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[bookmark: _Toc128952329]  INTRODUCTION
The necessity of worldwide travel has made it necessary for hotels to accommodate the particular requirements and tastes of visitors from other countries. Cross-cultural differences can have an impact on customers' satisfaction and loyalty, so hotel staff must be sensitive to and knowledgeable about different cultures to create a seamless guest experience (Leon, 2019). A wide variety of foreign visitors stay at the famous Mandarin Oriental Hyde Park in London. The hotel staff must be aware of and sensitive to the cultural norms and expectations of its customers to deliver great guest experiences (Sun et al., 2020).
Using pertinent cross-cultural theories and models, this research intends to provide recommendations for managing the guest experience for visitors from abroad at the Mandarin Oriental Hyde Park.  A wide variety of foreign visitors stay at the famous Mandarin Oriental Hyde Park in London. The hotel is situated in Knightsbridge, one of the most exclusive areas of London, and is within walking distance of major tourist attractions such as Hyde Park, Buckingham Palace, and Harrods. The hotel also has a ballroom that can accommodate up to 600 guests, making it an ideal venue for weddings and events. The hotel is known for its exceptional service and luxurious amenities, making it a popular choice for both business and leisure travellers (Mandarin Oriental Hotel Group Limited, 2023). The hotel staff must be aware of and sensitive to the cultural norms and expectations of its customers to deliver great guest experiences (Lam, Cheung and Lugosi, 2021). Using pertinent cross-cultural theories and models, this research intends to provide recommendations for managing the guest experience for visitors from abroad at the Mandarin Oriental Hyde Park. In addition to offering advice for managing the guest experience for guests from China, an important foreign market for UK hotels, this report seeks to explore critically the reasons why cultural intelligence and sensitivity are essential for hotel staff (Baek, Choe and Ok, 2020).



[bookmark: _Toc128952330]IMPORTANCE OF CULTURAL INTELLIGENCE AND SENSITIVITY FOR HOTEL PERSONNEL
Hotel staff members need to be sensitive and culturally aware to comprehend and meet the demands of different cultural groups. Foreign visitors could have distinct communication preferences, standards for the quality of their services, and tastes in food and drink, among other factors (Zhang, Gerdes and Meng, 2020). The ability to provide an inclusive and inviting environment for visitors would certainly increase customer satisfaction and loyalty if hotel staff members are culturally intelligent (Jung et al., 2021).
For example, to deliver great service to Chinese visitors, hotel staff at Mandarin Oriental Hyde Park must be aware of several cultural quirks. Hierarchy, respect, and hospitality are highly valued in Chinese society (Baek, Choe and Ok, 2020). Chinese visitors must therefore be treated with respect and deference, and their requirements and preferences must be given priority by hotel staff (Koc, 2020). Chinese visitors could also have unusual dining habits, such as using chopsticks or drinking hot water with meals. The staff at the hotel needs to be aware of their preferences and capable of offering the right services and amenities to satisfy them (Chan, Gao and McGinley, 2021).


[bookmark: _Toc128952331]CROSS-CULTURAL THEORIES AND MODELS
[bookmark: _Toc128952332]HOFSTEDE'S CULTURAL DIMENSIONS MODEL
The Hofstede model of cultural dimensions is a widely used framework for comprehending cultural differences. The five aspects of culture identified by Hofstede are power distance, individualism against collectivism, masculinity versus femininity, uncertainty avoidance, and long-term versus short-term orientation. In various cultural contexts, these factors affect how individuals behave, think, and value things (Yurur et al., 2021).
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[bookmark: _Toc128751048]Figure 1: Hofstede's Cultural Dimensions Model
As a luxury hotel in London, the Mandarin Oriental Hyde Park welcomes guests from all over the world, including China. Hotel staff members need to be aware of cultural variations and adjust to them using Hofstede's cultural dimensions model to manage the guest experience for Chinese visitors efficiently (Minkov and Kaasa, 2021). Because of China's high power distance, it is important to treat visitors with respect and deference. Additionally, because of China's high collectivist culture, it is important to prioritise social harmony and group cohesion (Oriade et al., 2021). Finally, it is important to demonstrate Chinese cultural norms and values because of China's high long-term orientation. The Mandarin Oriental Hyde Park can offer unique guest experiences, boost customer satisfaction, and foster a sense of loyalty by recognising and adjusting to these cultural differences (Koc, 2020).
[bookmark: _Toc128952333]GUEST SERVICE IMPLICATIONS FOR GUESTS FROM CHINA
The UK's hotel business is heavily dependent on Chinese tourists, thus the Mandarin Oriental Hyde Park needs to be well-equipped to cater to their needs. The following are some guest service implications for Chinese guests based on Hofstede's cultural dimensions:
· High Power Distance- Chinese visitors could prefer formal, hierarchical communication, and they might anticipate respect and deference from hotel staff while dealing with them.
· High level of collectivism-Chinese visitors might place a high priority on social harmony and group cohesiveness and might choose to dine or mingle in groups rather than alone.
· Avoiding High Uncertainty-Chinese visitors may be risk-averse and seek controlled, predictable encounters (Chan, Gao and McGinley, 2021).
· Orientation for the Long Term-Chinese visitors may regard traditions and cultural heritage and may anticipate that hotel staff will respect and appreciate these things.
· Masculinity: Chinese guests may value competitiveness and assertiveness and may prefer high-quality products and services (Talalova and Werthschulte, 2020).


[bookmark: _Toc128952334]DO’S AND DON’TS AS A BRIEFING DOCUMENT FOR HOTEL STAFF
Hotel staff must modify their service delivery to account for various cultural norms and requirements to give great guest experiences to tourists from other countries. The Dos and Don'ts for managing the guest experience for visitors from abroad at Mandarin Oriental Hyde Park are listed in the following table: 
	Do's
	Don'ts

	· Show respect and deference to some guests
	· Assume all guests have the same preferences

	· Serve traditional Chinese cuisine and showcase Chinese art and culture in the hotel's decor and design to appreciate Chinese guests' high long-term orientation. 
	· Do not disrespect or disregard Chinese cultural norms and values, such as those related to hierarchy, group harmony, and tradition.

	· Offer high-quality products and services
	· Be too assertive or confrontational

	· Provide structured and predictable experiences
	· Disrespect of hierarchy or formality

	· Appreciate and respect guests' cultural norms
	· Assume guests are risk-takers or have low expectations

	· Provide personalized attention and service to meet the needs and preferences of Chinese guests.
	· Avoid making assumptions about Chinese guests based on stereotypes or generalizations. 

	· Prioritize individual needs and preferences
	· Ignore cultural traditions and heritage





[bookmark: _Toc128952335]CONCLUSION
Hotel employees must be sensitive and culturally aware, especially when interacting with customers from other countries and cultures. Understanding Chinese cultural norms and needs is essential for delivering outstanding guest experiences because Chinese tourists constitute a sizable market for the UK's hospitality sector. Hotel staff at the Mandarin Oriental Hyde Park can improve guest satisfaction and loyalty as well as draw and keep in foreign tourists by tailoring their service delivery to suit Chinese guests' unique cultural demands and preferences. To give outstanding service to Chinese visitors, hotel workers can use the Dos and Don'ts table as a helpful briefing guide.
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