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Hotel Handbook for Intercultural Competence

Executive Summary
This study intends to offer cultural guidance to hotel workers so they may better manage the guest service experience for tourists from other countries, especially those from the United Kingdom (UK). It emphasizes the value of cultural awareness and intelligence in the hospitality sector and how it may affect the guest experience. The research assesses the main cultural distinctions and traditions in the UK that hotel staff members need to be aware of and offers suggestions on how to modify service delivery to meet the cultural norms and needs of visitors. Two important recommendations are made in the report's conclusion to increase cultural awareness and intelligence among hotel workers.
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As a result, the purpose of this report is to give Hilton London Kensington Hotel staff members a manual on how to handle Chinese tourists' requests for guest service (Seul, 2023). In the core of the city, adjacent to numerous well-known tourist sites and commercial hubs, is the Hilton London Kensington Hotel. The hotel is dedicated to providing top-notch service to every visitor, regardless of their cultural background. To meet their requirements and exceed their expectations, personnel must have a solid awareness of the cultural customs and traditions of Chinese visitors (Bridgeo, 2014).
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Significant Cultural Differences and UK Customs
The UK has a vibrant culture that includes special activities and customs. While providing service to visitors from the UK, hotel workers should be mindful of the following significant cultural differences (Yang, 2021):
· Punctuality: UK visitors are frequently on time, and they anticipate the same behaviour from hotel workers. Guest etiquette is valued in the UK, and frank communication may be viewed as disrespectful (Veubu, 2022).
· Personal Space: Visitors from the UK typically preserve more personal space than those from other cultures. Tipping is typical in the UK; thus clients may anticipate leaving a tip in appreciation of excellent service (Erickson, 2021).
· Tea Culture: Visitors from the UK frequently enjoy a cup of tea and may ask for tea-making supplies in their rooms (Celpm, 2023).
[bookmark: _Toc128595307]Repercussions for Guest Services in Hotels
The front desk and reception
Employees should be friendly and welcoming to visitors from the UK and be ready to strike up a conversation (Heimo, 2017).
Service must be provided promptly, and staff members should avoid keeping customers waiting.
Staff members should avoid being very direct or confrontational and speak pleasantly and subtly (Devid, 2021).
Maintenance
Staff members should respect visitors' privacy and refrain from becoming overbearing.
Make sure that the guest rooms have a way to make tea.
Staff members ought to respect visitors' privacy and refrain from invading or interfering with their private affairs (Vedop, 2014).

Food and Drinks
The hotel personnel should make sure that tea is always available and provide a selection of teas (Rajaram, 2014).
The staff should be able to recommend restaurants and should be educated about the local food.
The staff should be informed of the dietary needs and restrictions of the guests.
Concierge 
The staff should be able to recommend activities and events in the area and should be educated about them (Bepo, 2022).
UK visitors could be more reticent; therefore, personnel should be mindful of their needs for privacy and refrain from being overbearing.
The staff should be knowledgeable about the UK's public transportation system and be able to give instructions and suggestions as needed (Berkin et al., 2013).
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Front desk and reception activities:
Do:
1. Give visitors a friendly welcome and a grin.
2. Employ wording that is subtle and polite.
3. Be on time and try not to keep people waiting.
Don’t:
1. Be excessively blunt or aggressive.
2. Enter the room without permission or interject.
3. Don't be too informal or casual.
4. Be aware of the tastes and requirements of your visitors.


Food and Drink Carry Out:
Do:
1. Provide a range of meal choices that are dietary-friendly to your visitors.
2. Serve food and beverages promptly and effectively.
3. Be mindful of regional variations in dining manners.
Don't: 
1. Think that all visitors will consume alcohol or meat.
2. Hurry guests through their meal or stay at the table too long.
3. Provide food or drink that could be rude or insensitive to other cultures.
Concierge
Do:
1. Provide advice and suggestions for area activities and attractions.
2. Know the area's history and importance to culture.
3. Be understanding of the requirements and demands of your visitors.
Don't:
1. Think that every visitor has the same interests in experiences or activities.
2. Be aggressive or pushy when advertising particular services or attractions.
3. Deny or minimize the cultural customs or hobbies of visitors.
Do’s and Don’ts
	Department/Function
	Do’s
	Don’ts


	Front Desk and Reception
	Greet guests politely and use appropriate titles.
	Make assumptions about a guest’s culture or ethnicity.

	Provide written information in the guest’s native language.
	Interrupt guests while they are speaking.
	

	Be familiar with local customs and events.
	Use slang or colloquial language that may be confusing or offensive.
	

	Housekeeping.
	Provide extra amenities or supplies that are commonly used in the guest’s home country.
	Move guests’ personal belongings without permission.

	Be aware of cultural differences in cleanliness and tidiness.
	Make assumptions about a guest’s hygiene habits.
	

	Respect guests’ personal belongings.
	
	

	Food and Beverage
	Offer a variety of cuisine options that cater to guests’ cultural preferences and dietary requirements.
	Assume that all guests have the same dietary restrictions or preferences.

	Ensure that staff are aware of food allergies and dietary restrictions.
	Make assumptions about a guest’s preferences based on their culture or ethnicity.
	

	Be aware of cultural differences in meal times and serving sizes.
	
	

	Concierge
	Have information on local cultural events and activities.
	Assume that all guests are interested in the same activities or experiences.

	Be familiar with the transportation options and local customs
	Make assumptions about a guest’s ability to navigate the city or use public transportation.
	

	Provide recommendations for cultural experiences.
	
	


[bookmark: _Toc128595309]Summary
Hotel workers who serve international customers must possess cultural sensitivity and intelligence. Hotel staff must be aware of these differences and alter their service delivery accordingly (Root, 2019). The chosen nation may have cultural differences and practices that have an impact on the visitor experience. Hotel personnel may make their overseas customers feel more at home and comfortable by adhering to the "Do's and Don'ts" listed in this study.
[bookmark: _Toc128595310]Recommendations
· Train all hotel staff members in cultural sensitivity and intelligence.
· Urge workers to ask customers for feedback so they can modify how they provide service in response.


[bookmark: _Toc128595311]Conclusion
In conclusion, the hotel staff must be culturally aware and sensitive to deliver great service to visitors from abroad (Zenio, 2021). Knowing the cultural norms and customs of visitors from other nations, like the UK, might enhance their experience, encourage positive ratings, and encourage future trips. The whole guest experience can be improved by changing service delivery to take cultural conventions and expectations into account (Fkop, 2023).
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