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Executive Summary
Purpose of this report to compile a report for hotel staff to help them to prepare and manage the guest experience for international visitors.   Report also used relevant cross-cultural theories and models, begin by critically evaluating why cultural intelligence and sensitivity is essential for hotel personnel before focusing on the hotel guest service implications for guests from ONE international country of your choice.   
Report discussed country comparison, use of hofstede’s theories & models. It also did a country comparison between two different countries, along with procedures for Guest Pre-arrival, arrival, during, after check-in along with creating a “TO DO, DON’T list for staff handbook.
 Report conclusion to produce hotel handbook, selection of two different countries & doing a comparison using hofstead website.  This also includes creating guest “To do/don’t list.  Using hosted profiling it explored country A/B using the dimension model. Report in-depth did a comparison between two countries using the hofstead model, along with Guest pre-check-in, arrival, during and after check-out, group check-in/check- out procedures. Additionally created to do /don’t list for hotel handbook.
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	 Purpose of this document to compile a report for hotel staff to help them to prepare and manage the guest experience for international visitors.   Report also used relevant cross-cultural theories and models, begin by critically evaluating why cultural intelligence and sensitivity is essential for hotel personnel before focusing on the hotel guest service implications for guests from ONE international country of your choice.   country that was chosen for hotel was Canada and guest will be coming from Turkey.
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Country B- (Canada) Chosen Hotel country
Its culture is marked by affinity between its people. Value is placed on alliterianism which lacks over status/class & degree of individualism. It scored 80 highest meaning society is determined by competition, achievement & success, dominant value, considerate to others.  They perform high standards in work & home & give preference to family time. They also accept new ideas, products, innovation and their culture are not rule orientated & less emotional.
Country B- (Turkey)- Guest/Customers 
Holstead model indicates that turkey is individual but not equal in society. Characteristic dependable, superior, ranked, incomprehensible & ultimate superior as father. Their style of working is centralised by managers who expect being formal towards them & culture is indirect at work or home.   “WE” is important belonging to family/organisation to look after in exchange of loyalty.  Finally, communication & feedback is always indirect, plus avoid conflict situation.
Turkey masculinity society is different in factors, which are achievement, success & classed as best value system.  Feminine score 45 meaning culture is soft, lymphatic, family time is important. Conflict is avoided in private of work life.
Uncertainty avoidance turkey scored 85 meaning massive need for rules & regulation. To avoid anxiety in Turkish they make use of religious rituals. However, for them to believe that “ALLAH” is just traditional social patterns used in tradition to relieve tension. Long term orientation it scored 45 meaning there is no dominant culture.  (Country Comparison - Hofstede Insights, 2021)
Culture intelligence helps to develop understanding in working with styles & culture.  By using these styles employees will show patience, trust, knowledge of worldwide. (World, 2021)
Culture sensitivity is important because it allows success in work, value, appreciation, respect & decrease social performance. (Site minder, 2020)
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LMR (Lewis model) depends on age, profession, study in way people change their behaviour & communication. (Lewis, 2005, p.41)[image: Timeline
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(Cross-cultural theories, 2021)
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 Individualism- communicate is indirect and conflict is avoided & Turkish culture time must be invested to establish a trust of relationship.  feedback is always indirect in business & general. So, in Canada hotel to communicate with the guest user, communication needs to be indirect & conflict is avoidable.  The feedback would be not given in front of others- 
Power distance- Power is centralized and managers rely on their bosses and on rules. Employees expect to be told what to do. Control is expected and attitude towards managers is formal. Communication is indirect and the information flow is selective. 
Masculinity- competition, achievement and success, with success being defined by the winner/
Feminine- caring for others and quality of life. valued and encouraged. Conflicts are avoided in private and work life- hotel can personalised a service according to customer., having tech savvy products for checking/out etc mobile app, digitalised key for door. (study.com, 2021)
Uncertainty avoidance- huge need for laws and rules. In order to minimize anxiety, people make use of a lot of rituals. To avoid anxiety, hotels can provide services like aromatherapy, meditation, offering bags of lavender, offers a transfer lounge for guests prior to check in or after check out, making sure guest rooms feels homely. Additionally, things like single room coffee service & a mini fridge. (Barber, n.d)
Long term orientation- prefer to maintain time-honoured traditions and norms while viewing societal change with suspicion. Hotel in Canada can provide a service such as having a dinner/lunch/breakfast together as a family on a table. Staff at hotel who provide service needs to be warm, polite and friendly. Cultural Atlas, (n.d), www.youtube.com, (n.d.)
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Guest pre- arrival procedure
It is booking, confirmation, welcome email, relevant information about hotel & what hotel offers & upselling options. Guest engagement & complete review response solution for hotels, (2019) 
It is room assigning, updating guest profile, preparation of welcome letters, collecting & reservation correspondence & sending request for amenities.   www.sidmartinbio.org. (n.d) what is guest pre arrival. 
Guest Arrival Preparation
During guest arrival, staff should have smile on face & informing guest about room features & facilities during check-in. Prior to check-in staff should make sure room is vacant vice versa if not hand in correct room key/card etc.  guest needs to sign registration form which inputted on computer. When all correspondence is completed, it is duty for bellboy to take them to room, along the way informing facilities etc. prior to entering room, bellboy should knock door & wait, if no response, open door and let the guest enter first then them. Bell-boy then quickly inform guest about room facilities & leave room by saying “Have a good Day”.  
Front office shift change & procedures 
During the takeover we should take care of cash balance, read logbook, daily reservation, preparing/checking auditory, checking room keys & wake up calls.
Guest checkout procedures/
Staff should find out room number, customer name, method of payments. After that check if bill has been paid, if not ask politely to request for payment & return of key/card.  if payment is via foreign currency, informing them there is commission in relation to foreign currency.  Foreign currency & cash payment should be checked through red light system’s & ask customer to sign currency agreement & to keep a copy.  Customer should then sign invoice & questionnaire & letting the customer go by saying kind words like “we would be glad to host you again”.

