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Executive Summary
This report aims to educate hotel workers about the value of cultural sensitivity and intelligence when managing the guest experience for tourists from other countries. We analyse the necessity of cultural sensitivity and consider the implications for hotel guest services when hosting visitors from a particular foreign nation by applying pertinent cross-cultural theories and models. We also provide a thorough table of "Do's and Don'ts" that may be used as a briefing guide for hotel workers, describing the particular cultural norms and regulations to take into account across all hotel departments and functions.
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Background and Rationale
In today's globalized world, hotels often cater to a diverse range of international visitors. Understanding the unique needs, preferences, and cultural expectations of these guests is crucial for providing exceptional service and ensuring a positive guest experience. 
Cultural intelligence
Cultural intelligence is the ability to understand and navigate effectively across different cultures, encompassing knowledge, awareness, and adaptability to foster positive interactions and relationships (Farrell. 2020).
Significance of Cultural Intelligence
The significance of cultural intelligence lies in its ability to promote positive and meaningful interactions among individuals from different cultures (Earley and Mosakowski. 2004). It helps in reducing misunderstandings, miscommunications, and conflicts that may arise due to cultural differences. 
Impact of Cultural Sensitivity on Guest Experience
Cultural sensitivity enhances the guest experience by fostering inclusivity, respect, and understanding, resulting in a more positive and memorable stay (Kulach. 2018).When hotel personnel demonstrates cultural sensitivity, it positively influences the guest experience in several ways:




Benefits of cultural intelligence 
There are following some benefits of cultural intelligence for hotel personnel (Jones. 2018):
 (
Improved customer satisfaction
)

 (
Effective communication
)

 (
Competitive advantage
)

Cross-cultural theory
One relevant cross-cultural theory is Hofstede's cultural dimensions model (John. 2023). If we consider guests from Japan, for example, understanding their cultural values is essential. Hotel personnel should be aware of these cultural traits and demonstrate respect, humility, and politeness when interacting with Japanese guests. They should also provide a sense of harmony and attention to detail in service delivery, as Japanese culture values order and precision.
Comprehensive Analysis of Two Countries
To enhance the guest service experience through cultural understanding, a comprehensive analysis of the two countries should be conducted to identify key cultural differences, customs, and behaviors. This information can then be summarized and included in a hotel handbook to guide staff in delivering excellent guest service tailored to the specific needs and expectations of international guests.
Japan
Japan has a rich cultural heritage and traditions that significantly influence the behaviour and customs of its people. Some key cultural differences to consider are:
a). Bowing:
In Japan, bowing is a customary greeting and a way to show respect (Chuo. 2023). Staff should be trained to bow slightly when greeting guests and to reciprocate when bowed to.
b) Punctuality:
Japanese culture places a strong emphasis on punctuality. Hotel staff needs to be prompt in their service and ensure that check-in and check-out processes are efficient.
c) Shoes and Slippers:
It's customary to remove your shoes in Japan while entering homes and other traditional structures. Hotels might provide slippers for visitors to use while on the premises, and they might have designated areas to store shoes.
d) Gift-Giving:
The act of gift-giving is significant in Japanese culture. It is recommended to provide guidelines to staff regarding appropriate gifts for different occasions and how to present them respectfully.
Brazil
Brazil is known for its vibrant culture, diverse population, and warm hospitality. Understanding key cultural differences will help provide exceptional service to Brazilian guests. Consider the following:
a) Personal Space:
Brazilians tend to have a closer personal space compared to some other cultures. Hotel staff should be mindful of this and avoid invading personal space unintentionally.
b) Greetings: 
Brazilians are generally warm and affectionate in their greetings. Handshakes, hugs, and cheek kisses are common forms of greeting. Staff should be aware of this and adapt their greetings accordingly.
c) Time Flexibility: 
In Brazil, there is a more relaxed attitude towards time compared to some other countries. Being flexible and understanding delays or schedule changes can contribute to a positive guest experience.
d) Language: 
Although Portuguese is the official language, many Brazilians may also speak English. Having staff members who can communicate in Portuguese or providing basic Portuguese phrases in the hotel handbook can be helpful.
By incorporating these recommendations into the hotel handbook, staff members will be better equipped to provide exceptional guest service by understanding and respecting the customs and cultures of international guests. 
Department Function needs to adapt:
The front desk, housekeeping, and food and beverage departments/functions, among others, must adapt their service delivery to accommodate guests with different cultural norms and requirements. They must identify cultural preferences for in-room amenities and cleaning norms to do this, as well as employ multilingual staff, respect food limitations, offer accommodations for guests with impairments, and respect dietary restrictions.
Comprehensive table of "Do's and Don'ts"
	Department/Function
	Do's
	Don'ts
	Practical Guidelines
	Examples of Interactions with International Guests

	Front Desk
	- Greet guests with a warm smile and friendly demeanour.
	- Ignore or neglect guests' requests or concerns.
	- Be attentive and responsive to guests' needs.
	- Offer a friendly greeting in the guest's native language.

	Housekeeping
	- Maintain clean and tidy rooms with attention to detail.
	- Enter occupied rooms without proper notification or permission.
	- Respect guests' privacy and personal belongings.
	- Provide extra slippers for guests from Asian countries that prefer to remove shoes indoors.

	Food and Beverage
	- Ensure prompt and attentive service throughout the dining experience.
	-Rush guests or hover around their table unnecessarily.
	- Accommodate dietary restrictions and preferences.
	- Provide chopsticks alongside silverware for guests from East Asian countries.

	
	- Maintain a clean and hygienic dining area.
	- Make assumptions about guests' food choices or preferences.
	- Offer diverse cuisine options suitable for all guests.
	- Explain the ingredients and cooking techniques of a dish to guests from Europe.

	Concierge
	- Offer personalized recommendations and assistance.
	- Disregard guests' requests or fail to follow up on them.
	- Familiarize yourself with popular attractions and events.
	- Provide a list of halal restaurants to guests from the Middle East.

	Sales and Marketing
	- Develop targeted marketing campaigns for international markets.
	- Assume that one approach fits all cultures and markets.
	- Adapt marketing materials to reflect diverse cultures.
	- Promote special offers and discounts for guests from South America during popular holidays celebrated in their countries.



Conclusion
In conclusion, in today's globalized hospitality sector, cultural awareness and intelligence are crucial for hotel staff. By understanding and appreciating the cultural differences of international guests, hotel staff can provide exceptional service and create a positive guest experience. 
The hotel handbook should emphasize the importance of cultural sensitivity and open-mindedness, encouraging staff to embrace and respect diverse customs and traditions. By doing so, hotel personnel can enhance communication, build trust, and demonstrate empathy towards guests from different cultural backgrounds.
Recommendations:
To effectively incorporate cultural intelligence and sensitivity into hotel operations, two key recommendations for staff are:
· Provide an overview of the cultural customs and behaviours of the target countries to help staff understand and respect the differences.
· Provide tips on non-verbal communication, such as body language and gestures, to avoid misunderstandings.
· Include a language section with commonly used phrases and translations for essential guest interactions.
By implementing these recommendations and emphasizing the importance of cultural intelligence and sensitivity, hotels can enhance their guest service experience, build strong relationships with international visitors, and establish a reputation for exceptional service in the global hospitality industry.
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