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Executive Summary
Cultural awareness in the hotel would help to provide better guest experiences based on their requirement. It has been observed that cultural traits are different among the global countries, which would create a challenge for hotel staff in guest handling during this highly competitive market for the hotel sector. Considering this, the report will develop a handbook for the staff of the Swiss hotel, The Chedi Andermatt for handling the guests coming from the UK. The Swiss culture is significantly different from the UK and thus, with the help of this hotel handbook, the staff would be able to manage the guests and provide them with high-quality hospitality services for better outcomes.
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1. Introduction

In this report, a hotel handbook for the staff of a selected hotel would be prepared for managing the international guest experiences. Considering this, hotel in French-speaking country Switzerland such as The Chedi Andermatt has been selected for handling the guests from the UK, which is a non-French-speaking country respectively. The report will be comprised of critical analysis and comparison of the cultures of the two countries based on which the hotel handbook will be prepared. Additionally, the functionaries and accommodations provided by the hotel would be described and justified recommendations will be generated, which will make the study comprehensive.




2. Details of the hotel
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Figure 1: The Chedi Andermatt in Switzerland
(Source: LHW, 2023)

It has been denoted that The Chedi Andermatt is a five-star hotel in Switzerland, which provides luxury and attractive guest service who are coming from international countries. Additionally, the several types of accommodations such as quality room service, spas, restaurants, and others would attract guests as well (The Chedi Andermatt, 2023). Furthermore, the hotel is surrounded by the Swiss Alps and thereby ensuring an open plan design for reflecting the relaxed style of hospitality for international and domestic guests. The location of the hotel around the Alps enables them in gathering many local and global guests every year as well (LHW, 2023).



3. Cultural analysis of the home country

Key traits followed by the Swiss culture are mountaineering, skiing and art-focused, which attracted the people of Switzerland towards group work and festive (AFS-USA, 2023). It has been identified that the cultural factors of Switzerland are distinguished by its diversity in terms of religion and living heritage. Binns, Stamm and Etcheberry (2020) reported that the cultural motto of Switzerland is followed by open-mind, peaceful activities, uniformity, and collaborative culture. Additionally, the country is following a diversity of languages such as 63% of the population speaks German while 23% speaks French. Consequently, 8% of the population speaks Italian and the other 0.5% considers Romansh as their native language (Switzerlandical, 2022). Considering this, a wide range of diverse practices by Swiss culture have become understood, which has helped The Chedi Andermatt in attracting large numbers of guests with respect to their cultural and traditional hospitality services respectively.
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Figure 2: Diversity of languages practised in Switzerland
(Source: Switzerlandical, 2022)



4. Cultural comparison of the guest’s country with the home country

Considering the cultural traits followed by Switzerland, the UK culture is significantly different, as the UK people appreciate high control over emotions (AFS-USA, 2023). Additionally, it has been denoted that UK people have a strong sense of their nationalism and culture while staying in other international countries. Furthermore, the study by Devlin (2018) reflected that the main language of the UK is English, which is used by 98% of the population. Meanwhile, some regional languages are including Scottish, Irish and Welsh respectively. 
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Figure 3: Cultural comparison between the UK and Switzerland
(Source: Hofstede Insights, 2023)

The report from Hofstede Insights (2023) highlighted that the Individualism index of the UK is significantly higher than that of Switzerland, which pointed out the contradictory collectivism and individualism cultural traits of the countries. Similarly, the Uncertainty Avoidance and Long-term orientation index of Switzerland is higher of the UK, which denoted that UK people are less bothered about ambiguity and crisis. In this way, the hotel staff should know the different cultural traits followed by the UK and Switzerland in proving effective experiences towards UK guests.

5. Critical evaluation of the functions of the hotel and the way they require to adopt cultural accommodation for the guests

According to the report from LHW (2023), the hotel tends to provide an architectural masterpiece of Alpine aspects by combining the Asian aesthetic and traditional elements and classic European elegance in their functionaries. Key services and accommodations provided by the hotel are high-quality room service, restaurants, spas and other features by focusing on the cultural fusion of Asian and European elements. Additionally, the hotel is operating under the GHM group, which is comprised of several functional departments including front desk staff, operational team and executives (Waga, 2019).
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Figure 4: Accommodations and services provided by The Chedi Andermatt
(Source: Waga, 2019)

Hence, by analysing the services provided by the hotel, it can be stated that it has high cultural awareness for guest engagement. However, due to over-tourism and the health crisis that revolutionised the behaviour of tourists from the different cultural zone, the hotel staff of The Chedi Andermatt should develop cultural awareness for effective performance (Hospitality ON, 2023).











6. The Hotel Handbook development

Do’s
Provide high-quality services timely to guests coming from the UK
Welcome them with adequate gesture and elegancy
Maintain perfect eye contact
Resolve the query of the guests 
Aware of the ongoing offers 
Protect guest’s data and privacy
Deliver high-quality room service regularly

Don’ts
Do not argue with the guests
Do not leave the desk while dealing with guests
Do not discuss the religion and nationality of the guests
Do not interact with the guests emotionally
Do not skip the conversation with the guests
Do not be late in providing services to the guests
Do not be too friendly with the guests








7. Summary of the report

The previous report was focused on the hotel handbook developed for Chedi Andermatt's staff regarding cultural awareness, which would help them in providing high-quality experiences to UK guests. Cultural traits between the UK and Switzerland are significantly different from each other. In this way, some suggestions for the staff are described below for further understanding.

8. Recommendations

⦁	Cross-cultural language learning program: The management team of The Chedi Andermatt should focus on a language-learning program, especially English, which is the native language used by the British people. In this aspect, several seminars and meetings could be helpful.
⦁	Staff training and development strategy: Additionally, the hotel should provide a staff training and development program through workshops, seminars and training based on which ideas on cultural traits of the UK and other countries could be developed.
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Languages spoken by people in Switzerland

63% german 23% french 8% italian 1% ramansh
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