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                                                         Hotel Handbook

Purpose

The purpose of this handbook is to remind to the employees of this hotel (Excellence Hotel) some of the general rules regarding guest service.
The content of this Handbook is for helping the employees of the Excellence Hotel to know better how to react in different situation within their working program, how to behave, and how to bring better results, feedback for the Hotel.
The person in charge within each department it called Head of Department (HOD). HOD is responsible of taking care of his own department at any time. The person in charge of taking care of the Hotel, and of the HOD activities, is called Hotel Manager (HM).
For any enquiries, the HOD will be called first, before the HM.

The relationship within the hotel with the customers/international customers:
1) Whenever is possible, the customers will be greeted by their surnames, with the ‘’hello’’ or ‘’good afternoon’’ in their own language. An example, for Mr. Pedro Gonzales, the staff of the Excellence Hotel will greet him ‘’Buenos dias, Senior Gonzales’’, for Mrs. Claudia Schwarz, the staff of the Excellence Hotel will greet her ‘’Guten tag, Frau Schwarz’’. A list of greeting expressions in a different language is attached to each employee working contract.

2) When the guest is passing in the Hotel area, and the employee will see them, they will kindly simile to them, and interact, if necessary, friendly, and with a smile on their face.

3) Being kind is helpful for yourself, for the customer, and for the business.
A list of the International Countries’ customers, and a few details about their culture and behaviour when relating to a new hotel experience is attached within this Handbook.
· Spain: their population is growing day by day, so the numbers of travellers is growing as well. According to a recent survey, the Latino people spend about 7% more on holidays than the non-Latino people. (www.cclshouston.com) 
Therefore, they like to party, to enjoy their travel experience in the hotels, and to feel special. The key of offering them a successful hotel experience is the communication. For those employees who speak Spanish, it can be very advantageous working with Spanish customers. (De la Cruz-Gongora, Vanessa Torres, Pilar, 2017).
 The Latin people as a group, are very friendly and understandable, they like to dance, to eat Mediterranean food and they like red wine. 
Same as the Spanish people, another Latin country such as Romania or Italy,
their population is well behaving, they like joking, eating, drinking, enjoying a good Hotel Service, and paying attention to the small details. (Olimpia S., Claudia B., Delia P., 2014).

· Egypt: The Egyptian people are friendly, but they will not talk about how their day was outside or different similar details. It is possible that the Egyptian women to do not reply to ‘’hello’’, or to do not show their faces. Most of the Arabian women have their head and face covered by their Hijab.
No reasons to laugh about it, or to look strange at them. 
Most of the Arabian men will speak instead of the women, therefore, the staff attitude will be a professional one, no laughing, only kindly smiling.
Most of the Arabian people doesn’t eat pork and don’t drink alcohol.
However, they will receive a normal menu, because there are also exceptions. 
(Attallah, Nashwa F, 2015)

· The EU countries culture is different from a person to another, according to their family behaviour. 
However, all od them are friendly, and most important, all of them like a good service, likes to be greeting by their names, likes to feel important and special, no matter if the hotel is fully booked or not. 
As an Excellence Hotel staff, the service provided will be Excellence, the standard will be followed step by step, and issue will be reported straight away to the HOF (Chu, Wei-Ta, Huang, Wei-Han, 2016).






* This is the Employee Handbook, need to be read and followed, but the Job Description and the working contract must be read before. Within this Handbook, the Excellence Hotel staff will find useful information regarding their behaviour and interaction with the Excellence’s customers.



	
                       DO
	
                                  DON’T

	Be polite, greet the customers by their names
	Speak/laugh lowed on the Public Areas

	Apologise, if necessary, smile and be friendly
	Come at work with a negative attitude, tired bad behaviour

	Report any issue to your HOD
	Offend, fight, scream to of the customers or colleagues

	Help your colleagues, if necessary, be kind
	Use the phrase ‘’I don’t know, I can’t’’

	Follow the standard, follow the Handbook advice
	Go without letting your colleagues/HOM where you are

	Wear you uniform cleaned and ironed
	Use the mobile phone in front of the customers

	
	




According to different surveys and marketing strategies, there are some few principles need to be followed within the Hospitality Industry:
1) The Hotel orientation to the customers. It is very important to identify the external versus the internal customers. Their necessities, expectations and needs are different, so once they are identified, is much easier for the hotel staff to satisfy their necessities. (Sloan Philip, Legrand, 2014)
2) Ensuring the Leadership. In a successful business is very important to have good leaderships, good managers, understandable, well prepared for different situations, or ready to be prepared for any situation. A good leadership will always know what to do according to the situations, will always know what and how to explain himself. (Whalen, Elizabeth A., 2018)
3) A very good communication between the staff and the customers, between the staff itself. Each department is taking important decisions according to different situations. Therefore, not only the staff must listen the HOD, but the HOD must listen the staff as well, deciding together when necessary, following the Standard as well. (Bengisu, Murat, Balta, Sabah, 2011)
4) Performing day by day, improving day by day the service quality, including the improvement of the Hotel facilities quality as well. Keeping up with the surveys and following the feedback from the Excellence customers, paying attention at their review, responding them in the online, but also do not repeating the mistake on more time. (Michael Craig, 2020), (www.Q-referat.com, www.hilton-hotels.com) 
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