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Executive Summary
The report’s purpose is to help hotel staff while dealing with international visitors and enhance their experience. It will actually highlight the importance of cultural intelligence and sensitivity in the process of welcoming and giving a nice welcoming and experience during the international visitors stay. Hofstede’s Cultural Framework will be included in order to be able to have a better understanding about the Chinese culture and how Shangri-La hotel’s staff should treat the people from China. 
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The main subject will be Shangri-La Hotel in London that is dealing with a huge number of international visitors, mainly Chinese, and for this reason, the staff should know how to deal with them in order to fit in their culture and make their stay enjoyable. (Sander, 2019). There will be used cultural theories and model for a better understanding of the subject. The front-desk office department will be a subject of discussion because of the fact that they are the first that take contact with the international visitors of the hotel and leave a first impression for the hotel guest. Moreover, there will be a short briefing table with Do’s and Don’t in order to have like a summary of the details mentioned in the report.
[bookmark: _Toc84281261]Chinese Culture in UK hospitality
The Chinese people are numerous and for this reason, in the past 10 years, they are more interested in visiting Europe with the purpose of luxury shopping or group tours around Europe. For sure, London is one of the most visited cities in Europe and for this reason, Shangri La chain have expanded and it is successfully attracting tourists from China. (Savills World Research, 2014). The important fact to mention is that Chinese people are looking for stays in core locations no matter in what age group they take part and they expect the maximum of comfort. (Jing Daily, 2014).
It is also important that the hotel staff to be informed about the cultural and religion related holidays the people in China have. For example, while in Europe the first three month of the year, January, February and March are considered the lowest in matter of visitors, Chinese people have been visiting mostly London at the end of January until the first week of February to celebrate the Chinese New Year. In this matter, it is important to take into consideration which year is the current one in order to be able to meet special requirements from Chinese visitors in case it is needed and also creating several packages in advance that link with the Chinese holidays. (Landman, 2021).
On the other hand, the first impression is considered vital in the hospitality industry because of the fact that it influences the behavior of the customer and their experience at Shangri-La Hotel London. (Wallace, 2019). Meeting the Chinese etiquettes is a sign of respect and Shangri La Hotel staff should be accommodated with. For example, during a meeting it is a sign of respect in the Chinese culture to shake hands, as well as using their full names while greeting in the hotel. Another interesting fact in matter of etiquettes is that Chinese people are sensitive and they do not like to speak or be spoken loudly. (e-Diplomat, 2021).
Another important hint linked to the Chinese culture is the fact that numerology is very important for them. For example, the 4 number is an unlucky number, so for this reason the hotel Staff should not assign a room with the number 4 in it in order not to offence the Chinese guests. Instead, the number assigned to luck and wealth is 8 and the Chinese guests will be extremely happy if the room number will have in its composition the number 8. (Pang, 2021).
Accepting payments via Alipay and WeChat is vital while it comes to Chinese visitors and for this reason these details which seem important should be visible on the website but also at the concierge. This aspect will satisfy and at the same time help in the retaining the Chinese customers because of the fact that they will not need to pay extra fees and taxes while paying for their stay at the Shangri La London Hotel. (Yuan, 2021).

Hofstede’s Cultural Dimensions

Small vs. Large Power Distance
It is important to mention the fact that in the Chinese culture the position in society should be taken into account as the people tend to seek respect while they are richer than the majority. The gap between social classes is very obvious and highlighted even regarding the culture and traditions. The same happens in business where the managers and CEO’ of companies are treated more special than other employees. For this reason, the Shangri La hotel staff should take into consideration the background of their employees. (MSG, 2020).

Individualism vs. Collectivism
These two concepts are usually related to the region and type of culture every Chinese citizen has. First of all, there are communities that sustain individualism and others that integrate people in groups as it is something natural and here is where people tend to make connections. (MSG, 2020).

Masculinity vs. Femininity
Because of the fact that in the Chinese culture the paternalism is more sustained and considered superior, the women should be treated different than men that are considered superiors. For this reason, the hotel staff should be aware of the treatment given for men and women as not to offence them in any way. (MSG, 2020).

Weak vs. Strong uncertainty avoidance
It is also important to have in mind that Chinese people are strictly obeying laws as they are controlled by their communist system on a large scale and for this reason, the Shangri – La hotel’s staff should show respect and ask for guidance rather than making decisions right away. (MSG, 2020).

Long vs. Short term Orientation
The fact that Chinese people ae focused more on long term goals and achievements should be taken advantage of by Shangri La hotel because making them loyal to the hotel assures that those people will more likely choose Shangri La at their next visit in London as well as recommending further the hotel. (MSG, 2020).

Indulgence vs. Restraint or Aggressiveness
People in China are not indulgent but also not aggressive and for this reason, the hotel’s staff should be aware of having a normal temper while dealing with the community. (MSG, 2020).
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	Department/ Function
	DO & DON’T

	· Front Desk Officers
	· Greet the visitors by their mother language 
· Offer rooms that have in composition the number 8
· Do not look angry or unsatisfied Do not offer rooms containing number 4 in it

	· Manager 
	· Take into account The Chinese New Year Holiday 
· Do not address on the visitor’s first name 
· Create offers and packages for Chinese holidays 
· Do not accept attentions or gifts without refusing for a few times (Wiley, no date)

	· 
	· 

	· Bell Boy

	· Respect the Chinese Etiquettes 
· Do not disrespect the guests that are from different minorities (Pang, 2021)

	
	

	· HR Manager 
	· Do not make very personal contact, such as hugs (Silver, Delving, Huang, 2021) 
· Accept payments via WeChat and Alipay

	
	



Conclusion
In conclusion, Shangri La hotel should do research and be able to adapt while dealing with people from China as it increases the chances to have them as loyal guests on long term as well as hosting events that are bringing success and benefits for the hotel. 
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