Group check in procedure
Prior to group guest, bellboy & door man should prepare details. Door man should decide location to park car as well location to place luggage’s. Bellboy should prepare group stickers.  When group guest arrives, bellboy should unload bags, label them & take them to their room.  Staff should prepare an envelope, including keys/card & inform relevant department.  Guest registration card needs to be completed for each room, along with obtaining information about guest meals & wake-up calls etc.
Group check out procedure
 Bell boy should check group list & collect luggage’s & place on selected location.  From the guest leader necessary payment, voucher is discussed regarding payments & close the guest account. www.youtube.com, (n.d.)
Guest during procedures
Housekeeping department calls into customer room, saying if they need any assistance during their stay, please do not hesitate to call.
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	Department of Hotel
	Do’s
	Don’ts

	Front office
	· An employee must maintain appearance & personal care. Light perfume, watch, badge should be displayed left chest.
· Answering telephone with personal introduction, soft voice tone & address with courtesy, warm smile, politeness, eye contact & listen to customer 
· Make guest feel special by calling their first name
· Staff should stay calm & offer solutions.
	· No Jewellery
· Avoid heavy makeup
· Staff should not say room number aloud
· Avoid too much attention towards guest, or touching them
· Avoid responding with your heads, playing with pens, putting hands behind
· No negative or insulting expression

	Housekeeping
	· Staff uniform should be ironed, stainless
· Frequently hand wash
· Short nail, shower regular & use of deodorant
· Importance on dental care & oral hygiene
· Use of warning triangle when moping on corridors.



	· Uniform should not ragard or torn
· Avoid sound making shoes
· Avoid leaving wet materials.








	Food & Beverage
	· Staff uniform must be clean, ironed, rubber shoes & shined
· Name tag should be worn always.
· Towels should be hanged left on arm
· Should have comb & napkin to hand.
· Making sure nose, hand is clean
· Flood should be clean & dry & separate bins 
· Keeping hot & cold food separate
· Leftover should be clean immediately.
· Always use tongs to serve food, plates should be held flat & put on right side of customer.
	· No over makeup or Jewellery
· Never use crack items
· Never prepare food with hands
· To avoid burning hand avoid using service towel.



Setupmyhotel.com. (2021)
www.youtube.com. (n.d)
Turkiye Otelciler Birligi (2013)
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To conclude report, consist of producing hotel handbook, selection of two different countries & doing a comparison using hofstead website.  This also includes creating guest “To do/don’t list.
Using hosted profiling it explored country A/B using the dimension model. Report in-depth did a comparison between two countries using the hofstead model, along with Guest pre-check-in, arrival, during and after check-out, group check-in/check- out procedures. Additionally created to do /don’t list for hotel handbook.
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