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Executive Summary

Cultural awareness is an important factor being considered by the hotel staff for ensuring better hospitality service to the guests. With the help of an effective understanding of different cultural aspects, better customer service could be provided by the hotel and thereby increasing the retention of guests on a long-term basis. In this aspect, the following report will provide a hotel handbook for the staff at Alpine Gstaad, a five-star hotel in Switzerland for dealing with guests from the UK. Both countries are culturally different from each other, which will be critically compared in this study for making it effective.
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Introduction

The following written report will consider the development of a hotel handbook for the staff of a famous hotel in Switzerland namely Alpina Gstaad for addressing the cultural norms and requirements of customers from another country. In this way, the country has been selected as the UK, which is culturally different from the home country of the hotel. Cultural awareness is a vital aspect for hotels through which a better hospitality service can be provided to the guests respectively. In this aspect, a critical analysis of both countries with the help of a cultural model would be done based on which hotel handbook guidelines for the staff of Alpina Gstaad would be developed. Additionally, recommendations in order to customer service for the staff would be provided, which will make the study effective.

Background of the hotel

Considering this study, Alpina Gstaad, which is a luxury hotel in the Gstaad region of Switzerland, has been selected. As reported by The Luxury Travel Expert (2022), Alpina Gstaad ensures an exclusive, discrete and cosmopolitan hotel, which is considered being a unique establishment and provides a Swiss and Alpine experience to the guests. Additionally, it has been reported that the hotel has 56 rooms with authenticity and sophistication, which would help to provide a unique peace and mental well-being to the guests as well (The Alpina Gstaad, 2023). As reported by The Telegraph (2017), the functional department of the hotel considers several accommodations for providing high-quality hospitality services to the guests such as a bar, fitness centre, laundry, pool, restaurant, room service, spa, sauna and free Wi-Fi service respectively, which has helped it for becoming a five-star hotel in the Gstaad region of Switzerland.
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Figure 1: Alpina Gstaad at Switzerland
(Source: The Luxury Travel Expert, 2022)

Furthermore, Ge et al. (2018) opined that most luxury hotels in the global market become focused on competitive advantage through sustainability and cultural awareness for handling guests coming from different cultural zones. The hotel is already providing sustainability practices thus, the hotel handbook for the staff would be focused on cultural awareness for handling the guests coming from the UK.
Analysis of the culture of the home country of the hotel
As reported by Switzerland-tour (2023), key cultural traits in Switzerland are followed by diversity in terms of religion and multi-language practice. It has been reported that 34.4% of the Swiss people are Roman Catholic while 22.5% are Protestant. Additionally, 5.4%, 2.6%, 0.5% and 0.2% people are Muslim, Orthodox Christians, Buddhists and Jewish respectively, which ensures a wide range of cultural diversity (Tourismus, 2023). Additionally, most of the people in Switzerland prefer French as their language alongside others as well.
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Figure 2: Diversity of religions in Switzerland
(Source: Tourismus, 2023)




Furthermore, the Swiss people have strong connections with their religious beliefs and thoughts, which make them festival-focused (Swiss Info, 2023). In this way, the hotels of Switzerland consider this cultural belief in their operations, which need to be managed by focusing on the cultural factors of other countries such as the UK.

Cultural comparison of guest and home country of the hotel
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Figure 3: Cultural comparison between the UK and Switzerland
(Source: Hofstede Insights, 2023)
The report from Hofstede Insights (2023) stated that the Individualism index of the UK is significantly high than that of Switzerland, which ensures that the UK population follows individual perspectives regarding personal fulfilment and thereby contributes the society by themselves. Additionally, the Uncertainty Index of the country is low, which stated that the people from the UK are comfortable with the ambiguous situation while Swiss culture considers a high UAI index for ensuring proper mitigation of the ambiguous situation and crisis respectively (Fang et al., 2022). Furthermore, Hofstede Insights (2023) reported that the culture of the UK is less focused on long-term orientation, which is contradicted the Swiss culture. Considering this, the hotel staff of Alpine Gstaad should focus on the different cultural traits of the UK guests with the help of suitable guidelines, which are provided below in the hotel handbook.

Hotel handbook development

Do’s
Interact with the guests politely
Maintain posture while talking
Always be tactful and professional
Listen to the guest’s problems carefully
Maintain a good tonality of voice
Provide high-quality room service
Provide an empathetic and humble attitude towards the guests
Make the guests aware of the special promotions of the hotel

Don’ts
Do not ask personal information  
Do not interact loudly with the guests
Do not address person’s first name 
Do not argue with the guests
Do not criticize one guest with another
Do not leave the reception while dealing with guests
Do not get too friendly with the guests

Summary

The previous study was focused on the cultural awareness of the hotel staff of Alpine Gstaad has been provided for handling the guests from the UK. In this aspect, a critical cultural analysis of both the home and the guest's country has been addressed with the help of Hofstede's cultural dimensions. The report highlighted that considering the global competitive advantage in the hotel sector, Alpine Gstaad should focus on its cultural awareness for different cultural guests and based on this, the staff should be aware of the cultural differences respectively. Henceforth, a hotel handbook including the Do’s and Don’ts is provided, which will help the staff in handling the UK guests effectively.  

Recommendations for the staff

Based on the previous cultural factors, the management of Alpine Gstaad should implement these two strategies for effective outcomes.
Cross-cultural training:
The hotel should provide cross-cultural training for the staff on diverse languages and cultural factors. In this way, workshops, seminars and other programs could be arranged for the staff based on which their skill and knowledge could have been increased.
Effective recruitment:
Additionally, the hotel should focus on recruiting people from the different cultural zone through which a cross-cultural working environment would be developed, and knowledge based on different cultures would be clear to the existing staff at the hotel before dealing with the guests as well.
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