduction 
The following report will highlight the importance of understanding culture for delivering exceptional hospitality experiences to foreign guests. Using Hofstede Theory a concise description of the value of China (Bellagio Shanghai Hotel) and UK visitors will be outlined.  Later a comprehensive country analysis will be commenced to recognise the significant language or cultural differences which can lead to Bellagio Shanghai Hotel service failure. Finally, based on the witnessed differences a hotel handbook including Do's and Don't list will be represented.
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Recognising and valuing various backgrounds are traits referred to as cultural intelligence and sensitivity. They are essential in the hospitality industry since they let staff members cater to the particular demands and preferences of other cultures and prevent misunderstandings (Walker, 2023). It has been observed that having cultural intelligence and sensitivity among hospitality sector individuals is vital for several reasons which have been demonstrated below.
Offering  inclusive service
Regardless of distinct backgrounds or cultures, staff members who are culturally intelligent may promote a warm and inclusive environment that makes guests feel appreciated and respected.
Commencing effective communication 
Being aware of cultural differences enables staff to interact with foreign visitors more efficiently. It helps to ensure that communications are clear and substantive, minimising misunderstandings or objectionable behaviour (Marino, 2021).
Avoiding cultural offences
Through valuing cultural norms, behaviours, and customs staff can prevent unintentionally offending visitors. As a result, it aids in preserving favourable visitor-guest interactions.
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The People's Republic of China, also known as China, is an East Asian nation that holds a rich and varied cultural legacy. Hofstede's 6 cultural dimensions model has been utilised in the below context for analysing the culture of China (Bellagio Shanghai Hotel) and showing their value.
Power Distance: China has an extensive power distance, which denotes a hierarchical culture where social position and authority are significant. Within Chinese culture, esteem for leaders and tolerance of unequal power relations are deeply embedded.
Individualism vs. Collectivism: The emphasis on close family and community ties is characteristic of China's collectivist culture. Individual desires and ambitions are subordinated in favour of interdependence, harmony, and commitment to the collective (LIHUA, 2019).
Masculinity vs. Femininity: This specific country has a propensity for masculinity, emphasising traits like aggressiveness, rivalry, and success. Despite growing efforts to achieve gender equality, traditional gender roles and expectations still prevail.
Uncertainty Avoidance: China's inclination for stability, regulations, and structure is reflected in its moderate to high uncertainty avoidance. Predictability, strategic planning, and conformity to accepted norms and traditions are highly valued in Chinese society (BrandMinds, 2021).
Long-Term Orientation: The following country excels in long-term orientation, highlighting tenacity, economy, and adherence to customs. The culture emphasises perseverance, looking ahead, and striking a balance between immediate rewards and long-term advantages.
Indulgence vs. Restraint: China demonstrates a mixture of both excess and moderation. Traditional values place a strong focus on self-control, discipline, and modesty, but recent economic growth has increased consumerism and a drive for self-gratification (CASSANDRA, 2019).
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Visitors from the UK acquire unique conventions and cultures as it is a sovereign country made up of four nations: England, Scotland, Wales, and Northern Ireland. This particular nation is situated off the coast of continental Europe. The below section uses Hofstede's theory to provide a concise illustration of UK culture.
Power Distance: Indicating a propensity for equality and a belief in decentralised decision-making, the UK has a comparatively low power distance. Generally, hierarchical structures are less obvious, and people anticipate that everyone will be treated equally and with respect, regardless of their social standing (Toppan, 2023).
Individualism vs. Collectivism: Individualism, which emphasises a person's freedom, autonomy, and self-expression, is more prevalent in the UK. People place high importance on their independence, individual accomplishments, and sense of privacy and rights.
Masculinity vs. Femininity: The UK favours masculinity and places a strong focus on achievement, aggressiveness, and competition. Career advancements are frequently used as an indicator of success, and gender roles still display some traditional traits despite evolution.
Uncertainty Avoidance: Due to a higher tolerance for ambiguity, change, and risk-taking, the UK has a relatively low uncertainty avoidance. Innovation, flexibility, and adaptability are prized, and people are often open to trying out new concepts and accepting ambiguity.
Long-Term Orientation: The UK demonstrates a modest long-term focus, rewarding persistence, pragmatism, and future preparation. While history and heritage are important, there is also a creative and dynamic way of thinking about issues and making decisions.
Indulgence vs. Restraint: The following country has a tendency towards indulgence and places a strong focus on leisure, personal fulfilment, and enjoyment of life. There is an emphasis on one's own happiness, hedonistic activities, and a liberal view of self-expression (Mammadova, 2021).
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	Country Analysis (Implementing Hofstede's Theory)

	Dimensions
	China 
	UK

	Power Distance
	High: People have to acknowledge and be subject to those in positions of authority in order to preserve proper hierarchies (BrandMinds, 2021).
	Low: Avoiding any perceived favouritism or hierarchical behaviour, staff members should treat all visitors fairly and equally.

	Individualism vs. Collectivism
	Collectivist: The demands of the group should come first, and hotel staff members should encourage a sense of belonging among visitors.
	Individualist: Hotel staff members should prioritise providing individualised experiences and respect each visitor's uniqueness and privacy.

	Masculinity vs. Femininity
	Masculine: Workers should be aware of and respect traditional gender norms and expectations while also being confident and ambitious.
	Masculine: Similar to China, there may be demands for competitiveness and assertiveness, but there is also an increasing focus on diversity and gender equality (Toppan, 2023).


	Uncertainty Avoidance
	Moderate to high: Personnel provide transparent frameworks, guidelines, and long-term planning to prevent confusion or abrupt changes.
	Low: Individuals should be flexible and adaptive, welcoming change and showing a desire to try out new concepts or methods.

	Long-Term Orientation
	 High: Here, staff members should show persistence, a reverence for custom, and a focus on long-term planning and relationships with customers.
	Moderate: Personnel ought to maintain a balance between tradition and adaptation since planning and customs are appreciated.

	Indulgence vs. Restraint
	Moderately restrained: Employees at hotels are expected to maintain restraint, be modest, and refrain from excessive shows of luxury or self-gratification.
	Moderately indulgent: The desire of visitors for pleasure, relaxation, and self-fulfilment should be acknowledged and respected by hotel staff, who should provide opportunities for relaxation (Wenxin and Yue, 2022)
.
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	Do’s
	Don’t

	1. Bow respectfully to welcome visitors.

2. When communicating, be formal, polite, and respectful.
3. Be prompt and show up on time or a little early.
4. Maintaining eye contact is a respectful gesture.
5. Be approachable, cordial, and friendly when communicating.
6. Regardless of socioeconomic standing, treat everyone equally.
7. Recognise the right to privacy and refrain from unnecessary physical contact.
8. Appreciate personal choices and needs.

	1. Only make physical touch when absolutely essential
2. Avoid placing individual needs ahead of those of the group.
3. Refrain from becoming overly informal or intimate.
4. Don't make decisions without consulting the group first.
5. Take into account personal preferences and needs.
6. Refrain from favouritism or highlighting social position.
7. Try not to be late or keep visitors waiting.
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Concentrating on the theme of cultural intelligence and sensitivity this report has highlighted its core importance while handling international guests in the hotel sector.  China (Bellagio Shanghai Hotel) country and UK guests have been chosen to understand the importance of cultural awareness. Later, the application of Hofstede's cultural dimensions model offered valuable insights into the variations in communication styles, social hierarchies, decision-making, and individual versus collective orientations. Furthermore, based on the evaluated differences, a Do's and Don't list has been tailored for the Bellagio Shanghai Hotel staff.
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