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Introduction
In hotel businesses, staffs are the most valuable assets as they have to interact with the guests directly and provide them superior customer experiences so that they keep coming back to the hotel. If the staffs are not well aware of their do’s and don’ts, then the hotel will fail to serve properly and lose customers eventually. In this report, a Hotel Handbook will be produced from the perspective of Central Park Hotel, London, United Kingdom. In the handbook, the staffs will be made aware of what the hotel expects from them and how they will be dealing with different issues. Following the handbook by staffs is expected to improve customer satisfaction. 
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Customer satisfaction is the key in hotel businesses which is mainly to be ensured by the staff of the hotels through excellent customer services. Hotel businesses revolve around customer satisfaction as with higher satisfaction, customers will keep coming in the future and also provide good reviews to others (Walker, 2017). This is why, quality services by the hotel staff members need to be ensured by management and a proper guidelines and instructions need to be given to them regarding top notch guest services. Staffs need to have a good understanding of the cultural dimensions of their hotel guests and serve them accordingly to satisfy them (Talwar, 2016). In this case, a hotel handbook can be a good way to pass all the instructions regarding the do’s and don’ts in managing guest service experiences for international visitors. 
Central Park Hotel is a popular hotel in London, United Kingdom that provides quality customer experiences to the international visitors. This hotel is well aware of the cultural differences of their international visitors and they cater their services as per the needs of the visitors. Also, the hotel employs diverse staffs from different regions and countries to serve better. For example, the hotel offers traditional and authentic options for foods to the Chinese visitors (Ratti, 2017). In fact, the hotel management possesses a good understanding of the eating and sleeping habits and religious norms of people from different continents such as America, Africa, Europe and Asia etc. 
The following is a handbook for the staff of Central Park Hotel containing the guidelines and regulations to be complied with to provide best customer experiences to international visitors: 
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Welcome to the Central Park Hotel. 
The hotel is excited to have you as a part of the team. You have been selected because you stood out from the crowd and it is expected that you can contribute a lot to the achievement of goals of the hotel and also grow your career with the experiences from here. 
This handbook contains information regarding the policies, expectations and long term goals of the hotel and also the do’s and don’ts for you that is required for the desired outcomes.  
The success of the hotel is determined by the ability of all the internal people operating as a team to gain the trusts and respects of the international visitors so that they return for more (Aima et al., 2014). Providing superior customer service through our unique services is the top priority. 
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Staffs the hotel are the most valued assets as they are the main participants in fulfilling the mission. Motivation and performance levels of the staffs are key factors for the success of the hotel (BOELLA, 2018). The following values are what the hotel aims to achieve every day: 
Integrity
· Act with truthfulness and honesty
· Provide what has been promised or offered to the guests
· Operate transparently and build a good relationship 
Respect 
· Treat everyone equally with utmost respect
· Give constructive solutions to the complaints 
Customer Service 
· Provide quality services to the guests
· Know the cultural backgrounds of the clients to cater services accordingly
· Keep the commitment given to them 
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Workplace requirements / Do’s and Don’ts
Staffs are expected to maintain professionalism and provide a high standard quality of services to the guests. They should be well aware of their work and schedules each day and report timely (Kozak & Kozak, 2016). Following are the do’s and don’ts that the staffs are expected to comply with: 
Do’s
· Do make proper eye contact, smile and greet every guest
· Do listen to the guests and understand their needs and expectations 
· Do keep the surroundings cleans and make the guests feel safe and comfortable 
· Do maintain professionalism and a proper body language
· Do keep a positive attitude and confidence all time  
· Do anticipate the needs of the guests beforehand
· Do ask the guests when to serve foods at different point of times in a day
Don’ts
· Do not forget to taste foods before serving
· Do not discuss religion or politics with the guests
· Do not criticize one guest to another
· Do not rush and take time to serve the guests properly
· Do not ignore the cultural aspects of the guests 
· Do not make delays in responding to the needs of the guests 
· Do not enter into the room of the guests without taking permission 
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Health, Safety and Emergencies 
The hotel provides a safe and healthy workplace for both the visitors and the staffs. The staffs are expected to be aware of all the safety rules and adhere to the safety instructions provided by the authority. 
It is the responsibility of the staffs to know: 
· The location of emergency and safety equipment
· Safety contact numbers 
The staffs will be provided with all the safety equipment and they need to report immediately to the hotel manager in case of problems or defects in those safety equipment. 
Also, the staffs are expected to maintain a hazard free environment for the visitors and make them feel safe and secured around there. 
Any kind of accidents or injuries is covered by the Workers’ Compensation Insurance as per the laws. 
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This concludes the Staff Handbook and all the staffs are requested to keep a copy of this handbook so as to refer it on a daily basis. 
Staffs are requested to contact with manager to get answers of their questions regarding their daily tasks, employment and others. 
This handbook is given to enable the staffs understand their position correctly. Staffs need to perform according to the stated guidelines and regulations in order to achieve the long term goals of the hotel. In case of any non-compliance, the senior management can take actions accordingly to punish. 
For any concerns or suggestions regarding the improvement of this quality control document, staffs are requested to contact the hotel manager.
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A hotel handbook has been produced in this report for Central Park Hotel where instructions and guidelines have been provided that the staffs of the hotel are supposed to follow. First, a welcoming message is provided and values of the hotel are stated so that the staffs can practice those values in the workplace. Then, the do’s and don’ts from the staffs are identified that staffs need to follow strictly to provide superior services. Finally, health, safety and emergencies for the visitors and staffs are stated to deal with any unexpected occurrences. 
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