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[bookmark: _Toc105935395][bookmark: _Toc105881600]Introduction: 
A fast-growing world demands a change in professionalism. And the changing pattern needs the adaptability of professionals. Especially, in hotel management, cultural belonging and food pattern is diverse. So, the framework of management service desired to be various. The hospitality industry connects worldwide changing travel patterns to minimize the risk of not engaging with travelers. The CEO of Marriott International opined that their diverse customer engaging capability boost their future success and global growth (Shykina, 2019). Firstly, the priority will be for hotel personnel before the hotel guests   This report will be reflected by the model ‘Framework for Cross-cultural Engagement’ in China.
[bookmark: _Toc105881601][bookmark: _Toc105935396]Intercultural Competence under the Cross-cultural Engagement model: 
In hotel management, it’s the competence to interact with people in their preferable native way. Three acting keywords are enough to understand the ability - to understand the cultural value at home/ abroad, to think accordingly, to communicate and work with the procedures (Ramalu and Subramaniam, 2019). The force fields are global competency, opportunities, employee skills, citizenship, SDG knowledge etc. under the following criteria……. 
[image: Intercultural competence and training outcomes of students with experiences  abroad - ScienceDirect]






Figure: Intercultural Competence and Operational Diversity. Source- (Alhendi, 2021)
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Cross cultural priorities:
[image: ]The insight of the hospitality industry realizes globalization as the scope of cross-cultural adaptability of managers/ hotel staff. It is critical to understand the crucial factors from people of other countries. Effective management of cultural diversity will have to energize. The departments or functions of a hotel always contain the elements of the cultural wheel. The services and functional necessities always maintained my guests' demands (Misra, 2012). As the best arrangement, hotel management may arrange training for the staff on the cultural handbook of the UK.








Figure: Cultural wheel – factors of cultures. Source: (Ktait, 2020)
Budget Hotels in China provide good services at a low rate. They prioritize comfort over than profitable scope of the hotel. As a result, they avoid low prices and provide clean rooms and complete facilities. This strategy may be positive and negative from the guest’s point of view due to the higher price. So, cultural hospitality may sustain the hotel's reputation through good management. Firstly, staffs have to communicate in English to provide good services for UK guests. Usually, Budget hotels give free internet service, clean bathrooms, AC, Hot water supply for the 24-hour, bedside lamp, table lamp, TV, telephone, etc. Some hotels provide meeting and dining rooms. Under special departments, functional requirements will cover these factors under the Framework for Cross-cultural Engagement.  
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Figure: operational variables of Cross-Cultural Model. Source: (Fog, 2020)
[bookmark: _Toc105881604][bookmark: _Toc105935398]Applying the model to Chinese hotel departments/functions: 
 The Above diagram assures the importance of cultural norms and requirements under four different functional outlines. China prioritizes native culture and practice. When they provide hospitality services, they will remove the status quo of their own beliefs in operation (Zhang, Xiao and Lee, 2021). Because the UK is traditionally dominant from the beginning. They can’t mix well at the first meeting. Hotel staff must be familiar with UK’s cultural attitude to welcome them.  
[bookmark: _Toc105881605][bookmark: _Toc105935399]Guest Service Department: 
This department provides frontline services to contact guests. Staff will preferably communicate in English, as It’s the British Mother language. They may attach a brief outline of services, facilities, and schedules on the front corners and show guests to engage them well. A British guide may help to make a close understanding of hotel accommodation, and note down all their demands and requirements for better service planning. If possible, alternative services may attract the guests when the hotel is unable to provide a particular requirement (Hotel Guest Satisfaction and Service Quality: Evidence from Czech Safari Hotel, 2021). Some of the members - front desk holder, guest services manager, porter, and receptionist are the ultimate service provider. As the model suggests to value the orientations, this department will provide all possible information (Guizzardi, Monti and Ranieri, 2016). 
[bookmark: _Toc105881606][bookmark: _Toc105935400]Sales and marketing:
All the sales and promotional managers attract guests to sell the hotel services by providing offer details, membership opportunities, etc. collaborating with other departments. The marketing manager may collect and accumulate hotel guests’ expenditure sectors and patterns for further better service quality. 
[bookmark: _Toc105881607][bookmark: _Toc105935401]Housekeeping Department:
In the Chinese Budget Hotel, this department usually maintains living accommodation - schedule for room cleaning and sanitation, changes of clothing, laundry, trash removal; air condition on higher than room temperature as UK people are used to cold weather, British visual paintings, etc. Cross-Cultural Model suggested that the staff will have to understand the values and preferences of the UK guests. They may keep a few British journals and combined magazines of China- the British, and British Cinema broadcasting facilities to engage with cultural differences. The operational stakeholders here are the housekeeper, and deputy housekeeper (Sanon, 2013). 
[bookmark: _Toc105881608][bookmark: _Toc105935402] Event planning: 
This department selects the conference venue. The division may provide some attractive packages – food package, discount offer collaborating with other concerned departments. The event manager will ensure guests provide their native environment and food facilities. The Group Coordinator, meeting coordinator, and conference managers may provide an eco-friendly and sanitized conference room. 
[bookmark: _Toc105881609][bookmark: _Toc105935403]Food Preparation and Beverage Service: 
This department always enriches with expert cooks, food items, good hospitality, etc. Tea and chocolate digestive are prime British Snacks and beverages. This item may attract guests. If the Christmas time is near at hand, the arrangement of a Christmas plate dinner will be preferred by the guest soul as British cultural practice. Chicken tikka masala’ is another food in British Chinese restaurants which may be another attractive arrangement as a trick to sustain good managerial performance sense. Other supportive departments will deliver food well mannered.  
[bookmark: _Toc105881610][bookmark: _Toc105935404]Human Resources Department:
This department recruits’ employees who are adaptable to cultural diversity and provides rewards for good management performance/introduction of new applicable practices. The benefits administrator may provide support for newly appointed participants to train them.
[bookmark: _Toc105881611][bookmark: _Toc105935405]The complexities and Recommendations in Cross-Cultural Model:  
· Diversity in body language, greetings, hygiene, emotional expression, food pattern, etc. often confuses the management process (Best, 2020). 
· The understanding of other cultural practices always happens through own cultural understanding pattern. It often hampers the service quality. 
[bookmark: _Toc105881612]

