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Introduction 
The purpose of this assignment is to create an Aide Memoire to guide the staff of Hospitality and Tourism environments in order to deal with the services for the guests coming from different cultures (international guests). Within the assignment there will be a table built by “Do’s and Don’ts” for the members of staff when providing services. The aim of the report is also to make all the members of staff understand what the culture means in hospitality and how they should behave with the guests to maintain the good face of the hotel. 
All the tourists coming from different cultures must be treated with respect and empathy and they never must feel the idea of them being discriminated because they speak another language or because they have another concepts/ tradition. People are sharing opinions about specific hotels and they all must be treated the same for the continuous improvement and good feedback. Considering what Hofstede said (2013) “culture is the collective programming of the mind that differentiates the members of one group or category of people from others”. Looking at the mentioned quote it does says that a people are different cultures are different, but the one thing that they all have in common is that they all have expectations from the members of staff when going to a hotel and they all want to be treated in a way that make them feel just “like home” . 
There is one type of service called “world-class” guest service and it is based on the consistency of the services provided in order to satisfy even the Chinese Businessmen’s that are coming in a hotel for a stay. A world-class guest service does also take into consideration the principles of the cultural awareness because the behaviour of the members of staff must vary from an attitude to another if success is the goal. 
The important considerations in the national culture:           
 All cultures should be treated the same, but there are some specific cultures that are expecting way so many things when travelling, these cultures are: Asian, Chinese and Indian. Anyway, all the employees must be capable to provide services at a high standard and this thing requires good management and good planning. As stated by Groschl (2011) the diversity of management in a hotel must be focused on a strategy that recognises worker individuality and believes in benefits of diversity within organisations. Following the TQM (Total Quality Management) which has been developed by Japanese in 1950, the staff more than surely will achieve the aim of giving good services in order to convey good impressions and thought to the guests. There are 7 TQM principles that are helping a lot when dealing with guests and when trying to achieve a plan linked with the success of the H&T Environment. Those principles are listed as: 
1. Customer-focused: The customers are the ones that are controlling the quality, never argue against the guest’s preferences. Therefore, a customer will give feedback in order to prove if the employees training, the integration of quality into a design process or the introduction of new technology and software, worth in order to improve all the quality of the services given to guests coming from any side of the world. Schonberger & Knod (1997) said that “managers observed that the approaches they use to listen to guests and develop relationships, build up strategies, test performance, analyse data, train staff, share products and services and provide guidance in their organizations are the true enablers of quality, pleasure, and business accomplishment.”
2. Total employee involvement: Each and every one employed in the business must be part of a professionals team which are working hand in hand in order to show commitment to gain skills and create high-performance work that proves to the guests how well-trained all the employees are and how comfortable each member next to the services of the hotel can make them feel. All members of staff must have the same aim when working with international tourists. 
3. Process-centred: The process of thinking is the most important part when dealing with international guests as there are steps in thinking before saying thing to guests.  And of course, all the staff must thing about the internal and external factors that could affect the way that people are feeling while staying at a specific hotel. Next to that, when it comes to processes, they all must be recorder and kept under control.                                                                                                         
4. Strategic and systematic approach: This quite a critical side when it comes about the quality of management in order to treat well all the guest. All the strategies followed by the members of staff must have at their base the goals, missions and scopes. The aim when using strategies is to plan the quality as being a key component that develops the hotel’s reputation.  
5. Continual improvement: When continuous improvement is shown, a hotel is considered as being analytical and creative as it always finds ways to deal with competitors and to be better than them no matter what. Costin (1994) sustains the idea that the quality of guest services is the most significant of all competitive environments in the business arena and its implementation should be an ongoing process. This statement, showing the importance of the improvements and how they are controlling the level of satisfaction and comfortability of guests when stepping in a hotel. 
6. Fact-based decision making: It is so important that everyone working in a hospitality and tourism industry is collecting and recording information which is then helping in the decisions making. For example, there may be people coming from a variety of cultures, but they are all requesting the same product/service that is not available at the hotel. Automatically that aspect is not important and that information must be considered in order to introduce the specific item and to increase the level of satisfaction. 
7. Communications: The communication is the main thing that makes everyone feel good in the hotel they are in as it makes them feel the empathy of the worker. It is also very important that the member of staff do not communicate things that do not bring any advantages to the hotel. Therefore, all members of staff must be aware of strategies, methods and timeliness when building discussions within guests. 
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DO’s and DON’Ts 
	DO’s 
	DON’Ts 

	Maintain a good attitude 
	Ask personal things that must be kept confidential 

	Use a calm tone of voice which shows empathy and interest 
	Enter a guest’s room before asking for permission

	Make eye contact 
	Show disrespectful attitude as the hotel risks to lose its guests

	Find solutions when you are struggling with situations that involve guests 
	Make the guest uncomfortable by looking to much at it 

	Treat everyone with patience and do not look bored 
	Hesitate to smile when the guest arrives 

	Make sure that you use strategies to show all the positive parts of the area the hotel is located in to all the tourists. 
	Use disrespectful attitude towards people coming in the hotel 

	Try to communicate as much as possible with a guest while they are waiting for certain people. E.g. Ask about their flight… 
	Make the guest wait to much for you to proceed a service



The table shown above do describe how important the attitude and the behaviour influence the way that the guests are behaving in the hotel during their stay and how they are talking about the hotel itself as well.  When there is a goal of working at the customer’s expectation, as Pycraft, et al (2000) said the quality of services includes meeting the clients’ hopes, improving all parts of the institute, examining all costs relating to quality and the constant development of processes. 
The cultural awareness must be highly taken into consideration as each culture has different expectations and for example if there is a Chinese guest and a Japanese one, then obviously the Chinese one will expect you to bring everything to him and to satisfy him in the best way possible, when comparing to the Japanese one, it would only need the members of staff to treat it with respect and empathy, because they will not spend to much time in the hotel anyway, so they just need the rooms cleaned and sorted with everything ready for them to sleep. The Chinese tourists have higher expectations regarding to the culture they are coming from because, CHINA is defined as being the centre of the world which has quite everything at a “next level” and most of the Chinese people live with the impression that everyone must do everything for them in order to make them feel good and thankful to choose the specific hotel. 
Next to the mentioned aspects, it is also more than just important that each member of staff doesn’t denigrate a guest’s traditions and requirements, as long as they are paying for a specific item, the members of staff must not find excuses. This aspect is also important, because as mentioned before, people form different cultures are reacting differently to such situations and this has been shown even through several empirical studies in the hospitality industry, for example the one made by Mok and Armstrong 1998; Pizam, et al, 1997 which proves that the cross-cultural differences exist in customer attitudes and behaviour.
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Conclusion
The assignment briefly described what members of staff be like if they want positive results when dealing with international guest that are coming from specific cultures. Within the assignment, aspects such as the principles of the total quality management shown how the duty of a Hospitality and Tourism worker must follow its responsibilities in order to achieve the hotel’s goal of satisfying all the customers at the highest level.
Withing the assignment there is also a conclusion to draw regarding to the cultural awareness, which states the exact expectations of each culture depending on the internal and external factors. For example, there will never be a person coming from a culture that has bad housing to a modern culture to ask for unique services/ products. Therefore, the members of staff, are continuously required to be flexible with the people considering where they are coming from and what are the main things they request.
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