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Report For Hotel Staff in Managing Guest Experience for International Visitors
Introduction
The fundamental role of hotel staffs is to ensure that the daily operations of hotel run smoothly to the customer’s satisfaction. Every employee, from part-time front desk personnel to laundry room attendants and other departments, plays a part in the hotel's continuous and everlasting performance. The front office department staffs specifically play an essential role in welcoming and ensuring the guests even from international countries feel at home and welcomed. In certain situations, some guests are from divergent cultures and backgrounds, and thus there is the need for staff to be culturally sensitive and more intelligent, to ensure the guests are fully satisfied with the services provided. The report aims to assist the staff in Mara Serena Safari Hotel located in Masaai Mara Game Reserve in Kenya, prepare and manage visitors from China to ensure maximum satisfaction of the guests.
Having a clear comprehension concerning the visitor’s culture is critical to ensure optimum satisfaction during the time and stay at the hotel. Cultural intelligence is the skill to relate and work effectively in a culturally diverse workplace (Suryanarayanan et al. 50). In this situation, the hotel staff in Kenya will host guests from China, which means individuals from totally divergent cultures will be interacting and therefore there is the need to be culturally intelligent. Developing an understanding and awareness of different cultures can help visitors from different backgrounds and hotel staff interact more effectively. Since individuals from divergent countries will be together, the concept of cultural sensitivity comes in (Darvishmotevali et al. 52). There are differences between people and individuals can cooperate and work together without being separated by their cultural differences from each country. Cultural awareness and sensitivity are therefore extremely significant in the hotel, from both guest and staff perspectives (Yurur et al. 40). Incorporating it in the hotel management strategy will greatly improve the level of guest and staff satisfaction, resulting in better reviews, thus a win-win situation (Ratasuk and Charoensukmongkol np). Cross-cultural communication theories help to improve the understanding of the importance of proper communication practices in a diverse setting. A culture consists of unwritten and written principles and laws that guide how an individual interacts with the outside world. 
Cross-cultural communication has been influenced by a variety of disciplines. It is necessary to avoid misunderstandings that can lead to conflicts between individuals or groups. Since the Chinese language may be a barrier between the staff and guests, introducing some general knowledge concerning their backgrounds may be helpful to the staff (Koc). That happens to be the strength of the cross-cultural theory, where one can predict the outcome when two divergent cultures interact for the first time. It will assist the staff to prepare and learn some new and common Chinese language, for instance, welcome. Cross-cultural communication creates a feeling of trust and enables cooperation (Adler and Aycan 310). The limitation of the theory in this situation is that the staff tend to practice so many foreign languages depending on the guests, thus it tends to be time-consuming for the hotel to train the staff. The focus is on providing the right response rather than providing the right message to the clients. Any form of misunderstanding between both parties can result in inappropriate talks and miscommunications. Therefore, through this understanding, the staff will be able to manage the visitors appropriately. There are various departments in the hotel that, such as housekeeping, kitchen, and front office departments, that may require extra effort in ensuring the guests are satisfied with the services (Nimri et al. 370). In welcoming the visitors, the staffs need to pay close attention to these specific areas to ensure the service delivery is right. It is a critical stage because it will determine if the guests will come back again, according to how they were welcomed. The hotel housekeeping department is one of the most essential sections of a hotel. The department is mainly responsible for cleaning and maintenance. The staffs need to show high level of professional welcoming and ensure that the guests will have minimal disturbances either from outside or inside the game reserve. Generally, housekeeping staff has to face a guest frequently, thus the need for understanding cross-cultural communication concepts. The above departments might need to adapt their service delivery to accommodate the guests’ specific cultural norms and requirements (Sayin and Karaman 190). The table below illustrates the Do’s and Don’ts of staff in Mara Serena hotel in managing guests from China.
	Do’s
	Don’ts

	In the housekeeping departments, presentation is everything. A clean and tidy place will always be welcoming, and the guests tend to be very conformable. To start by welcoming them, Chinese people like cool environments, and therefore the staff should commence by cleaning any cobwebs around the top of the walls and light fittings and finish by mopping or vacuuming the floor (Nimri et al. 370). Through this, the guests will feel appreciated, which will lead to better reviews, hence more clients to the hotel.
	The housekeeping department is also responsible for collecting all waste bins in the rooms. Whether small, it should not be left in the room for more than a single day since it will start giving an odour in the room. They will also attract insects and other pets making the visitors feel unwelcomed to the hotel. It is a requirement for the staff not to allow strangers or other guests to enter rooms without permission. As a hotel staff, being discreet is key to ensuring and showing respect to the guests.

	The food production or the kitchen department is another critical branch in ensuring customer satisfaction. According to the Chinese culture, the sea foods are mostly their main dish and thus, the staff should take keen consideration to ensure the facility has some available kinds of seafood to prepare for the guests. The sequencing of the meal should be followed throughout the day, including desserts and appetizers. It will make the guests feel at home.
	It is essential not to engage or try to befriend the guests so that they may give extra money. Some clients may find it okay to engage in conversation, but some do not like it. To adapt to their needs, it is reasonable not to fully serve only plates of seafood the entire day, since they may also want to change from their local foods. Sometimes alternating the meals is significant.

	The front office department is another critical department, where the staff should make eye contact, smile, and greet every guest, as it is a show of politeness and warm welcome. As front office staff, keeping a positive attitude and controlling body language whenever around guests is significant (Sayin and Karaman 190). They should concentrate not only on the client in front, but also acknowledge any waiting guests in the reception, as it portrays appreciation and a welcoming heart.
	Staff should not be rude to the guests or show any form of unwanted behavior. Discriminating against customers because of their cultures and background is not permitted (Nguyen). 
Failing to follow check-in and check-out list.
Forgetting to complete work or to follow up on customer requests.
Failing to acknowledge the guests is a show of rudeness and should be not tolerated by any staff in any department.



Conclusion
Hotel personnel should be well prepared to receive any guests from divergent cultures, since hospitality is a major sector in tourism that assists in boosting the economy of the host country. Hotel staff ought to be well informed of the various cultural concepts of different people around the world so that when a time reaches when certain individuals’ visit the hotel, there will be no barriers between both parties. All the departments responsible for welcoming the visitors should have their staff organized, as it will instil a sense of belonging to the visitors and they will be fully satisfied.
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