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In the modern age, hospitality management is considered to be a global industry that is customer-related. In this industry, the employees should be aware of cultural differences among the customers of different countries and societies. A better understanding of cultural differences would play a vital role to enhance the business of the hotel in the international market.Cultural Awareness is defined as the understanding of the difference of cultures between two or more countries. The understanding of the different cultures is important for those who are directly engaged to provide services to people from different countries. It has also been revealed in different studies that the cultural difference would act as a barrier as communication challenges between the employees. Another challenge in the international hotel industry is foreign languages. The different languages of different countries would be a serious issue to provide services. The communication barrier would play a vital role in hospitality management. In this study, an informal diplomatic message would be provided for the staffs of an international hotel to provide the best possible service. In order to understand the cultural differences, the consumer behaviour and customs of people should be well understood. 
[bookmark: _Toc38998798][bookmark: _Toc39074457]Hospitality management and Guest services
Hospitality management is widely defined as the application of the concept of management for the accommodation and general guest service. Besides this, intensive leadership would also be included in hospitality management (Kandampullyet al. 2018). Though there is a large area of hospitality management from a small cafeteria to large international hotel. The staff of the international hotel should maintain four basic strategies for better service to their customers. The strategies would be listed as follows: communication, customer value increase, operational excellence, and to be a good communicative corporate citizen (Prentkovskiset al. 2018). These would be helpful to build excellent customer experience. The staff of the hotel management should have good communication skills so that they can communicate easily with the guests and get informed about the service they are provided by hotel staff. The staffs of the hotel should also listen to the feedback of the customers. This would be able to provide better service to their customers.
Guest service in international hotels would be termed as the services as well as the amenities that are provided to the international tourists in the hotel. In international hotels, the guest service would include the room service and laundry service along with a residential caretaker service as well. The management of an international hotel should follow the SERVQUAL model to check out the improvements to the services provided. As stated by Prentkovskis et al. (2018), the model is based on the client’s feedback on the service of the hotel. This is also considered as the comparison between the expected and obtained value. The gaps in the service provided would be taken into account to make the service better. In the international hotel, the SERVQUAL model would play a vital role to provide the best possible service. The following diagram would represent the schematic diagram of the model.
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Image 1: SERVQUAL Model
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Quality of service should be depended on the customs and cultures of the international guests. Therefore, the difference in culture and customs should be well understood. The staff of the international hotel should have a clear concept regarding the culture customs and consumer behaviour of international guests. According to the SERVQUAL model, in order to provide the level best service to their guests, the staffsshould make proper strategies for their guests so that the goodwill of the hotel should be maintained (Mattila, 1999).  In this part of the study, the list of the top international countries and their culture would be provided.
1. USA: The culture of the USA is of Western origin. The mixed origin is also found in the socio-economic condition of the countrymen (Zhou, 2019). American culture also includes privacy, individualism, as well as liberty and time.
2. Australian and New Zealand: Both Australia and New Zealand have a mixed culture. The people of these two countries would like sports (Nicholas, 2019). In recent studies, it has been revealed that they would like to have technical support in every sphere of life.
3. Japan: The people of Japan would be considered to have a very colourful culture. It has a great influence from China, the neighbouring country. They would like to have some distance as well as personal space. A strict policy of isolation is practised by the Japanese. Art is an integral part of Japanese culture.
4. China: The culture of China would be termed as a mixed ethnic culture with more than 56 ethnic minority groups. The behaviour of the people would be varied according to the geographical and ethnic culture. The people of China would be known as very fond of art and culture. They would like to make their own culture famous. There is a similarity in the culture of China and Korea. The culture of the country would be considered rich with spiritual and mythological history.
5. German: The people of Germany would like to follow western culture. The people of Germany give priority to privacy, thriftiness and punctuality (Hudgins, 2017). It has also been studied that the people of German are stoic for precision and perfectionism.
The above study regarding the cultural differences in different countries has revealed that the staff of the international hotel should make a proper strategy outline to overcome the cultural diversity challenges (Ayeh, et al., 2016). The staff, as well as managers of a hotel of international) standards, should maintain good communication skill. The discrimination issues also should not be done in the hotel premises that may have a negative impact on the international market of the hotel. According to Luo, Z. and Qu, (2016), the consumer service would also include the front office service, housekeeping services, and to serve the food and beverage according to the choice of the customers. The staff of the international hotel should understand and identify the different cultures of the border of the hotel and behave with them accordingly.
