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I have been assigned to produce an Aide Memoire for hotel staff. It will help to manage high level guest service for the International customers. In order to do that, it will be provided a list of different countries, identifying their cultural characteristics, behaviour and customs. A table of “Do’s and Don’ts” will be included to help hotel staff.

1.Introduction
Nowadays people travel a lot by business or leisure. Whatever the reason is, they expect good customer service satisfying their needs. Although some neighbouring countries have similar traditions and they form a region having almost equal cultural characteristics, every country has its own spirit, understanding and perception. What is typical for some countries could be unacceptable even offensive for others. Good knowledge about peoples’ lifestyle from different countries, about their customs and habits is essential part for excellent customers’ service in the international hospitality industry.
2. Cultural dimensions
There are various cultural dimensions which explore the differences between national cultures. In 1980 was created Hofstede’s Cultural Dimensions Theory by Greert Hofstede-a Dutch management researcher. According to Hofstede there are six cultural dimensions:
· Collectivism vs. Individualism-this dimension indicates if the society prioritizes the groups and people accept dependence on groups.
Collectivism means that people think as a group, they behaviour as a group. People defined themselves as “We”. 
Individualism indicates that personal goals are more important than groups. People defined themselves as “I”.

· Power Distance Index-this dimension identify to what extent are tolerated power and inequality. Low power distance index means that organizational structures are encourages. High power distance index means that a culture accept power differences and inequity, gives respect for authority and rank.

· Femininity vs. Masculinity-this dimension is referred to preference of society for achievement. Femininity is concerned with the quality of life, but masculinity is concentrated on material achievement. 


· Uncertainty Avoidance Index-this dimension indicates to what extend are tolerated uncertainty and ambiguity. High index means that the unknown is minimized by regulations and strict rules.

· Restraint vs. Indulgence-this dimension observes the tendency of society to accomplished its needs and desires. Restraint means that the society controls satisfaction of needs and regulates it by norms. Indulgency means that in the society is allowed satisfaction related to enjoying life.


· Short-Term Orientation vs. Long-Term Orientation. Short-term orientation society is focused on the near future and emphasizes quick results. Long-term orientation society is focused on the long term success in the future. 
3. List of countries

3.1. The Bulgarians
Bulgaria is an East European country famous with marvellous nature and rich historical heritage. The main religion is Orthodox Christian, but there are also Muslims, Catholics and Gipsies. Bulgarians are very proud with their history and customs. Bulgaria is the oldest country in Europe that hasn’t changed its name since it was first established in 681 AD. Sofia, the capital of Bulgaria, was founded 7000 years ago. This makes it the second oldest city in Europa. The Bulgarian Army never lost a battle and a Bulgarian flag was never captured during a battle. 
Bulgarians have something in common – deep-seated warmth and values of welcome and hospitality. They have a lot of holidays as they celebrate name day. It is kind like second birthday and some of name days are bigger and they are national holidays. 
What differs Bulgarians from all other people is that their head nod is backward. Shaking your head means “yes” and nodding your head means “no”. Don’t say “Ciao” as “Hello”. Bulgarians shake hands when meet people for first time.
3.2. The Germans
Germans likes to make exact plans. They are direct in conversation, they say exactly what they mean and sometimes this can seem unfriendly even rude. They like to do things on their own. They love bread and beer. There are more than 300 kind of bread. Germans are the third beer consumers in the world after Czech Republic and Austria.
They mind their own business and love to have personal space. They are polite and shake hands with everyone in the room. There is an etiquette if you are invited for dinner. For Germans it is rude to have your hands under the table. When you have finished eating, set the fork and knife faced on the right side on the plate together. If you set them crossed in the middle of the plate, it means “I am taking a little break but I will eat the rest of that”.
3.3. The Chinese
China is an extremely large country and its traditions vary by ethnicity and geography. The major groups of dialects of the Chinese language are seven and each have their own variations. Mandarin dialects are spoken over 70% of the population. 
Chinese culture is very different from other countries and it is based on certain rules:
Demeanour rules
· Do not leaning against the wall
· Do not sitting with crossed legs
· Do not Fidgeting
· Do not rolling up sleeves or pants
· Do not slouching
· Do not lying 
· Do not side eyeing people 
· Do not being loud in public places

