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1-Executive Summary:
The purpose of this employee handbook is to offer hotel staff with detailed standards and best practices for handling guest service experiences, with an emphasis on guests of Canada and Pakistan. To ensure that our international customers enjoy excellent service and have a pleasant stay, we have included helpful information, recommendations, and strategies like Hofstede model. The hotel's reputation, guest contentment, and word-of-mouth can all be improved by following the advice provided in this guide (Bardi, J.A., 2021).
Let's take a look at the cultural distinctions between Canada and Pakistan as a way to provide a guide for personnel to be effective in hospitality service delivery.
1.1-Cultural Differences between Canada and Pakistan:
History, customs, and societal conventions have all contributed to the cultural distinctions between Canada and Pakistan. Some essential considerations are as follows:
1. Language and Communication
· Both English or French are accepted by the Canadian government, but the former is used more frequently (Holland 2007).
· There are many different regional languages spoken in Pakistan, but the national language is Urdu (Ahmad, M.S., 2012).
2. Social Etiquette
· Canada places a premium on civility, personal space, and the protection of constitutional liberties.
· Cultural hallmarks of Pakistan include deference to authority figures, generous hospitality, and tight-knit families (Khan and Ferrari, 2018).
3. Religion
· Canada is a secular nation where religious freedom is protected and a wide variety of faiths are welcomed.
· Islam is the state religion of Pakistan, and Islamic observances have a major impact on daily life there.


4. Dress Code
· In Canada, casual wear is often accepted although more formal attire may be expected during formal events.
· Pakistani culture places a premium on modest dress, and traditional shalwar kameez is widely worn by both men and women.
5. Food and Dining
· Canada: Dishes from all around the world can be found at Canada's restaurants. Meal sharing is commonplace.
· Pakistani food is full of taste thanks to the use of exotic spices and time-honored techniques (Shah et al., 2011).
6. Gender Roles
· Canada places a premium on gender equality, and women enjoy equal access to a range of professional and educational possibilities.
· In Pakistan, many people still adhere to antiquated views on how men and women should behave in public.
7. Sense of Time
· Appointments and meetings in Canada are expected to begin promptly at their scheduled times.
· It's possible that Pakistani timetables are more fluid and laid back than those in other countries.
Keep in mind that these are broad generalizations about culture, and that there may be significant variations in belief and behavior even within a single country. Always have an open mind while dealing with guests from other cultures and adjust your service style accordingly.
1.2-Key Considerations for the Handbook:
· Prioritize politeness and respect in Canada, and friendliness and warmth in Pakistan.
· Emphasize the value of promptness in Canada and versatility in Pakistan.
· They outline proper behavior, such as how to bow in Canada how to strike up a discussion with Pakistan.
· Emphasize the value of neatness and order in Canada, while in Pakistan, work to make them feel at home.
· Promote mutual respect and appreciation for the other country's cultural norms and differences (Brotherton and Wood, 2008)
Keep in mind that the hotel's values and expectations, as well as any other cultural issues pertinent to the target visitor demographics, should be included in the adapted handbook.
2- Major Contents for Cultural Awareness:
1. Introduction
2. Recognizing the Needs of Foreign Guests
3. Cultural sensitivity and awareness 
4. Language factors
5. Check-In and Upon-Arrival Instructions
6. Concierge and other Guest Services 6. Preparing Guest Rooms
7. Beverage and Food Provisions
8. Fun Things to Do in Your Free Time
9. Resolving Customer Concerns
10. Eleventh, Precautions for Protection
11. Methods for Checking Out
12. Summary
13. Suggestions for the Team
3- Introduction:
Hotels in today's globalized society welcome guests from all around the world. It's crucial to provide exceptional service to these customers by learning about their specific requirements, preferences, and cultural peculiarities.
3.1-Hofstede model
Geert Hofstede's Hofstede model is a well-known framework for exploring cultural distinctions (Su 2022). It establishes a framework for international comparison along six cultural aspects. Let's compare and contrast Canada and Pakistan across these categories: 
1. Power Distance: 
The term "Power Distance" describes the degree to which a society's less powerful members are resigned to and even expect an unequal distribution of power. The power distance in Canada is minimal compared to other countries, suggesting a more egalitarian culture where hierarchy is less emphasized and people are treated fairly in both personal and professional spheres. Pakistan, on the other hand, has a lower power distance score, which indicates less tolerance for authority and more resistance to established order (Khan 2014). 
2. Individualism vs. Collectivism: 
Individuals' tendency to put their own needs above those of the group is the primary emphasis of this dimension. The high level of individuality in Canadians reflects a culture that places a premium on freedom of choice and respect for its citizens. In contrast, Pakistan has a stronger collectivist mindset, placing a premium on personal relationships within nuclear families and tight-knit communities where everyone knows each other and the importance of maintaining peace and loyalty within the community (Shi and Wang, 2011).
3. Masculinity vs. Femininity: 
Values linked with aggressiveness, competition, and material achievement (masculine) and tenderness, cooperation, and a high standard of existence (feminine) are referred to as masculine and feminine, respectively. Canadian culture places a premium on work-life balance, equality between men and women, and a high standard of living, and so has a low masculine index. Traditional gender roles, professional aspiration, and social status are valued more highly in Pakistan, contributing to the country's relatively high masculinity score. 
4. Uncertainty Avoidance:
Uncertainty The degree of avoidance reveals how much a culture fears uncertainty and struggles to create order and regularity. Canada scores lower on the uncertainty avoidance scale, suggesting a stronger willingness to deal with uncertainty and an openness to new ideas. However, Pakistan has an elevated uncertainty avoidance score, suggesting a greater preference for the safety and predictability afforded by institutionalized norms and traditions.
5. Long-Term Orientation vs. Short-Term Orientation:
This criterion looks at how much of an emphasis a culture places on long-term values like tenacity, frugality, and flexibility as opposed to more immediate values like reverence for tradition and duty to one's community. Respect for tradition and meeting social obligations are highly valued in both Canada and Pakistan, two countries with a short-term focus (Merkin, R.S., 2006).