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1. USA: The people of the USA would like to have fast food in their daily meal. They would also value liberty and equality (Tamm et al. 2019). It has been studied that the people of the USA would like to spend more on non-alcoholic beverages and food rather than alcoholic beverages.
2. Australian and New Zealand: People of these two countries would like to have both vegetables and fruit in their meal (Nicholas, 2019). They would also like to have non-veg items such as meat, chicken in their meal as well. According to big data, the people of Australia like to have fresh vegetables for their meal.
3. Japan: According to the study, it has been found that the rice meal is mostly preferred by a Japanese. Sushi, raw or grilled fish and soy products would be preferable for a Japanese guest (Norbury, 2019).
4. China: People of China would be considered as tech-savvy. Chinese people would like to get beverages and snacks in their meal. The diverse food habits of Chinese people would depend on the living conditions of people. On the other hand, Chinese people are very concerned about food safety issues (Xia et al. 2016). The people of this country would focus more on the quality and taste of the products. It has been studied that they would give priority to the quality and value of service rather than a low price.
5. German: The people of German are considered to be quiet a stereotype. They strictly follow the rules and regulations. They are hardworking and follow the timetable very strictly. It has been studied that they would like to follow the customs and manner in their daily life (Hudgins, 2017). The German cuisine would include bread and sausage of different taste and more importantly, beer. It has been studied that German is the second-largest consumer of beer in the world.
The study of the consumers’ behaviour has revealed different food habits of people from different countries. The hotel staff should be efficient to serve different cuisine to their customers. In the modern age, technology has got its own space in every aspect of life. In the international hotel, the usage of technology would play a vital role in providing satisfying customer services. The Internet of things should be availed for better service. In international hotels, different devices should be connected with the Internet. As stated by Amer and Alqhtani (2019), this device would provide an excellent experience to the customers as they are able to sense the environment as well as they would also be able to share information. Therefore, a sophisticated guest service would be provided to international customers. The tech-savvy customers of international hotels from all over the world would be able to get the advantages of the technology that would play a vital role to increase the customer satisfaction in the international market of hospitality management.
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1. USA: the western customs are followed by the people of the USA. The manner of greeting an unknown person is generally done by shaking hands. Though the people of America would not possess any specific customs because of their enormous mixed culture, they would be glad to have sports equipment such as baseball, foods according to their cuisine and so on  (Tamm et al. 2019).
2. Australia and New Zealand: in Australia and New Zealand, the customs are much similar to Britain. The people of the country would follow general western customs in their daily life.
3. Japan: People in Japan possess completely different customs than other countries. It has been studied that the Japanese would greet guests with a bow, the deeper one bow, and the more respect one shows.
4. China: The lifestyle of the people of China would play a vital role in the customs. The customs of the country are rich in art and culture (Xia et al. 2016). They would like to follow a special philosophy of their own.
5. German: The sophisticated German people are considered to be habituated with their own customs (Egli et al. 2017). The punctuality and the sincerity for their job have made the customs of the country rich.
[bookmark: _Toc38998801]It has been studied that the customs of international guests would be different according to their social economics and religious culture. Behaviour and service should be dependent on the customs of people from different countries. The customs and the behavioural approach of different countries should be kept in mind by the international hotel staff. They should be provided with the facilities according to their choice. The staff of the international hotel should be aware of the customs and their differences and should behave accordingly. They should maintain the customs with the international customers of the hotel to maintain the goodwill of the hospitality business.
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	Do’s
	Don’ts

	Serve customer with skill
	Do not discriminate

	Be aware of the culture of the customers
	Do not avoid cultural difference

	Be good in communication skill
	Do not overlook customer grievance

	Be able to do multitask at a time
	Should not be very strict with customs

	Maintain workplace ethics
	Do not spoil workplace ethics

	Maintain professionalism
	Do not lose communication with other staffs of the hotel

	Should have multiple language skill

	Maintain communication with team

	Listen to customer grievance

	Take the negative feedback as an opportunity for better service

	Respect the cultural difference and act accordingly

	Be aware of the safety and security of customers


Table 1: Do’s and Don'ts list
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In the study, the different cultures, customer behaviours, and customs have been discussed in terms of hotel management. Five top international countries and the difference in cultures and customs have been discussed. It would be concluded that the staff of an international hotel should follow ethics and behaviour manner to enhance the customer satisfaction of international level. Not only the staff but also the managers of the hotel should follow the above-mentioned strategies. The customised service should be provided to the customers from different countries according to the consumer behaviour difference. Therefore it would increase the goodwill of the brand in the international market. The list of do’s and don’ts would provide a guideline for the staff of the hotel to enhance the better experience of customers.
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