The Helm and the Lens - Volume 7a - GSTC Hotel Standard v4.0 — The Helm

WORKING MATERIAL 2.6 - CHAPTER 2 — THE OPERATIONAL PERSPECTIVE (SECTIONS B, C AND D) - SETTING:
GOREME (CAPPADOCIA), TURKIYE

Cultural Interactions and the Protection of Heritage

Source: Francesco Dore, The Helm and the Lens, Volume 7a — GSTC Hotel Standard v4.0, subchapter 2.6 (book page
265)

GUIDING QUESTION
A hotel in a heritage landscape sells that landscape with every room it lets. What does it
owe the people whose history, faith and customs make the landscape worth the journey,
and how would those people tell the hotel that something has gone wrong?

1- Verification Pact: market claims against the standard

Copied from the book. The last column is for your property: what holds here, and how you know it.

What is claimed Binding? What actually holds In our property

Restoring a historic building is | Only Responsible restoration falls under

itself a contribution to heritage  partially true = A11and A12; C2.1 asks for support
to local cultural heritage beyond
the hotel's own asset

A gate on the hotel's own land  No C2.2 asks that operations do not

is a purely private matter impede residents’ access to
cultural heritage sites

Cultural information for guests = No C1.1 asks the hotel for materials,

is the guides’ job and the guidelines ask it to verify
third-party materials

Only the front office needs No C1.2 covers all guest-facing roles,

cultural training including food and beverage, with

general awareness for other staff

Residents can use the guest Only Any channel may serve, but C1.3

feedback form partially true ' requires one through which
communities can actually raise
concerns

A heritage contribution must No C2.1 accepts financial, in-kind and

be a cash donation collaborative support

Acknowledging a complaintis | No C1.4 asks the hotel to review and

enough address all feedback; the criterion
expects corrective actions as
needed

2 - Common mistakes — a self-check

Tick each mistake you recognise in your own property, and note where it shows.

O Counting the restoration of the hotel’s own building as a contribution to the destination’s heritage.
O Treating paths, gates and parking on hotel land as purely private decisions.

O Giving guests logistics about sites but nothing about local customs.

O Training only the front office and forgetting restaurant and concierge staff.

[0 Copying etiquette from the internet instead of asking residents to check it.
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O Expecting residents to use a guest feedback form designed for guests.

O Acknowledging community concerns without recording the response or the corrective action.

O Assuming that every contribution must be money, when time, materials or restraint may be what is

wanted.

3 - A Checklist for Heritage Beyond the Hotel's Walls

The book’s checklist, with a column for your own answer.

Have we mapped the heritage sites
and routes residents use within
walking distance?

Do our guest materials cover customs
and intangible heritage, checked by
residents?

Have guest-facing staff received role-
based guidance, with records kept?

Do residents know whom to contact,
and is every concern logged?

Can we show a response and, where
needed, a corrective action for each
concern?

What have we given to local heritage
beyond our own building?

C2.2 cannot be tested without
knowing where access matters

C1.1 and its guidelines ask for
respectful, validated content

C1.2 names front office, guest
services, concierge and food and
beverage

C1.3 requires a channel local
communities can actually use

C1.4 asks for all feedback to be
reviewed and addressed

C2.1 asks for financial, in-kind or
collaborative support

4 - What would show this is working

Questions drawn from the subchapter’s reading of the standard and its practical application. Indicator
references point to the GSTC Hotel Standard v4.0; where the evidence lives is this book's practice, not a

requirement of the standard.

Question

Do guests receive materials on local culture and heritage,
tangible and intangible (C1.1)?

Do guest-facing staff receive guidance on customs and
etiquette, and others awareness by role (C1.2)?

Is there a channel through which local communities can raise
concerns (C1.3)?

Is all feedback on cultural interactions reviewed and
addressed (C1.4)?

Are contributions to heritage recorded, and do our operations
leave residents’ access to sites open (C2.1, C2.2)?

Where the evidence lives Seen?
Guest information and its sources (]
Training content and records by d
department

Named contact and log of concerns (|
Responses linked to each concern O
Contribution records; map of sites O

and paths

What this sheet is not: the GSTC Hotel Standard does not prescribe this form. It is a working aid drawn from the
book; the standard'’s criteria, indicators and guidelines govern the real case. Independent material; not affiliated
with or endorsed by the GSTC. The standard’s own text at www.gstc.org prevails.
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