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[bookmark: _Toc129034383]Executive Summary
This report examines the importance of cultural intelligence and sensitivity in managing the experiences of international visitors from the U.S. in hotels. The report identifies critical implications for hotel guest service for U.S. guests, including the importance of effective communication, high standards of hygiene and cleanliness, and accommodation of dietary preferences and requirements. To meet the needs and expectations of U.S. guests, hotels must coordinate efforts across various departments, including front desk, housekeeping, food and beverage, and concierge. Recommendations for hotel staff include providing personalized recommendations and assistance to guests and accommodating dietary preferences and requirements. By implementing these strategies, hotels can provide exceptional guest service and build a loyal customer base among U.S. guests.

[bookmark: _Toc129034384]Hotel Handbook for Managing Experiences of International Visitors from the U.S.
In today’s globalized world, the hospitality industry plays a significant role in hosting international visitors from diverse cultural backgrounds. This report aims to provide a comprehensive hotel handbook for managing the experiences of international visitors from the U.S. Cross-cultural theories and models will be used to provide a theoretical framework for understanding cultural differences and their impact on guest experiences. Additionally, cultural intelligence and sensitivity will be emphasized as essential skills for hotel staff to ensure effective communication, avoid misunderstandings, and provide a positive experience for all guests. The report will provide practical recommendations and strategies to help hotels enhance their cultural competence and provide international guests with a welcoming and inclusive environment.
[bookmark: _Toc129034385]Why Cultural Intelligence and Sensitivity are Essential
Cultural intelligence and sensitivity are essential skills for hotel personnel to effectively manage the experiences of international visitors from the U.S. Cultural intelligence (CQ) is defined as “the capability to function effectively in culturally diverse situations” (Earley & Ang, 2003, p. 276). It comprises four dimensions: cognitive, physical, emotional, and behavioral. These dimensions involve understanding and managing cultural differences, adapting to new environments, and communicating effectively across cultures (Ang & Van Dyne, 2015). Cross-cultural theories and models provide a framework for understanding the complex nature of cultural differences and their impact on guest experiences. 
One of the most relevant cross-cultural theories for the hospitality industry is Hofstede’s cultural dimensions theory. According to Hofstede, six dimensions can be used to compare and contrast cultures: power distance, individualism-collectivism, masculinity-femininity, uncertainty avoidance, long-term orientation, and indulgence-restraint. These dimensions influence how people communicate, behave, and perceive their surroundings, significantly impacting guest experiences (Wu, 2006). For example, a hotel guest from a culture with a high power distance may expect to be treated with deference and respect by hotel staff. In contrast, a guest from a culture with low power distance may prefer a more informal and egalitarian approach.
Another relevant model is the cultural iceberg model, which suggests that culture is like an iceberg, with visible aspects such as food, dress, and language and hidden aspects such as values, beliefs, and assumptions. Hotel personnel must know these hidden aspects to avoid cultural misunderstandings and provide a positive guest experience. For example, a hotel staff member unaware of a guest’s religious beliefs may inadvertently offer them a dish containing pork, which is prohibited in certain religions.
To develop cultural intelligence and sensitivity, hotel personnel must undergo training and education that exposes them to different cultural perspectives and provides them with the skills to communicate and engage with guests from diverse cultural backgrounds effectively. This can include cultural awareness, language, and cross-cultural communication training. Additionally, hotel management must foster a culture of inclusivity and diversity, where cultural differences are respected and celebrated.
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U.S. guests have certain expectations regarding hotel service, and hotels must meet or exceed these expectations in providing a positive guest experience. First and foremost, U.S. guests expect high customer service from hotel staff. It includes being greeted warmly upon arrival, anticipating their needs, and receiving prompt and efficient service throughout their stay. Hotel personnel must be trained to provide personalized service that meets guests’ needs and preferences. This can include everything from offering a welcome gift to recommending local attractions and restaurants.
In addition to exceptional customer service, U.S. guests also expect high-quality amenities and accommodations. It includes comfortable and clean guest rooms, a range of on-site amenities such as a fitness centre or pool, and high-speed internet access. Hotel staff must ensure that these amenities are well-maintained and regularly updated. Another important consideration for U.S. guests is safety and security. International guests may be unfamiliar with the local area and have concerns about safety and security. Hotel personnel must be able to provide reassurance and guidance on how to stay safe in the surrounding area. 
Finally, U.S. guests may have specific dietary preferences or requirements that must be accommodated. This can include offering vegetarian or gluten-free meal options or information on local restaurants meeting these nutritional requirements. Hotel staff must be knowledgeable about these dietary preferences and be able to provide recommendations that meet the needs and expectations of U.S. guests.
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Adapting service delivery to accommodate U.S. guests requires a coordinated effort from various hotel departments. The following departments might need to adapt to the needs of such guests:
· Front Desk: The front desk is the first point of contact for guests, and the staff must be trained to deliver exceptional customer service that meets the expectations of U.S. guests. This includes being able to communicate effectively in English, providing information on local attractions and restaurants, and accommodating guest requests in a timely and efficient manner.
· Housekeeping: U.S. guests place a high value on cleanliness and comfort, and the housekeeping department must maintain high standards of hygiene and cleanliness. The housekeeping staff must also be trained to clean the rooms thoroughly and promptly, paying attention to every detail and ensuring that the guest rooms meet the expectations of U.S. guests.
· Food and Beverage: The food and beverage department must be able to accommodate the dietary preferences and requirements of U.S. guests. This includes offering vegetarian, vegan, and gluten-free options, as well as providing information on local restaurants that meet these requirements.
· Concierge: The concierge department is critical in helping U.S. guests navigate the local area and recommending local attractions and activities. The staff must be knowledgeable about the local area, fluent in English, and able to provide personalized recommendations that meet the needs and preferences of U.S. guests.
Figure 1: A table summary of dos and don’ts for hotels receiving international guests from the U.S
	Do’s
	Don’ts

	Train staff to deliver exceptional customer service that meets the expectations of U.S. guests
	Make assumptions about guests based on cultural stereotypes

	Maintain high standards of hygiene and cleanliness in guest rooms and public areas
	Overlook dietary preferences and requirements of U.S. guests

	Offer vegetarian, vegan, and gluten-free options in the food and beverage department
	Assume that all U.S. guests are fluent in the local language

	Provide information on local attractions and restaurants in English
	Ignore cultural differences in communication styles and nonverbal cues

	Be knowledgeable about the local area and provide personalized recommendations
	Make guests feel unwelcome or uncomfortable by failing to accommodate their needs and preferences



[bookmark: _Toc129034388]Conclusion and Recommendations for Staff
In conclusion, managing the experiences of international visitors from the U.S. requires cultural intelligence and sensitivity on the part of hotel personnel. By understanding cross-cultural theories and models and adapting their service delivery to meet the expectations and needs of U.S. guests, hotels can provide exceptional guest service and build a loyal customer base. To enhance the guest experience, the hotel staff must prioritize effective communication and attentiveness to guests’ needs and preferences. Recommendations for staff include providing personalized recommendations and assistance to guests and accommodating dietary preferences and requirements. By implementing these two recommendations, hotels can establish a reputation for providing exceptional service and enhancing the guest experience.
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