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Executive Summary:
This report highlights the significance of cultural intelligence and sensitivity for hotel staff when managing the guest experience for international visitors. It critically evaluates the importance of cultural intelligence and sensitivity and focuses on the guest service implications for guests in Germany compared with Greece.








Hotel Handbook for Intercultural Competence
INTRODUCTION
Hotels are progressively adapting their services to accommodate foreign guests from a wide variety of cultural backgrounds as the global tourism sector continues to see robust growth. The employees of a hotel need to be culturally intelligent and sensitive in order to provide a satisfying stay for its patrons. This research provides an analysis and critical evaluation of the significance of cultural intelligence and sensitivity for hotel workers, as well as an examination of the consequences of providing guest services in Germany and Greece. This paper provides valuable insights into the process of modifying service delivery to fit the particular cultural norms and expectations of foreign visitors by taking into consideration a variety of hotel departments and operations.
MAIN BODY
The Importance of Having Cultural Intelligence and Sensitivity in the Hospitality Industry
Cultural Intelligence
The term "cultural intelligence" (CQ) refers to an individual's capacity to comprehend and successfully adjust to the norms and expectations of a variety of cultural settings. According to Ang et al. (2019), hotel employees that have a high cultural intelligence are equipped with the information, abilities, and attitudes essential to communicate and connect with guests of other cultures, hence increasing their experience. The ability to recognize and accept cultural differences, communicate effectively, and anticipate the requirements of guests is made possible for hotel workers through CQ. 
 Cultural Sensitivity
A heightened awareness and comprehension of cultural norms, attitudes, and behaviors is required in order to demonstrate cultural sensitivity. According to Kim et al. (2017), sensitivity helps hotel staff avoid miscommunication, stereotyping, and inadvertent offense while engaging with customers who come from a variety of cultural backgrounds. Recognizing and adjusting to the individual tastes, communication styles, and social standards of the visitors is a necessary part of the job. 
The Implications of Providing Service to Guests: Germany vs. Greece
GERMANY
Germany is renowned for its extensive and varied cultural history, which has been influenced by historical occurrences, regional variations, and creative contributions. The nation has significantly influenced a variety of disciplines, including science, philosophy, music, art, and literature. According to Hofstede Insights (n.d.), Germany is well recognized for the importance it places on promptness, accuracy, and productivity. The following adjustments should be taken into consideration by the hotel's departments and functions in order to fulfill the expectations and cultural norms of German guests:
Lobby and the Reception Area
They provide detailed and organized information about hotel services, amenities, and local attractions.
They place a premium on promptness and effectiveness throughout the whole check-in and check-out procedure.
They Provide means of communication that are organized and well-structured, such as electronic mail or printed information.
Housekeeping
Maintain high levels of cleanliness throughout the guest rooms and pay close attention to detail.
Make it possible for visitors to express precise preferences, such as whether they like a hard or soft pillow and provide explicit instructions to the cleaning staff.
Please respect the privacy of our visitors and refrain from disturbing them unnecessarily while they are here.
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GREECE
Modern Greek culture is a combination of primordial traditions and contemporary influences. In addition to moussaka, souvlaki, and tzatziki, Greek cuisine is well-known for its Mediterranean flavors. Typical Greek folk dances, such as the syrtos and hasapiko, feature regional variations and are frequently performed at social gatherings and festivals. According to Hofstede Insights' research (n.d.), Greece is well-known for its friendly hospitality, intimate interpersonal ties, and laid-back attitude towards time. The following adjustments should be considered by the hotel's departments and functions in order to fit the cultural norms and expectations of Greek guests:
Lobby and the Reception Area
They Develop personal relationships with their visitors by creating an environment that is kind and inviting.
They maintain an open mind and a laid-back attitude about the check-in and check-out timings.
They have nice discussions with the visitors and demonstrate a genuine interest in their experiences and the things they like.
Food and Beverage 
It includes a range of alternatives for traditional Greek food as well as specialties from the area.
Encourage visitors to take their time while eating, giving them the opportunity to savor their food and participate in conversation with one another. Guests should be encouraged to learn about the local culture, and suggestions for genuine eating experiences should be provided.
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The comparison of Germany and Greece reveals clear cultural differences that have an impact on how guests are treated in these two nations. 
Efficiency, timeliness, and organization should be given top priority in hotel departments and events in Germany. Front desk and reception employees should emphasize timeliness, provide thorough information, and offer organized contact routes. High standards for cleanliness should be maintained, and visitors' privacy should be respected.
Greece, on the other hand, places a high priority on friendly hospitality, intimate friendships, and a leisurely pace of life. When it comes to check-in and check-out hours, hotel departments and functions should be accommodating. They should also strike up cordial talks and provide a wide range of traditional Greek food alternatives. We should promote leisurely meals out and suggestions for real local experiences. 
[image: ]
It is significant to remember that cultural norms and expectations might differ from nation to country, thus it is always necessary to take individual visitor preferences into account. To accommodate the many demands of visitors from throughout the world, hotel staff members should constantly increase their cultural awareness and intelligence. Hotels can provide extraordinary experiences that have a good lasting impact on their foreign guests by embracing cultural differences and adjusting services appropriately. The reputation of the hotel in the international hospitality business may be improved by hotel workers by putting a high priority on cultural intelligence and sensitivity. The distinctive cultural norms and preferences of diverse foreign visitor groups should be further explored in this area in future studies in order to help hotels improve their service and meet or surpass their guests' expectations.
Here are some dos and don'ts to consider when accommodating guests from Germany and Greece:
	[image: ]
	[image: ]

	Do’s
	Don'ts
	Do’s
	Don'ts

	Do emphasize efficiency and punctuality in service delivery.
	Don't be overly casual or informal in interactions with guests
	To encourage interpersonal ties, do establish a friendly and pleasant environment
	During their accommodation or eating experiences, do not rush the guests.

	Do respect visitors' privacy while they are there.
	Don't hold visitors up or be late with your services.
	Be accommodating and laid back when it comes to check-in and check-out timings.
	Avoid being extremely formal or aloof while speaking with visitors.

	Do maintain strict standards of cleanliness in public spaces and guest rooms.
	Don't assume that visitors like small chats or intimate talks.
	Do strike up cordial talks with visitors and show genuine interest in their experiences.
	Don't undervalue the value of developing close bonds with your visitors.

	Do provide organized routes of contact, such as email or printed materials.
	Don't neglect attention to detail in housekeeping and service provision
	Do provide a choice of local specialties and typical Greek food selections.
	Don't restrict your eating selections to simply foreign or non-local fare.

	Do provide clear and organized information about hotel services and amenities.
	Don't needlessly disturb visitors or intrude on their privacy.
	Do suggest real experiences and encourage visitors to learn about the local way of life.
	Don't be afraid to provide assistance or recommendations to visitors who aren't acquainted with the area's traditions or attractions



Conclusion
When dealing with visitors from other countries, it is essential for hotel staff members to have both cultural intelligence and sensitivity. The ability of hotel personnel to understand and accommodate the cultural norms and expectations of guests may considerably improve the overall visitor experience. In this paper, the consequences for guest services in Germany and Greece were emphasized, and specific changes were suggested for a variety of hotel departments and roles. However, it is essential to recognize that cultural norms and expectations may differ from nation to country, and it is necessary to take into account the preferences of each individual visitor at all times.
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