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Introduction.

This assignment will outline the importance of the Aide Memorie which helps hotel employees with their behaviour towards international guests. It will also discuss culture of different countries, expectations of accommodations and guest’s behaviour. The assignment will also show the differences between different countries and their cultures and how guest expectations and needs vary depending on where they come from.  
Countries I will discuss include Bulgaria, United Kingdom, United Arab Emirates, South Korea, United States of America, Germany, Turkey and Japan.

Cultural Awareness in guest service. 


When dealing with people from cultures we’re unfamiliar with, it’s easy to ‘take a step too close’. This can lead to confusion, annoyance, and frustration. (Useerlike.com,2020)

In customer care, in which you're managing numerous individuals consistently, monitoring social decent variety is an unquestionable requirement. Also, it's considerably more significant in eCommerce – since customers come from everywhere in the world. 
Sometimes not everyone can be satisfied because they expect to get all the attention and all the services, they want but there are some guests which want more attention from hotel employees whereas others don’t want to communicate. Guests can vary from being friendly to sometimes being distant, but hotel staff should always know the right way to approach each guest depending on the country they come from and their culture.



What is the service?

Service is defined by the engagements of a person trying to meet the needs of other people in a particular environment. Depending on guests’ culture and education service can be approach differently.

The importance of culture in the guest service.

Guest needs are usually determined by the culture of each guest. 
Culture is also important because communications and guest values depend on it.
If for example guest expectations are not met or they are not related to their culture guests will not be satisfied and obviously they will be unimpressed by the organisations. 
Culture is a key part of guest service at hotels and being aware of how important culture is will help with managing an organisation. Hotel employees will have to act in a way to meet most of the expectations of guest which come from many different countries and cultures. 

Types of guests depending on the country they come from.  

The Bulgarians


Bulgarians are friendly people who most of the time go on holiday with their family and although they are not rich, they search for all-inclusive holidays at any destination around the world and nice hotels. One of the most important things for Bulgarians is the hotel to be tidy and clean and so on. They all like shopping and sales at shops which means that If a hotel has shops, they will be very happy. Another interesting this about Bulgarians is that if you speak their language there are very open and very talkative and will not stop talking for a long period of time but if they don’t understand your language and if you don’t speak their language they will be more shy because they wouldn’t be able to understand you. Other than that they are genuine people and would appreciate good services and facilities.
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The United Kingdom


British people are genuine and very polite. They like to say ‘sorry’ very often even in situations where its not their fault however they don’t care about other cultures and always talk about their cultures and their countries. When they go on holiday, they are usually very noisy and consume a lot of alcohol. Family holidays are not always preferred by British people so sometimes they go either alone or with friends. They don’t require the hotel to be tidy and clean that much and they always want everyone to know their favourite dish – fish and chips. 
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The United Arab Emirates



Individuals in Middle Easterner nations are generally Muslims. they need their own individual reliability to family characterizes qualities of these individuals. the conventional welcome is by setting the correct hand close to the heart to show earnestness and warmth. The man has the predominant job and he regards the lady they don't consume pork and alcohol. Man kiss each other on the two cheeks and in certain nations ladies are needed to wear garments that spread their whole body and in different districts ladies are permitted to wear the most stylish trend. In certain spots ladies are not very accomplished though in others they got the most significant.
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The Americans.


Americans are glad individuals with profoundly create culture, they should be preferred by everybody around them so the try to act and act as others are relied upon to do. They don’t like to analyse so a discussion in which people are reprimanded can be viewed as irritating and humiliating.  
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The South Koreans.



South Koreans have an exceptional culture wherein relational connections are more vertical than horizontal. The idea of correspondence is more uncommon in them. Every individual has a sequential social position. The convention is significant for South Koreans. They are considered among the most neighbourly individuals. The hotel staff must know the convention and its standards well indeed. They make a bow when they make proper acquaintance. By and large, I don't become acclimated to shaking hands anyway some South Koreans have begun to adjust to warmly greeting individuals. South Koreans don't stress over time, on the off chance that they show up on schedule or in the event that they finish on schedule. The utilization of an individual's name is carefully restricted in the South Korean convention.
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The Germans.

Germans are extremely dedicated individuals. They are not very open towards others and are somewhat cold here and there. They like to regard their protection. They have a little hover of close individuals and have a major effect between an associate and a companion. The Germans are sorted out and plan everything in time. They are among the most generously compensated Europeans, so they have an elevated requirement of living. The manner in which inn staff needs to address the Germans is with the title and afterward the name. It is critical to shake hands. Welcome are proper.
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The Turkish.



Turkey is divided into two parts Asian and European. Islam is the widest religion in Turkey – 99.8% and the rest 0.2% are Christians. The Turkish offer all-inclusive holidays at every hotel around the country and the quality of the services they provide is on very high level therefore when the Turkish go on holiday they expect the same level of service quality. 
[image: A close up of a flag

Description automatically generated]They are very friendly and always want to help.













https://images.app.goo.gl/9jzqPxeAJyY2Rxn2A





The Japanese.


Japanese people like to travel a lot and they also love shopping. Most of the times they travel in groups and everywhere they go, they spend a lot of money on gifts and different souvenirs. A Japanese tradition is for close friends to give them money to go on holiday and in return they should by souvenirs. One interested tact about Japanese people is that they don’t really use services offered by the hotels but instead they prefer to go out and travel which makes their expectation for hotel services not that high. 
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	Do’s and Don’t
	Jokes
	Handshakes
	Call by the name
	Private life conversations
	Greetings
	Talking with hands in pockets 
	Compliments 

	Bulgaria
	Do
	Do
	Do
	Do
	Do
	Don’t 
	Do

	United Kingdom
	Do
	Do
	Do
	Don’t
	Do
	Do
	Do

	United Arab Emirates 
	Don’t
	Do
	Don’t
	Don’t
	Don’t
	Don’t
	Don’t

	United States of America 
	Do
	Do
	Do
	Do
	Do
	Do
	Do

	South Korea
	Don’t
	Do
	Don’t
	Don’t
	Don’t
	Do
	Don’t

	Germany
	Do
	Do
	Do
	Don’t
	Don’t 
	Do
	Don’t

	Turkey 
	Do
	Do
	Do
	Don’t
	Do
	Do
	Do

	Japan 
	Don’t
	Don’t
	Don’t
	Don’t
	Don’t
	Don’t
	Don’t









Conclusion 

Different countries have their different cultures and different religions. Based on all the countries mentioned above they are all unique and different. Hotel staff around the world should be prepared and aware of all the different cultures and they should know how to act and how to meet their guests’ expectations. Everybody go on holiday and expect to be satisfied and impressed with the place they go to because they will have some sort of expectations from their own countries. Going somewhere new and seeing that people there are trying their best to meet your expectations and your needs would make you happy and you would definitely want to go back there which is exactly what the point of all this is. In my opinion one of the most important things is the ability to speak different languages and have activities in the hotel which suit different religions. Educational courses for hotel employees would be a great opportunity to learn new things about new religions and cultures and would bring success to the organisation they work for. 
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