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Hotel Handbook for Intercultural Competence
[bookmark: _Toc119017210]Executive Summary
This report provides detailed information on the intercultural communicative competence of hotel staff in Switzerland. Switzerland is a country endowed with multilingual and cultural diversity. This diversity makes the country the perfect fit to create the best hotel handbook. An understanding of culture is crucial to the delivery of hotel operations, and guest hospitality experience as this understanding offers hotel employees valuable insight that positively influences their decision-making in their jobs, also enabling professional communication across different cultures and languages.
[bookmark: _Toc119017211]1.0 Introduction
 	Cultural competence is extensive understanding and sensitivity to cross-cultural differences and the ability to adapt to different cultural environments. Competence in communication and intercultural interaction is key to competence in working within the hospitality industry. Hofstede’s cultural dimensions theory is a cross-cultural communication framework that shows the results of a community’s culture on the values of its members and the relation of these values to behavior using methods derived from factor analysis. This report will use the Hofstede model to examine the culture across Switzerland to provide the most suitable hotel handbook for intercultural competence.
[bookmark: _Toc119017212]2.0 Country A (Switzerland)
                Switzerland is located at the convergence of Western, Central, and Southern Europe. The multilingual country has German, French, Italian, and Romansh as its national languages. It is divided into cantons, each having different regions speaking in different dialects and practicing unique forms of culture. 
         The Hofstede Model provides insight into the Swiss culture through the following dimensions:
[bookmark: _Toc119017213]2.1 Power Distance
This dimension deals with the inequality of rank present in societies. Switzerland ranks 34 in the rankings of the power distancing index. Power distance shows that the community in Switzerland believes that inequality among people should be minimised.
[bookmark: _Toc119017214]2.2 Individualism
This dimension focuses on the degree of interdependence maintained by a society among its members. The German and French-speaking parts of Switzerland score highly on this dimension. A high score of 68 shows that Switzerland has an individualist society.
[bookmark: _Toc119017215]2.3 Masculinity
A high score on the masculinity dimension indicates that a community is driven by competition for success in a particular field, with success being defined by the best in the field of competition (Hofstede, (2016)). Switzerland scores 70 on this dimension, showing that it is a masculine society driven by the desire for success.
[bookmark: _Toc119017216]2.4 Uncertainty Avoidance
This dimension focuses on the level of threat perceived by the members of the community due to ambiguous or unknown situations and the measures taken to avoid such problems. French-speaking Switzerland scores higher on this dimension, while German-speaking Switzerland scores lower, giving the country a score of 58 (Wees et al., 2020). A high score in uncertainty avoidance shows that this society conserves a rigid code of belief and is intolerant of unorthodox behavior.
[bookmark: _Toc119017217]2.5 Long-Term Orientation
This dimension shows how a community has to maintain some links with its past while dealing with present and future challenges. With a score of 74, Swiss culture is described as pragmatic in that the community can adapt traditions to evolved conditions.
[bookmark: _Toc119017218]2.5 Indulgence
This dimension shows the control of desires and impulses possessed by society. A score of 66 indicates that the Swiss community has a high propensity for realising its whims and desires about having fun and enjoying life.
[bookmark: _Toc119017219]3.0 Country B (United States of America)
           The United States of America is a country located in North America. The United States is a country that traces its culture originally to Western and European origins. The country is also influenced by Asian American, African American, Latin American, and Native American cultures
           As observed in the Hofstede Model, the following dimensions illustrate the United States culture:
[bookmark: _Toc119017220]3.1 Power Distance
A score of 40 shows that the United States has a low power distance index. The low power index shows that this society believes that inequality among people should be minimised.
[bookmark: _Toc119017221]3.2 Individualism
American society extremely believes in the self-sufficiency of every individual, scoring 91
[bookmark: _Toc119017222]3.3 Masculinity
The United States scores 62 on this dimension, showing that Americans are driven by the desire for success.
[bookmark: _Toc119017223]3.4 Uncertainty Avoidance
A below-average score of 46 shows that this society is fairly tolerant of unorthodox behavior and character.
[bookmark: _Toc119017224]3.5 Long-Term Orientation
A low score of 26 shows that society in the United States is normative in that the people maintain their traditions, viewing change in society with suspicion.
[bookmark: _Toc119017225]3.5 Indulgence
The United States scores 68 as an indulgent community. This shows that society is highly indulgent in leisure activities.
[bookmark: _Toc119017226]4.0 Country Analysis
 	Both countries exhibit high scores in power distance, individualism, masculinity, and indulgence and fairly average scores in indulgence. However, the scores gained from long-term orientation are complete opposites, with Switzerland scoring highly but the United States scoring very lowly (Fajardo et al., 2020). Since long-term orientation affects customer satisfaction in that guests from higher long-term orientation societies require higher responsiveness levels from service providers while short-term orientation cultured guests are not affected by service responsiveness to gain satisfaction, a hotel employee might encounter more complaints about service delivery from long-term orientation cultured guests.
[bookmark: _Toc119017227]5.0 Hotel Handbook
[bookmark: _Toc119017228]5.1 Do’s and Don’ts
[bookmark: _Toc119017229]5.1.1 Do’s
1. Always maintain courteousness and friendliness with hotel guests, ensuring professionalism.
2. Treat all guests with the same level of attention and care regardless of the customer’s appearance, marital status, sex, age, or nationality.
3. Address guests by Sir or Madam. This makes them feel welcome.
4. Speak to guests clearly and politely.
5. Take pride in your appearance, ensuring tidiness while wearing the hotel uniform.
6. Always go up to the guest for effective communication.
7. Always assist the guest wherever possible, whatever the time.
8. Always maintain eye contact with the guest.
9. Always maintain patience with guests.
[bookmark: _Toc119017230]5.1.2 Don’ts
1. Never argue with guests or fellow employees in the presence of guests.
2. Never raise your voice at the guests or fellow employees in the presence of guests.
3. Never remain seated while addressing the guests
4. Never fraternise with the guests.
5. Do not use drugs while working.
6. Never ask for a tip, or appear to wait for the guest to give you a tip.
[bookmark: _Toc119017231]6.0 Conclusion
Culture is different in every part of the world. The differences in our societies, from language spokes to race, and so on, the differences in our cultures greatly impact our ways of communication. Taking the Hofstede Model of cultural dimensions into consideration, this report provides detailed instructions to hotel employees, factoring culture as the main factor affecting service delivery in the hotel industry.
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