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Introduction: 

The purpose of this report is to present and analyse the importance of sensitivity and cultural intelligence of the hotel staff when dealing with Asian tourists.
The delivery and adaptation of the different departments are crucial in this Hotel located in Spain, Málaga.
AC Marriott Malaga Palacio Hotel is a hotel with significant influence throughout the year. It is in front of Muelle 1, the port of disembarkation for all cruise ships from the Mediterranean. The city's tourist attractions range from viewpoints, gastronomic offerings, traditional music, and museums as magnificent as Picasso's house.
This report will discuss the cultural norms and requirements influences that receives Málaga city, and the European and Asian cultures will be exposed, bearing in mind that Andalusia is the third favourite destination in the country for citizens of the Asian giant.
In 2019, more than 13,700 Chinese tourists stayed in the city's hotels, generating more than 17,000 overnight stays, according to data from Malaga City Council. This type of tourist is a lover of shopping and devotes almost 16% of their budget to it.
In addition, Chinese tourists are hyper-connected: they share their photos on social networks and use the internet to find their way around and recommend places, restaurants, and hotels. In terms of leisure, they are interested in the cultural heritage and museums of the country they visit.
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Hofstede and his Five-Dimensional Cultural Analysis.

The psychologist demonstrated that everyone comes to share a minimum of characteristics common to his or her regional and national environment. These peculiarities end up conditioning their behaviour and are enduring despite time. This is what we would call a cultural pattern and what, for him, are the cultural dimensions.

Some researchers, who follow his theory, have identified six differences. However, for the professor, five cultural dimensions can define a society: power distance, individualism, masculinity, fear of uncertainty and orientation. Furthermore, we should add that each dimension is bipolar.

Based on the Five Dimensions, a society can end up with a low or high score on each of its planes. This fact will cause each group to possess distinctive characteristics and determine different behaviour than another group.
The report will analyse the two countries according to the cultural system of Hofstede's 5 dimensions: Spain, the country where AC Marriott Malaga Palacio Hotel is located, and the visiting country China.
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Spain and China: Cultural Analysis
· Power Distance
The way societies accept power affects the way they govern themselves. It is measured in which a group accepts power in different bodies and entities.
Societies with smaller power distance are organised in a more decentralised way. In contrast, an organisation that assumes a high-power distance is more inclined to acquiesce to central government.
Spain’s score on this dimension is around 50-60 so this means that they are hierarchical society. People accept a hierarchical order in which everybody has a place, and which needs no further justification. A hierarchical society is one in which there are specific positions and a command network in which some are superior to others in terms of tasks, responsibilities, benefits and leadership. Hierarchy is defined as the position a person occupies within a society.
On the other side, China has a higher score of 80. Their society that believes that inequalities amongst people are acceptable. The subordinate-superior relationship tends to be polarized and there is no defence against power abuse by superiors. Individuals are influenced by formal authority and sanctions and are in general optimistic about people’s capacity for leadership and initiative. 

· Individualism
Societies with a high degree of individualism are characterised by the fact that people are only capable of defending their interests and those of their families.
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Societies with a high degree of collectivism or, in other words, a lesser individualistic dimension, have a highly structured social framework. Through it, the individual expects the group to protect him in exchange for blind loyalty.
The individual's self-perception is analysed to establish the difference between these two types of behaviour. It all depends on whether he sees himself as an "I" or part of a "we".
Spain, in comparison with the rest of the European countries is considered Collectivist However, if we compared to a different country out of the UE it is clearly individualist. 
Employees tend to work in this way with no need for strong motivation from Management.
Chinese collectivist culture, they promote interdependence between individuals and their group, in these cultures the needs of the group are considered more important than those of the individual.
· Masculinity and Femininity 
Masculinity is opposed to femininity. In the first case, Chinese people show their inclination towards personal achievement. They are assertive, heroic individuals. Moreover, they seek to have their heroism towards the group rewarded with material goods. Success is theirs. In this case we are talking about a highly competitive model of society as reflected in Asian society. Leisure time is not so important.
In the case of Spain, education is more about the harmony and tranquillity of everyday life, without the need to be competitive at work or to stand out in a very marked way.
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· Uncertainty Avoidance 
Trying to avoid the uncertain is equivalent to being uncomfortable with what is not known in advance. The group must face the reality that the future is unknown.

When a group tries to avoid uncertainty, it hardens behaviours and encourages more rigid beliefs. Groups that show no interest in uncertainty, as is this area Spain, can abstract and live more relaxed lives. They focus more on principles. They are committed to stability. They raise social norms and avoid taking risks, even if they have to prosper much more slowly.
China scores very low on this aspect, it is more entrepreneurial and risk-taking. It is also much less independent.



