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0. Executive summary 

This handbook is intended to equip hotel personnel in France with the knowledge and skills necessary to effectively manage the experiences of international guests, particularly those from Belgium. Understanding and accommodating cultural differences is essential in the hospitality industry, and this compendium provides guidelines to improve guest satisfaction and foster an inclusive atmosphere. It examines the cultural norms and expectations of Belgian tourists, such as formal etiquette, language preferences, dining etiquette, and privacy concerns. Emphasis is placed on customising hotel services for French guests, highlighting the significance of addressing cultural nuances in interactions, dining, housekeeping, and leisure services. The manual also includes dos and don'ts for hotel employees to ensure personalised, courteous, and attentive service. Recommendations include instituting an environment that caters to Belgian preferences and investing in cultural training programmes based on Hofstede's cultural dimensions. By adhering to these guidelines, hotels can improve the overall guest experience and cultivate an environment that respects and adheres to French cultural norms.
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Managing Guest Service Experiences for French International Visitors: A Hotel Handbook

1. Introduction 
Understanding and accommodating cultural differences are essential in today's globalised hospitality industry in order to provide exceptional guest experiences (Moran, 2018). The purpose of this report is to equip hotel staff in France with the knowledge and skills necessary to effectively manage the experiences of international visitors, particularly those from Belgium. The information and guidelines contained in this document are intended to cultivate cultural intelligence among our staff, thus enhancing visitor satisfaction and fostering an environment that is inclusive and respectful of all cultures (Jandt, 2016).
2. Why cultural intelligence and sensitivity is essential. 
Cultural intelligence and sensitivity are essential abilities for anyone operating in a multicultural environment, especially in the hospitality industry (Moran, 2018). Daily interactions between hotel staff and visitors from diverse cultural backgrounds can result in dissatisfaction and damage the hotel's reputation and customer loyalty. By developing cultural intelligence, employees are able to comprehend, respect, and acclimatise to cultural differences, resulting in improved communication and customer service (Jandt, 2016). This not only improves the visitor experience, but also fosters trust and rapport between staff and guests. Additionally, cultural sensitivity promotes inclusiveness and respect, which are crucial in a globalised world. It encourages hotel staff to recognise cultural differences, fostering a more accommodating, considerate, and individualised service environment. Consequently, cultivating cultural intelligence and sensitivity is a strategic necessity for enhancing service delivery and customer satisfaction.
3. Cultural Standards and Expectations of French Visitors
Understanding the cultural nuances of Belgian hotel guests can significantly improve their stay. According to  Scholliers, (2008), Belgians value formal courtesy and respect for personal space. Unless otherwise invited, hotel personnel should use formal addresses such as 'Monsieur' and 'Madame'. Belgians place a high value on language, and any effort to speak basic Dutch or French is highly appreciated. Additionally, it is courteous to request permission before communicating in English or Dutch. In terms of dining decorum, Belgians have distinct preferences. According to Scholliers, (2008), Belgians view food as an integral component of their culture and regularly partake in leisurely meals. Fresh, high-quality food and a vast selection of beverages, including regional ales, are highly valued. In addition, Belgian visitors may value a tranquil atmosphere that respects their need for privacy. However, they also anticipate exceptional service and meticulousness. It is crucial to recognise that these observations represent broad patterns and that individual preferences may vary. Consequently, personalised service remains of the paramount importance.
4. Customising Hotel Services for Belgian Guests
Adapting services to the cultural norms and expectations of international visitors is an essential component of cultural intelligence in the hospitality industry (Moran, 2018). When it comes to Belgian tourists in France, it is imperative that hotel services are adapted accordingly. The first interaction with a visitor, such as reception or concierge services, establishes the tone for their stay. Recognising the cultural background and language preferences of Belgian visitors, it is essential to address them with formal titles such as "Monsieur" or "Madame" and to engage in rudimentary French conversation whenever possible (Drake, 2011). Given the importance of cuisine in French culture, dining services are essential for facilitating Belgian tourists. The menu should emphasise the use of fresh, high-quality ingredients, and the wine list should be comprehensive. Allowing for extended meal durations would further align with the visitors' cultural norms (Zhang, Gerdes, & Meng, 2020). This is in line with the French custom of dining slowly. Respecting the French culture's high regard for privacy, cleaning services for Belgian guests must be modified correspondingly. It is possible to cultivate a sense of respect for guests' privacy by scheduling housekeeping at times approved by them and requiring staff to wait for a response before entering rooms. Therefore, visitor services, such as the front desk, room service, and concierge, must demonstrate efficiency and attention to detail to reflect the values that French guests value. In addition, the services should anticipate visitor needs without being intrusive, while respecting cultural norms of privacy (Drake, 2011). Lastly, resort and leisure services must provide options that reflect the Belgian preference for solitude and relaxation. These cultural preferences can be satisfied by providing leisure activities that encourage solitude and tranquilly (Moran, 2018). By instituting these changes, the hotel will be able to create an environment that respects and adheres to French cultural norms, thereby enhancing the overall guest experience.
5. Do’s and Don'ts for Hotel Staff
	Do’s
	Don'ts

	· Utilize formal address ('Monsieur,' 'Madame') unless otherwise invited.
	· Until a level of familiarity has been reached, refrain from using informal language.