[bookmark: _Toc105935406]Dos and Don’ts: 
	Do’s
	Don’ts:

	[bookmark: _Toc105881613]Careful maintenance of food requirements
	Extra Payments and diverse food services are rather preferable

	[bookmark: _Toc105881614]Accommodate religious visuals and journals
	Avoid Contracts of special service 

	[bookmark: _Toc105881615]Staff education on cultural engagement 
	Avoid frequent charge of services

	[bookmark: _Toc105881616]Apply strategies to get the best staff performance, then recognize

	Not using the nonverbal communications

	Right Utilization of time 
	High Formalism, less promptness

	Cost-Effective Packages
	No determined conflict approaches



Table: Do’s and Don’t in cultural sensitivity. Source: (Yardley et al., 2018)
[bookmark: _Toc105881617]

[bookmark: _Toc105935407]Conclusion:
The Framework may help the hotel management concentrate on individual and particular phenomena. The languages and practices of the culture here got prioritized. The cross-cultural contexts are often unfamiliar with guest implications. For this reason, hotel personnel will energize internal strength the increasing service quality and raising consciousness. It increases the scope of cultural adaptability and awareness.


[bookmark: _Toc105935408]References: 
Alhendi, O., 2021. Cultural diversity, Intercultural Competence, Tolerance and the Economy: a Review. International Journal of Engineering and Management Sciences, 6(2).
Best, D., 2020. Introduction: A Culturally International Model of Psychology. Journal of Cross-Cultural Psychology, 51(2), pp.111-112.
Fog, A., 2020. A Test of the Reproducibility of the Clustering of Cultural Variables. Cross-Cultural Research, 55(1), pp.29-57.
Guizzardi, A., Monti, A. and Ranieri, E., 2016. Rating hotel quality for corporate business travel departments. International Journal of Contemporary Hospitality Management, 28(12), pp.2842-2863.
Ktait, M., 2020. The Assessment of Factors Influencing Hotel Services Consumers Behaviour. Journal of Advanced Research in Dynamical and Control Systems, 12(SP3), pp.1453-1471.
Misra, V., 2012. Management of Cross-Cultural Teams: Problems and Effective Management of Cross- Cultural Teams. SSRN Electronic Journal,
Quality - Access to Success, 2021. Hotel Guest Satisfaction and Service Quality: Evidence from Czech Safari Hotel. 22(185).
Ramalu, S. and Subramaniam, C., 2019. Cultural intelligence and work engagement of expatriate academics: The role of psychological needs satisfaction. International Journal of Cross-Cultural Management, 19(1), pp.7-26.
Sanon, M., 2013. Hotel housekeeping work influences on hypertension management. American Journal of Industrial Medicine, 56(12), pp.1402-1413.
Shykina, O., 2019. RESEARCH OF OPERATION OF MARRIOTT INTERNATIONAL HOTEL CHAIN. Pryazovskyi Economic Herald, (6(17).
Yardley, S., Westerman, M., Bartlett, M., Walton, J., Smith, J. and Peile, E., 2018. The do’s, don’t and don’t know of supporting transition to more independent practice. Perspectives on Medical Education, 7(1), pp.8-22.
Zhang, F., Xiao, Q. and Lee, S., 2021. What drives cross-border acquisitions of hotel companies based in an emerging economy? A study on Chinese hotel corporations. Journal of Hospitality and Tourism Management, 49, pp.481-493.

image3.jpeg
g O

& DRINK

i
Qe





image4.png
New Culture

Approaches to conflict

Use of silence. Myths & stories.

Verbal communication  Use of time.

Individual

Body language

Religious and spiritual practices

Sporting practices





image1.emf

image2.jpeg
Strategic
+ Organisation abilty
+ Knowledge management
+ Problem-solving and

decision-making ability

Social Individual
* Capacity for teamwork * Willingness to learn
* Empathy and tolerance * Flexibiity

* Ability for meta communi- « Tolerance of ambiguity
cation and adaptabilty « Optimism

Intercultural
Context

Professional

* Know-how
* Working experience
* Knowledge of infrastructure