6. Indulgence vs. Restraint: 
Restraint represents societies that suppress satisfaction and restrict conduct based on societal standards, whereas indulgence indicates societies which allow for fulfillment of basic human desires and joy of life. Neither Canada nor Pakistan has an exceptionally high indulgence score; this may indicate a shared propensity for moderation, self-control, and conformity (De Mooij and Hofstede, 2011).
These cultural elements should be seen as a starting point for exploring cultural differences. Not everyone in any given society will strictly adhere to these characteristics, and there may be nuances and subcultures within any nation (Shi and Wang, 2011). The approach can, however, provide light on overarching cultural tendencies and reveal possible gaps in understanding between Canada and Pakistan.

3.2-Table of Do’s and don’t
As a Manager of the hotel staff, you play a vital role in ensuring our guests have an outstanding experience. This handbook provides guidelines on service delivery, including a list of "Do's and Don'ts" to help you exceed guest expectations.
	
	Do’s
	Don’t

	Guest Interaction:
	Do greet guests warmly and with a genuine smile.
Do address guests by their preferred title and name.
	Don't make assumptions about guests based on appearances.
Don't interrupt or rush guests while they're speaking.

	Communication:
	Do use clear and concise language when speaking with guests.
Do offer language assistance to guests who may require it.
	Don't share confidential guest information with unauthorized individuals.
Don't use slang or inappropriate language in guest interactions.

	Problem Resolution:
	Do respond promptly to guest concerns and issues.
Do actively listen to guests and seek to understand their perspective.
	Don't argue or become defensive when faced with a complaint.
Don't dismiss guest concerns or pass them off to others without attempting

	Anticipating Guest Needs:
	Do proactively offer assistance and ask if guests need anything.
Do pay attention to small details and personalize the guest experience.
	Don't assume all guests have the same preferences or requirements.
Don't invade guest privacy or disturb them unnecessarily.

	Handling Complaints:
	Do remain calm and composed while dealing with upset guests.
Do empathize with guests and show understanding of their concerns.
	Don't take complaints personally or respond with hostility.
Don't promise resolutions that cannot be delivered.

	Teamwork and Collaboration:
	Do assist colleagues when they need help.
Do share knowledge, tips, and best practices with your team.
	Don't engage in gossip or negative talk about other team members.
Don't withhold information or skills that could benefit others.





4-Summary:
Hotel employees may now better accommodate their international guests thanks to the information offered in this helpful manual. Staff employees may better serve customers and leave a lasting impression if they take the time to learn about each customer's individual needs, cultural background, and service preferences. By implementing the guidelines provided in this guide, the hotel can create an atmosphere that is hospitable to all guests, regardless of their cultural background. Hotel employees can use this manual as a reference to provide better service to their international guests and make their stay more enjoyable than they could have imagined (Inkaew 2016).
5- Recommendations for Staff:
1. First, make it a priority to expose employees to other cultures and participate in ongoing training to improve their cultural competence.
2. To always provide first-rate service to your clients, it's important to set up a system for receiving feedback from them.
Staff members should use this manual as a reference and build on its foundation with ongoing instruction, clear lines of communication, and a firm resolve to please each and every customer.
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