Chinese show respect for elders:

· Always inform elders when leaving or get home
· Always invite elders to eat before you start and wait for elders to sit down first
· Always wait for elders to pick up their utensils first

Table manner:

· Do not beating bowls with utensils, it considers as Beggars’ behaviour
· Do not insert chopsticks upright in a bowl
· Do not crossing the table for food and do not picking through
· Do not chewing loud
· Do not sucking on chopsticks
· Do not slurping loud
· Do not sucking teeth

Tea Serving Etiquette:

· Do not filling all the way, fill the cup to 70%
· Do not pouring with the palm facing outward
· Do not pointing the spout of a tea pot at someone

House Guest Etiquette:

· Do not going into rooms without permission
· Do not sitting on someone else’s bed
Do not being picky with food and waste any food is also part of Chinese culture.
Although each family has different views on the world, some universal values remain the same such as being honest, compassionate towards others, and being considerate and selfless. 
3.4. The Japanese
In Japan people have very strong work ethic. If you sleep on the job is acceptable and most companies, consider it as exhaustion from work. 
In Japan exchanging business cards is a ritual. Everyone carries business cards. There are some specific rules to exchange cards. The person who has the lower social status gives a card first, making sure that the card is turned towards the receiver. The cards need to be given and received with both hands. When the person receives the card, he need to read it carefully.  
Gift giving is a serious business in Japan. It needs to look like you do not put any efforts even you put. White flowers are not appropriate to be given as a gift, as they are related with death and funerals. For wedding present it is not acceptable anything breakable as a mirror or ceramic. It is also unacceptable anything cutting as a knife or scissors. These items are considered as a bad luck for the new marriage. A gift for moving in new house or starting a new business is not acceptable an ashtray or a lighter.
Japanese sit on the floor, kneeling with legs together on the tops of their feet flat on the ground. This way of sitting is called “SEIZA”. Men sit with crossed legs and women with legs folded back to the side in less formal situations.   
In Japan usually there are trays in front of the cashiers, where you need to put your money on. It considers rude if you are handing the money directly to the cashier.
There are different rules surrounding chopsticks. You can use chopsticks as a knife or to gesture, but do not stab the food or rub together chopsticks. It is not allowed to pass food to friends between chopsticks. It is because of the cremated bones of the death person are passed between members of the family with chopsticks before to be put in the urn.
Japan also has different dining etiquette rules. For example it is a serious offence to put the chopsticks sticking upright in the bowl. 
In Japan bowing is very popular form of manners. People bowing when they want to express   hello or good bye, when they want to thank or apologize, or congratulate, or to ask for favours. There are different vows that can be given through bowing. It depends on the social status of the involved people. There are two basic positions that starts a Japanese bow-a formal standing position and a formal sitting position.
3.5. The Americans
America is the third largest country in the world. There you can find all skin colours, all types of religions and people speak many languages from all over the world. Americans are extremely independent, individualistic and like to be different from each other. It is very important to have personal space around them. Americans are informal and they call most people by their first name or nickname. Americans smile a lot and talk easily to strangers, sharing personal stories. Americans eat with one hand while the other one is under the table on their laps. You can shake hands, smile when you meet Americans, but avoid to ask questions about money or religion, or age… Men should not make any sexist remark to or about women-anything that would make women unequal to men. Tip is not only expected, it is a must and it is 15-20% of the bill.
4. Table Do’s and Don’ts

	Don’ts and Do’s
	Shaking hands
	Call by name
	Make compliments
	Talk about private life
	Making a joke

	Bulgarians
	Do
	Do
	Do
	Do
	Do

	Germans
	Do
	Do
	Do
	Don’t
	Don’t

	Chinese
	Don’t
	Don’t
	Don’t
	Don’t
	Don’t

	Japanese
	Don’t
	Don’t
	Don’t
	Don’t
	Don’t

	Americans
	Do
	Do
	Do
	Do
	Do


    

5. Conclusion
Hospitality industry is all about people, satisfying their needs and giving exceptional service and unforgettable memories. When the staff realize the importance of cultural awareness and has good knowledge about cultural differences between countries, showing respect to every single guest, they will be able to provide really good customers service. 
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