




Hotel Handbook

Ion Daniel Turungiu
                                        Foreign Languages and Cultural Awareness
Mike Davies
05/12/2021









Abstract
Cultural intelligence and sensitivity are essential when one wants to attract more people in his place. At any given point, customers become the number one priority before any other thing. They are the ones that ensure the continuity of the hotel, and without them, it can collapse. Through orientation and training programs amongst the staff, the hotel can enhance cultural intelligence in their employees. The Chinese culture has penetrated across the United States, thus calling on the adjustments to meet their needs by introducing Chinese food, among other interventions. The hotel also needs to work under the guidance of laws and regulations of the country and international laws governing their operations. For the success of service delivery, the hotels should ensure proper hygiene, timely response, and prioritize customer satisfaction. However, they should also avoid acting rudely and keeping customers waiting for too long before giving them services. In conclusion, interventions such as background music and KungFu increase the number of Chinese customers; hence, hotel operators targeting them should consider implementing them.
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Hotel Handbook
Hotel services, one of the hospitality sectors, consider the customers’ needs and preferences in their service delivery to ensure high profits (Mun et al., 2021). At any given point, customers become the number one priority before any other thing. However, cultural intelligence and sensitivity are critical when one wants to attract more people in his place (Paparoidamis et al., 2019). People’s cultures differ from one region to the other, and it is the responsibility of the hotel management to ensure they uphold them when delivering their services. Sometimes it is hard to have the ability to interpret another person’s unfamiliar gestures, and it becomes the duty of the hotel to ensure proper orientation to their workers to ensure they understand the norms in that given field. Senior staff should provide direction to the new team, teaching them how to carry themselves in the day-to-day activities of the hotel operations, and they need to be thorough. Orientation is one of the things that will attract customers in that given place and therefore ensure more profits in return. Pieces of training are also vital in providing smooth operations in the hotel (Johnson et al., 2018).
The Chinese have been storming the United States of America in large numbers in the recent past. They are becoming the most critical customers in most of the hostels, thereby making it necessary for the hotels to revise their methods of operations to fit their cultures to ensure their continual coming (Chan, 2016). The cultures of the china people, especially in their meals, are complex and unique, which forces the hotel management to devise ways of ensuring they meet them. Some of the interventions they deploy include hiring Chinese staff, organizing training, and displaying some of their cultures in these hotels; these attract them, making these hotels their preferred destination during their visits in that given region (Johnson et al., 2018). Apart from meeting the cultural needs of the international community, hotel operations should be in line with the legal requirements of that given country and international laws governing the establishment and functions such as business laws, hospitality laws, among others.
Hospitality laws demand that hotel operators ensure the security of their customers while restaurants ensure that the meals provided are safe for consumption (Barth et al., 2017). Some of the critical functions of hotels include meals, accommodation, laundry, and housekeeping. While delivering these services, any hotel needs to ensure they meet the needs of their customers (Gumussoy et al., 2016). The bar and Restaurant department handles the meals and drinks while accommodation where the customer sleeps. On the other hand, the laundry department ensures the clothes are in good condition, while housekeeping makes the room always clean. All the necessities are available (Rutherford, 2021). However, the hotel should do or avoid some things, some of which are as follows:
	Function/Department
	DOs
	DONTs

	Bar and Restaurant
	1. Ensure that the kitchen staff prepares food in clean and hygienic and clean tables and chairs. Hotel should hire staff to supervise this area González-Rodríguez, et al., (2020).
2. The attendants should dress need as this attracts customers
3. The attendants should ensure timely service to the customers.
4. Attendants to ensure courtesy at all cost by use of polite words to the customers
	1. Kitchen workers wash utensils in the open.
2. Attendants keep the customers waiting and are busy with other duties when a new client arrives.
3. Attendants are rude to the customers and use insensitive and abusive words, which may scare away customers (Shapoval, 2019).

	Accommodation
(reception, laundry, and housekeeping)
	1. Housekeeping staff to ensure the rooms are clean at all times by conducting cleaning in the morning and evening. Place boards to warn clients, for instance, wet floor. They should ensure soap, towels, and other necessities required by the customers are always available. They are spreading of beds and changing of sheets daily.
2. Reception staff needs to uphold courtesy at all costs and timely response to the customers' needs in the rooms.
3. Laundry staff should ensure that they take all dirty clothes from the rooms each morning and any time of need by the customers for washing.
	1. Taking long in cleaning the rooms as the Chinese are impatient people.
2. Slow in response by the receptionists to the needs of the customers.
3. Taking the whole day in laundry services (Chen et al., 2021). Taking long in response leads to the poor reputation of hotels in the outside world.



Conclusion
From the above discussion, it is essential to note that customers are the hotel and cannot thrive without customers. Therefore, hotel management at all costs should ensure that they meet the needs of their customers. One fundamental way of attracting customers, especially from a given culture, is to ensure meals provided are from that area and have some of the staff from the place they come from to improve inclusion. Training in both handling the customers and ensuring the safety of their items is also vital in hotel management (Johnson et al., 2018). The hotel should also be established and run in line with the country's legal requirements and international laws governing the operations of hotels. Hotels can enhance their security by employing more qualified security personnel and giving awards to best-performing employees as encouragement (Norbu et al., 2021). Good pay to the staff also ensures honesty and dedication among the workers, reducing theft incidences. Creativity should also come in by introducing games involving Chinese cultures such as kungFu and music to attract a lot (Wen et al. 2020). In conclusion, culture plays a significant role in the hospitality sector and hotels.
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