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Hotel Handbook Report
Executive Summary
           To the south of Europe is Italy, a country renowned for its history, culture, art, and cuisine. Travellers from all over the world flock to Italy every year, and the Chinese market has grown in importance to the country's tourism sector in recent years. The Italian government has implemented several initiatives to increase tourism from China to capitalise on this opportunity.
		The purpose of this hotel manual is to give personnel recommendations on how to accommodate Chinese hotel guests best. Hotel personnel must be aware of cultural differences, customs, and behaviour among Chinese guests, as Italy is a major vacation destination for Chinese nationals. This guide aims to improve communication between employees and guests by increasing mutual understanding of Chinese culture, customs, and behaviour. Because of this, hotel guests from China will have a more positive stay. To boost the hotel's reputation and increase guest satisfaction, hotel staff can follow the guidelines in this Handbook to increase their cultural awareness and provide outstanding service that meets the unique needs of Chinese visitors. The manual provides an overview of Chinese culture, rules for employees to follow, and suggestions for better serving guests.
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Introduction
           There are a lot of Chinese tourists in Italy every year. Hotel personnel in China must be aware of cultural differences with Italy to deliver the best possible service. This guide aims to help Italian hotel workers better accommodate Chinese tourists.
[bookmark: _Toc128329692]Chinese Culture and Values
            Hotel workers must thoroughly understand Chinese culture to deliver superior service to Chinese visitors. The Chinese traditions and ideals upheld by the Chinese significantly impact contemporary society (Tian et al., 2021, pg 626). These principles are ingrained in Chinese society and play out in daily interactions. Guests from China may not be as outgoing or fluent in English as those from Italy, so it's important to remember that (Melubo & Kisasembe, 2022, pg 190). To ensure your Chinese guests understand you, speak slowly and clearly. Respect for elders and avoiding unnecessary physical contact are two Chinese traditions you should remember if you host Chinese guests.
[image: Understanding Chinese Culture: 8 Gift Giving Tips]
Photograph 1: Chinese Gift Giving: retrieved from; https://www.latmultilingual.com/wp-content/uploads/2019/11/Chinese-gift-giving.jpg 
	Gift-giving is an integral part of Chinese culture. Photograph 1 illustrates a Chinese person fifting a nother person in a hotel. The hotel employees should anticipate receiving gifts from Chinese customers and offer a token of appreciation in return (Koerts, 2019, pg 3). Hotel employees should be aware of cultural conventions such as politely and respectfully addressing Chinese guests, avoiding physical touch, and remaining patient when seeking to connect (Jiang & Zhang, 2023, pg 10). Hotel personnel should always keep the rooms and common areas clean and neat for Chinese visitors.
            Further, it is essential to note that; Chinese culture is diverse and deeply rooted in history, customs, and traditions (Hospers, 2019, pg 23). It is essential to understand the culture of Chinese visitors to provide them with a satisfactory experience. Some essential points to consider include the following:
1. Respect for Elders: Traditional Chinese values emphasize reverence for elders. This is reflected in the traditional Chinese greeting, in which the younger person lowers himself to the ground to express respect for the senior (Castorina, 2020, pg 154). Older Chinese visitors should be treated with respect, so make room for them while seating the table and use their proper titles when speaking to them.
2. Face: A significant part of Chinese culture is the idea of the face, or the avoidance of embarrassment. Being nice and respectful with Chinese guests is crucial, even if there is a problem or misunderstanding. Losing face may be humiliating and is considered a significant transgression in Chinese culture (Ch’ng et al., 2019, pg 175). Remember that to keep everyone's respect, you must deal with your mistakes gracefully and discreetly.
3. Business Etiquette: Chinese corporate culture differs from that of the West. Everyone should treat those in power with the utmost deference and always use their best manners. For the sake of trust and mutual respect, it is crucial to get to know your Chinese guests (Menegon, 2019, pg 145). Business card exchanges and getting to know each other are essential. It is proper etiquette to deliver a business card with both hands, read it thoroughly, and only then place it in a cardholder.
4. Dining Etiquette: Dining customs in China differ significantly from those in the West. According to the principles of traditional Chinese etiquette, the eldest person at the table and those of higher social status should be served first (Goffi, Cucculelli & Del Chiappa, 2022, pg 10). Standard practices include utilizing chopsticks and communal dining. Pouring one's cup of tea before serving others is considered rude.
5. Greetings: Greetings in China are pretty formal and respectful. When greeting someone of a higher social status, it is customary to lower one's head and say polite things like "have you eaten?" and "good morning." Use formal titles and surnames when addressing guests.
[bookmark: _Toc128329693]Do's and Don'ts for Hotel Staff
Do's
1. Show respect and politeness to Chinese guests.
2. Offer a warm welcome and a smile.
3. Communicate slowly and clearly.
4. Be prepared to exchange gifts.
5. Ensure that the rooms and common areas are clean and tidy.
6. Provide slippers for Chinese guests.
7. Offer a range of Chinese tea in the room.
8. Be attentive to Chinese guests' needs and preferences.
9. Provide a range of Chinese-language television channels.
10. Be prepared to offer guidance on local customs and attractions.
Don'ts
1. Do not be overly expressive or emotional.
2. Do not touch Chinese guests, as physical touch is not customary in Chinese culture.
3. Do not make assumptions about Chinese guests' preferences or beliefs (Guo et al., 2019, pg 6).
4. Speak slowly and use complex language.
5. Do not be critical of Chinese culture or customs.
[bookmark: _Toc128329694]Recommendations for Staff
1. Provide Chinese language materials, such as menus and brochures, in the hotel.
2. Consider hiring a Chinese-speaking staff member to assist with guest services and communication.
3. Create a Chinese-specific welcome package to enhance the arrival experience.
4. Host cultural awareness training for hotel staff to better understand Chinese culture and customs.
[bookmark: _Toc128329695]Conclusion
	Guests from China make up a sizable portion of the hotel industry in Italy. One must firmly grasp Chinese culture and values to properly serve Chinese visitors. Hotel personnel may make their guests from China feel at home by adhering to the dos and don'ts and applying the suggestions made in this manual.
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