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[bookmark: _Toc120521539]Introduction
This written handbook is for the employees of the hotel. It is a compilation of practices and policies for hotel personnel. It will elaborate the knowledge for staff to manage international guests by providing them with good guest service experiences. This document will discuss the cultural differences, customs and behaviour of different international countries through Hofstede's comparison. An Australian hotel will serve Indonesian guests. The hotel staff needs to follow some “Do’s and Don’ts” while serving international guests. Hofstede's comparison will be drawn between Australia and Indonesia to identify the key differences. 
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The hotel is located in Australia and will cater for Indonesian guests. The comparison will be applied between Australia and Indonesia to identify their cultural differences (hofstede-insights, 2022). The guests originate from Indonesia. They will visit the Australian Hotel and the hotel staff needs to know and to understand the culture of Indonesia and recognise the cultural differences between the two countries. 
Power Distance: The degree to which the less powerful members of organisations within a country accept and prefer that power is unequally distributed is known as "power distance." The truth is that both the leaders and the followers support social inequality. Australia has a low grade regarding this metric (36). Within Australian organisations, there is always access to convenience, yet a hierarchy is built for superiors. The knowledge of certain workers and teams is relied upon by the managers. Both staff members and management are expected to frequently discuss and consult the knowledge (Naweed & Kourousis, 2020). In this dimension, Indonesia’s score is 78 which is quite high. It indicates the people in the society are dependent on the hierarchy. There are unequal rights between power and non-power holders. The leaders are directive as the power is centralised and employees expect to be told what to do and when (Hasani, et al., 2020). It is quite higher than the power distance of Australia.        
Individualism: In individualist civilizations, people typically exclusively take care of themselves and their immediate family. People in collectivist societies are members of "in groups" that provide for each other in return for loyalty (Mastracci & Adams, 2019). Australia scored 90 on this criterion, indicating a highly individualistic culture. The culture of the nation reflects a loosely-knit society where people solely care about themselves and their immediate family (Kapferer, 2020). On the other hand, Indonesia’s score in this dimension is 14 which indicates the society is collectivist. There is a higher preference for the societal framework. Individuals in society are expected to conform to the societal ideas and the “in-group” to which they belong (Nickerson, 2021). Children are committed to their parents as parents are committed to them during growing up (Artina, et al., 2020). Hence, there is a cultural difference as Australia has an individualist society. 
Masculinity: Masculinity defines how much a society is driven by achievement, success and competition. In this dimension, a low score indicates that the dominant value in society is caring for others. Australia scores 61 which defines the society of the country as “Masculine”. Generally, australians are proud of their achievements and success. The organisations offer a basis for promotion and hiring decisions in the workplace. At the individual level, the conflicts are resolved as the goal is to win. Whereas, on this dimension, Indonesia’s score is 46 which indicates the society is low masculine. Visible symbols of success are the most important status for Indonesia. This country believes in “working in order to live” as they define a feminine society. Here people value solidarity, quality and equality in their work lives. 
Uncertainty Avoidance: This dimension indicates the way society deals with the fact that the future can never be comprehended. Australia scores in this dimension 51. That means society sometimes can deal with the future but sometimes they can’t. At the maximum time, they are able to avoid uncertainty. In uncertainty avoidance, Indonesia scores 48 which defines as low for avoiding uncertainty. It demonstrates the distinction between the interior and external selves in Javanese society (Darmawati & Herlina, 2019).  
Long-term orientation: This component examines how society deals with the issues of the present and future while retaining some ties to its own past. Australia scored 21 in this area, indicating that the society there has a normative culture. In contemporary society, finding the exact truth is very important to people. They typically place a high value on tradition while concentrating on getting things done quickly. Indonesia has a pragmatic culture as its score is 62 in this dimension. They believe that truths depend on context, time and situation (Almutairi, et al., 2020).  
Indulgence: Australia is an indulgent country with a score of 71. Their desires are to enjoy life and have fun and they have a positive attitude. On the other hand, Indonesia has a culture of Restraint having a low score of 38 in this dimension. People tend to be cynical and pessimistic (Artina, et al., 2020).             
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	Do’s
	Don’ts

	· Lean towards guests, be tall, stay alert and be visible and polite. 
· Keep a positive attitude and establish a regular level communication during entire journey. 
· Make eye contact and greet the guests with a smile and pleasant and friendly expression. 
· Listen to the guest carefully and cater for them according to their orders. 
· Be attentive and ask them for anything that is needed. 
· Service quality needs to be high as they belong to the feminine culture.
· Present the best services and features in front of the guests. 
	· Fail to acknowledge guests. 
· Use slang. 
· Gather in groups for conversation. 
· Put your hands in your pockets.
· In front of guests have personal conversations. 
· Indulge guests in any kind of recreation. 
· Attend late to the guests. 
· At any time, especially while dealing with guests, leaning on the counter. 
· Discuss politics or religions with guests. 
· Use the left hand while servicing.
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This handbook has discussed practices and policies that hotel personnel should adhere to. Some Indonesian guests will visit an Australian hotel. The hotel staff should first know the cultural difference between the two countries. Using Hofstede’s model the cultural differences have been depicted. Then Do’s and Don’ts for the hotel staff have been suggested which they should maintain during guest service.
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