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[bookmark: _Toc98411275]Introduction 
Many career routes and possibilities are available in the hospitality business for individuals who like connecting with people and giving them the assistance they need (Baum, 2011). Hotel management, which entails running and supervising a hotel, is one of these alternatives. Working as a hotel manager, a person may run a hotel or other institution that offers accommodation and related services for visitors (O'Fallon and Rutherford, 2011). Managers and personnel in the hotel industry must be well-versed in cultural sensitivity and intelligence. Employees at a hotel must be mindful of the cultural differences between their customers and themselves (Van Der Wagen and White, 2019). To be culturally intelligent, one must be able to interact and work well with people from a variety of cultural backgrounds. It's the capacity to adapt and thrive in a variety of environments. A deeper understanding of cultural sensitivity and awareness is provided by outlining the required skills and abilities that are necessary to succeed in cross-cultural situations (Winkelman, 2018). Intercultural competence and intelligence will be examined from the perspective of Singapore's visitors in this report. A list of doing and don'ts for hotel personnel to manage the guests of Singapore has been developed using cultural theories and models.


[bookmark: _Toc98411276]A critical analysis about the role of cultural intelligence and sensitivity for hotel personnel
Managing a hotel in the context of cross-cultural patents is highly challenging because the hotel staff and the management have to be concerned with the concept of cultural intelligence and sensitivity (Hackney-Hansen, 2015). In a particular hotel that accommodates and serves guests from around the world, the staff of that particular hotel must have to be well aware of the different cultural differences of their guests. So the employees of a hotel must have proper cultural intelligence so that they can deal with different customs in different ways. To implement this properly, the management of a hotel can implement various types of cross-cultural theories (Jagels and Ralston, 2010).
The cross-cultural dimension is defined by a variety of ideas. Greet Hofstede's thesis on the cultural dimension of national cultures is the most well-known and often referenced theory. It is sometimes referred to as the collective level of mind programming of a population from a certain geological region (Ellis and Carlson, 2018). A country's culture is shaped and sustained in large part by its geographical and climatic characteristics. The nation's history has a significant role in this as well. A hotel needs to consider the cultural identity and unique thinking of its consumers while designing a service model that meets the needs of its clients. An individual or a group of people going to this facility may not be comfortable with a procedure that goes too far (Abramson, Moran and Harris, 2015). When a hotel goes beyond national cultural concerns, it may seem as though it is ridiculing the culture of the guests. 
Cultural intelligence is more than just cultural awareness and sensitivity, which are also vital within a corporation; it is the ability to relate to culturally diverse situations, as well as work effectively in them (Wesselkamper, 2014). Individuals with high levels of CQ are better able to accomplish goals respectfully and effectively no matter what the cultural context. Cultural intelligence is the ability to relate to others and interact effectively across cultures. The global economy is transforming quickly, so understanding the impact of cultural intelligence can give employees an advantage in the workplace. In terms of the hospitality industry, cultural intelligence is highly important for the employees (Holliday, 2018). Because the hospitality industry has developed based on the concept of serving the people with their best resources so that they can be pleased. As a result of that, the staff of the hospitality management industry, the organisations like hotel and restaurant employees must have to be well acknowledged about the cultural difference of their guests. To properly manage the cultural intelligence of Hofstede’s six dimensions theory on culture can be applied. Moreover, the members of the organisations must have been well acknowledged about the cultural context either high or low and based on that they should set the policy for conducting with them.
[bookmark: _Toc98411277]Things to give importance to serve the guests from Singapore based on the cross-cultural theory 
The management of an organisation and staff should be well trained about the high or low context culture differences. In the context of the guests from Singapore, the staff of the hotel must have to be well aware of the high context culture because the people of Singapore poses high context culture. Connotation is often associated with civilizations with a high level of context. People who grow up in high-context societies are more aware of and attentive to nonverbal cues such as facial gestures, body language, variations in tone, and other nonverbal components of communication that are not explicitly expressed (Zhang and Jung, 2021). When it comes to managing individuals from high-context cultural backgrounds, the people's employees must recognize and appreciate their facial expressions. Members of the upper cultures depend on their networks of friends and family, seeing their interactions as part of a larger community rather than as isolated individuals. 
Hofstede’s cultural factors can be applied to find out the basic cultural norms of the guests of Singapore. The following graph presents the result of Hofstede’s cultural factors in the context of Singapore, 
[image: ]
[bookmark: _Toc98413092]Figure 1: Hofstede’s cultural factors’ result on Singapore
Source: (Singapore - Hofstede Insights, 2022)
Hofstede's scoring system sheds light on some of Singapore's cultural characteristics. The first thing that can be deduced from the results is that there is a very high amount of power distance (Singapore - Hofstede Insights, 2022). There is a strong likelihood that Singapore's high-ranking corporate leaders and tourists would always be housed in separate rooms with extra facilities. The hotel personnel should do all they can to make the high-ranking officials pleased even before they ask.
A moderate degree of individualism among Singaporeans indicates that they are more prone to behave in groups than to act of their own will. Workers are more inclined to display total submission to their bosses than others (Singapore - Hofstede Insights, 2022). While this social dynamic may not have much of an impact on day-to-day living, it has a considerable impact on hotel product and service design. In a civilization where the winner is defined by their achievements, a high score for masculinity predicts a competitive, competitive, competitive culture that will permeate society.
Singapore has an extremely low score of 8 on the uncertainty avoidance factor. The high PDI in Singapore makes it necessary for residents to follow a plethora of regulations. It is the long-term orientation factor that explains how every civilization needs to keep certain linkages to its history while still coping with the problems of the present and the future (Singapore - Hofstede Insights, 2022). In other words, it demonstrates that Singaporeans place a premium on long-term partnerships. An individual's level of self-control is determined by the way they were raised, which influences their level of indulgence. Singapore is in the middle of the pack in this category.
Based on the above information the do and do not do list in terms of Singapore’s guest management is given below, 
	Should be done by the staffs 
	Should not be done by the staffs

	Should value people based on their social class and amount of wealth.
	Should not do same behaviour with all the guests. 

	Give values to non-verbal communication. 
	Less value to non-verbal communication. 

	Maintaining the same level supports the class of the same group. 
	Do not think only about a single person rather a whole group

	Always provide accurate information about the service to build long term relationships.
	Do not focus on short term relationships. 





[bookmark: _Toc98411278]Conclusion 
Focusing on cross-cultural issues is one of the most important tasks for the steps of hospitality industry-based organisations. In this report, the cultural intelligence and sensitivity concept has been critically analysed to find out the role of those two factors in terms of managing guests by a hotel.  In terms of managing international guests,  the staff of a particular hotel must be well aware of the cultural identity and differences among those customers. Things to be put of importance and things that should be avoided in terms of guest management is analysed in this report in the context of Singapore’s peoples. 
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