· Long Term Orientation 

Spanish society is oriented in the short term and views social change with suspicion. They prefer to perpetuate norms and traditions until they have become ingrained. They rely on the traditional, a socially hierarchical now and their obligation to comply with social norms. The important thing is to get gratification now. On the other hand, Chinese people with a long-term outlook are much more practical, forward-looking, and active in educational advancement and preparation for the future.

In this sense, the latter are more focused on the present to ensure greater future success. Chinese people are persistent and persevering.
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· Indulgence 

Indulgence refers to the degree to which people in a society try to control their impulses and desires. This factor is highly related to the upbringing we are given as children. 

Chinese society tends towards cynicism and pessimism. They do not place much emphasis on free time, people perceive their actions to be restricted by social norms and feel that indulgence is improper. Compared to Chinese people, Spain has a score of 44 points.


EVALUATION OF THE HOTEL PERSONNEL 

· Emotional Intelligence and sensitivity (CQ)
This is a positive change for all companies, as it means greater access to more resources, knowledge, and talent, offering a dynamic approach to work that is not relegated to an individual location. However, it also means that knowledge gaps in distinct cultures and customs are being exposed more regularly. 
The emotional intelligence can lead to divisions that affect staff morale, the working environment, labour relations and other aspects of the business, which impact company productivity and quality of work. Therefore, fostering cultural intelligence within a global organisation is vital.
It is the ability to relate to and work effectively with diverse cultures in various situations. 
It enables workers to understand cultures better, allowing them to work positively and compassionately with people from diverse cultures such as China. CQ will help them develop a more advanced knowledge of traditions, nationalities, corporate cultures, and disciplines that could impact a company. 
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Developing cultural intelligence involves increasing understanding of the ways and dynamics diverse cultures function within the business to build language and behaviour in a professional environment that enables better problem-solving.


[bookmark: _Hlk107258089]COMPARATIVE OF DO'S AND DON'TS UNDER THE INFLUENCE OF CHINESE CULTURE
DO`s
Amenities in the room:
· Slippers: one of the Chinese traditions is to remove shoes before entering the room, so hotels should provide one pair of slippers per bed in each room free of charge.
· Toothbrush and toothpaste: Chinese travellers never bring toothbrushes and toothpaste when they go on holiday, as they expect the hotel to provide them free of charge.
· Free Wi-Fi: They also expect free Wi-Fi as a basic amenity, as they have grown accustomed to the widely available wireless connection when visiting destinations such as Hong Kong or Seoul.
· Tea and kettle: Asians have incorporated tea into their daily routine, so the room should always include a kettle and an assortment of Chinese teas in rooms.

Meals:
· Breakfast is the most important meal for a Chinese person, so they should be offered traditional breakfast options, including dim sum, noodles, soy milk or rice porridge, which are sure to please guests.
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Payments:
· Payment facilities: focusing on the specific facilities a hotel can offer, payment options such as UnionPay and Alipay, China's largest third-party payment service providers, are among the top services demanded by visitors from China.


Language:
· Chinese language information and entertainment: A Chinese version of the hotel's website and booking engine is a great way to attract these customers. Chinese TV channels, newspapers, city maps, safety instructions and in-room directories also go a long way.
· Mandarin-speaking staff: although Chinese travellers have a good command of English, they will feel more welcome if they can speak and be understood in their native language.
· Hotels should have at least one member of staff who can communicate fluently in Mandarin.

DON´Ts
· Room numbers: The Chinese have lucky and unlucky numbers. The number 4 should be avoided, as it is considered very unlucky. No one wants to be on the fourth floor or in a room beginning with 4. On the other hand, the number 8 is good luck because in Mandarin it sounds like the Chinese word for prosperity.

· Floors: as a general rule, higher status is attributed to being given a room on a higher floor, so think how offensive it might be to give the CEO of a Chinese company a room on the third floor, while his assistant is on the tenth.
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· Service: Chinese travellers can sometimes be considered rude, because they expect that the money paid should always be matched by good service, so you should always be very attentive to them and not ignore them, giving them the respect, they expect by explaining the situation and even apologising for any delays or mishaps.



·  Colours: Some colours, like numbers, are good or bad luck. Red, yellow and orange are generally good choices because they are often associated with celebration, joy, vitality and life. On the other hand, white is often used during mourning periods and can be associated with death.




Conclusion:

Cultural differences do not make one culture better or worse than another and only show the differences that have been created through centuries of history and development. By being aware of some of the differences, the impact of culture shock is reduced, and the adaptation of Chinese tourists will be easier in Spanish tourist destinations.
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