	· Try using French phrases or request permission to speak English
	· Do not presume all Belgian visitors are proficient in French

	· In dining services, provide high-quality, fresh cuisine and a variety of wines.
	· French guests appreciate leisurely meals, so the  employees should refrain from rushing them.

	· Respect guests’ privacy by knocking and awaiting a response before entering a room.
	· Do not invade their privacy without permission.

	· Provide prompt and effective service with a keen focus on detail
	· Employees should refrain from offering substandard services or neglect minute particulars

	· Provide options for peaceful relaxation and solitary leisure activities
	· It should not be imposed group activities or noisy environments on visitors who prefer solitude.



6. Conclusion
This manual is intended to provide hotel personnel in France with the knowledge and skills necessary to effectively manage the experiences of international guests, particularly those from Belgium. In the hospitality industry, cultural differences must be understood and accommodated. The hotel employees can enhance the overall guest experience by recognising the cultural nuances and expectations of French visitors. The Belgians place a premium on formal courtesy, language, and languid meals. Important considerations include providing fresh, high-quality cuisine, an extensive wine list, and respecting visitors' privacy. Important factors include personalised service, attention to detail, and the provision of recreational activities that correspond with Belgian preferences for solitude and relaxation. By incorporating these changes, hotels can create an environment that adheres to French cultural standards. 
7. Recommendations 
7.1. Invest in Programmes of Cultural Training
According to Moran's (2018) recommendations, the hotel should invest in cultural training programmes for its staff. Moreover, should include specific modules on Belgian culture and decorum, informed by models such as Hofstede's cultural dimensions. In terms of power distance, for instance, Belgium has a slightly higher score than France (64 vs. 68), indicating that Belgian visitors may have a relatively higher expectation for hierarchical relationships and deference to authority. Similarly, Belgium scores slightly lower than France on the individualism dimension (65 vs. 71), suggesting that Belgian visitors may place slightly more emphasis on collective harmony and group cohesion (www.hofstede-insights.com, n.d.). 
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Fig 1. www.hofstede-insights.com. (n.d.). Country comparison tool.


7.2. Implement an Environment Friendly to Belgium
Given the importance of language and cuisine in Belgian culture as suggested by Scholliers (2009), it is recommended that the hotel try to establish a more Belgian-friendly environment. This could include employing Dutch and French speaking employees or providing French language classes to existing staff. As a result, visitors may feel more at home if they are offered a menu featuring Belgian cuisine and a selection of fine wines. Moreover, adjusting mealtimes to accommodate the longer, more leisurely dining experiences emblematic of French culture could further improve the dining experience.


















8. References
Drake, H. (2011) Contemporary France, Macmillan.
Jandt, F (2016) An Introduction to Intercultural Communication, 8th edition, Sage: San Bernadino.
Koc, E. (2020). Cross-Cultural Aspects of Tourism and Hospitality: A Services Marketing and Management Perspective. [online] Google Books. Routledge. Available at: https://www.google.co.uk/books/edition/Cross_Cultural_Aspects_of_Tourism_and_Ho/EMHyDwAAQBAJ?hl=en&gbpv=1&dq=7.1.%09Invest+in+Programmes+of+Cultural+Training+hospitality&pg=PT7&printsec=frontcover [Accessed 2 Jun. 2023].

Moran, R. (2018) Managing Cultural Differences, 10th edition, Routledge: Abingdon.
Scholliers, P. (2008). Food Culture in Belgium. [online] Google Books. ABC-CLIO. Available at: https://www.google.co.uk/books/edition/Food_Culture_in_Belgium/9pFxDwAAQBAJ?hl=en&gbpv=1&dq=belgium+culture&pg=PR5&printsec=frontcover [Accessed 5 Jun. 2023].

Zhang, P., Gerdes, J.H. and Meng, F. (2020). The impact of national culture on hotel guest evaluation - A big data approach. International Journal of Tourism Research. doi:https://doi.org/10.1002/jtr.2357.

‌www.hofstede-insights.com. (n.d.). Country comparison tool. [online] Available at: https://www.hofstede-insights.com/country-comparison-tool?countries=france%2Cunited+kingdom.


2

image3.png
Belgium x France x

94
86 8
68 75 n
65 63
54 o7
48
I 43
P u taint: Long T
rower Individualism Masculinity neertamnty one ferm Indulgence
Distance Avoidance Orientation




image1.png




image2.png





 


BMIH5003


 


 


Hotel Handbook for Intercultural Compete


nce 


 


 


Lecturer: Rodrigo Aguiliera


 


Student name: Roxana Jurj


 


Student id: 2126298


 


Word count: 10


75


 


 


 


 




  BMIH5003     Hotel Handbook for Intercultural Compete nce      Lecturer: Rodrigo Aguiliera   Student name: Roxana Jurj   Student id: 2126298   Word count: 10 75        

