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[bookmark: _a1syg3pti622]Introduction
Cultural sensitivity and intelligence are vital for the hotel personnel in delivering service and providing exceptional guest experience to the international visitor. Thus, the report will be based on evaluating cross-cultural theories and models towards highlighting the importance of adopting different cultural practices in delivering a better guest experience to the Chinese visitor. The report will demonstrate the role of hotel staff in managing and preparing guest experience for the international visitor. With the application of cross-cultural theories, it will discuss the significance of cultural sensitivity and intelligence among hotel personnel.


[bookmark: _eisx1e7m97bq]“Role of hotel staff in preparing and managing guest experience for international visitors”
The hotel staff play an important role in managing and preparing the guest experience for international visitors. From the initial moment of guest arrival at the hotels, the interactions of staff and attention towards detail can significantly impact their overall experience and stay (Rahimian et al., 2021). Firstly, the front staff welcomes visitors with professionalism and ensures an efficient check-in process. They provide assistance with the currency exchange language barriers and also offer valuable information regarding the cultural norms and local attractions. Moreover, the housekeeping staff also play a vital role in engineering the comforts of the guest by maintaining cleanliness and well-equipped rooms along with providing amenities suited to international travellers like multinational TV channels, international power circuits, adaptors and so on. The food and beverage staff of the hotels tend to have the responsibility of enhancing the guest experience by offering diverse dining options which catered towards international palettes and dietary restrictions (Baek et al., 2020). With dedication, attention and knowledge, the hotel staff can create memorable and enjoyable experiences for international visitors while making them feel welcome, comfortable and immersed in local cultures throughout their stay.
[bookmark: _4advvc832etu]“Cross-cultural theories and models in evaluating why cultural intelligence and sensitivity are essential for hotel personnel”
Cultural sensitivity and intelligence are the most essential factors for the hotel personnel as they are engaged with the guests from different cultural backgrounds including guests from China. One of the relevant cross-cultural theories is the cultural intelligence model which was developed by Earley and Ang. As per this model, cultural intelligence should involve the ability in understanding and adopting different cultural norms behaviour and values. The hotel staff with high cultural intelligence are better equipped towards navigating cross-cultural interactions and anticipating the needs of the guest and providing personalised services (Afsar et al., 2019). In the context of the guest from China, cultural sensitivity and intelligence are most crucial as Chinese guests tend to have a unique cultural heritage involving distinct communication styles, etiquette and social system.
Another relevant cross-cultural theory is Hofstede cultural dimension theory which highlights the cultural variations in areas like power distance, individualism versus collectivism, femininity versus masculinity, uncertainty avoidance and short-term versus long-term orientation. The hotel staff developed cultural sensitivity and intelligence by understanding these dimensions which also enabled them to provide exceptional guest service. For instance, China has a high-power distance which indicates that individuals expect hierarchical relationships and deference towards authority (Lam et al., 2021). Hotel staff are required to be aware of this cultural aspect towards ensuring appropriate interactions with the Chinese guest along with showing respect and deference towards senior members or decision makers within the group. Moreover, Chinese guest often prioritises group harmony and face-saving in social interactions. Therefore, the hotel staff is required to maintain cultural sensitivity by avoiding competition or embarrassing situations in front of others. Nonverbal communication like maintaining possible space and avoiding direct eye contact is essential while interacting with the Chinese guest. Moreover, Chinese might also have a specific preference associated with dining options like preferences for hot water or tea, Chinese breakfast items or catering towards dietary restrictions (Paparoidamis et al., 2019). Therefore, the hotel staff is required to have knowledge regarding Chinese cuisine and adapt menu offerings accordingly, along with providing information or recommendations based on the guest's preferences.
Thus, cultural sensitivity and intelligence are vital for hotel personnel in providing exceptional guest service to Chinese visitors. By respecting and understanding Chinese cultural norms, preferences and values, hotel staff can create a welcoming and comfortable environment leading towards positive and memorable guest experiences.
[bookmark: _w87ny9bzes6f]“Relevant hotel departments/functions”
Front desk staff: The front desk staff is required to be culturally sensitive and knowledgeable regarding different cultural practices. They should greet guests respectfully while using appropriate forms of address and be prepared in addressing any culturally specific request or needs.
Housekeeping: The housekeeping staff is required to be trained in understanding and respecting the cultural preferences of the guest (Park et al., 2019). They have the responsibility of ensuring that the room configurations like bed arrangements have been adjusted as per the cultural norms and preferences of the international guest.
Food and beverage department: The food and beverage team play a crucial role in accommodating the cultural requirements of the guest associated with dining. It involves offering a diverse range of cuisines which cater to different dietary restrictions or preferences. They are required to be knowledgeable regarding specific cultural dining customs in enhancing the guest experience.
[bookmark: _d3oq1pc5p3jv]

[bookmark: _22tdnslxe05r]Summary
From the report, it has been concluded that cultural sensitivity and intelligence are essential for the hotel staff wall managing and preparing guest experience for international visitors such as guests from China. Understanding and respecting cultural values, norms and preferences will enable the hotel staff in creating a welcoming and inclusive environment auditing towards positive and memorable guest experiences. To enhance service delivery the hotel staff is required to consider the following recommendation:
· The hotel is required to provide cultural sensitivity training to all the staff members and focus on the customs traditions and preferences of different international guest segments.
· It is recommended to foster an open and inclusive communication environment in which the guest will be comfortable in expressing their specific cultural preferences and needs. Implementation of these recommendations with enable the hotels to cater effectively towards the diverse needs of the international guest and exceed their expectation.
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