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Introduction


The report is based on relevance of culture in guest service, which is really important in hospitality industry.
The hospitality industry is oriented at the service, which means understand the needs of guests.
Service is the effort of a person to satisfy the needs of another in a social particular environment. The social environment manifest the cultural dimension of a service; this interaction is influenced by the culture of people. Indeed, guests often feel service based on their standard that usually are based on their education and culture.
In the hotel industry also the management needs to be aware that managing involves culture of people.
The report will talk about key cultural differences, customs and behaviour in some international countries.















International countries and identified key cultural differences, customs and behaviour

Asian culture 
For them equity is more important than wealth. More than individualism is important for them the group in a society. For them conflict personal need to be avoided.

Chinese Culture
They have the tradition of isolation. In business they prefer to negotiate through an intermediary.  If they do not achieve their goals they place a rigid posture. They are always punctual and they don’t like a shake hands, they prefer a light bow. Chinese people do not like loud people.


Indian culture
They are tolerant and they know that people are unusual with their culture.
Some things to know about them:
· They consider the left hand unclean, with them it needs to be used always the right hand
· They desire to be called doctor and professor

Malays culture
They believe in hard-work and they believe that life is just a very short passing, friends and family are the most important on everything for them.
They have a greeting is handshake with the hands and without grasp. Touch a head, for example, to a child is considered impolite, because they consider the head the centre of the power and a sacrum part of the body.
For their culture never pointing with the index finger a place, a person or something else, for them it is better point with the thumb of the right hand with the fingers folded under. 
It can be a characteristic that the team of the reception in the hotel can use when they receive a guest from Malays.
The religion is Islam and they believe in this religion like way of life. For them are really important the old people, they are considered sacrum and wises. Finally for them everyone need respect especially who is in a high position, even if he doesn’t deserve.

Filipinos Culture
Philippines has a multicultural society, with migration from China, Malaysia and Indonesia. Together they form the Filipino race. One of their characteristic is that usually they don’t complete their tasks on time. They also don’t pay off for their debts, for example for a favour, and they keep to have the debts for generation. They usually don’t take position for don’t create troubles, and they prefer to get along with the majority. They are very friendly and the greeting is a handshake. The family is really important. For say yes they raise the eyebrows, for say I do not know the put the head downward , they never say “no” like all the westerners. Like in the others cultures, there are a lots of characteristic that can be used from the guest service of hospitality Industry.

South Korea's culture
They believe in Shamanism, is a religion which believes that the earth, mountains etc. are sacrum. Buddhism and Confusianism are also present like religions. They believe in the kibun, this word has not a real meaning in English but the closer meaning is inner feelings. This kibun is a way of life for them. People shake hands like greeting and also they use the bow. Be too familiar of friendly with someone is considered impolite. It is really important especially in public the bow for them. They do not care about be punctual. It is properly a characteristic of the Westerners. The use of name is completely different from the others countries of the West. For them use a name is impolite, even to write a name for them is considered bad luck, and call a person with the name is considered impolite.

Europeans
They believe that people need to be served by the progress and not the opposite. The thought of the European is influenced from wars, plagues etc. 
British
They speak different languages and dialects, but the principal is English. English language today is a universal language used from every country in business travel. They have influenced the world not just with the language but also with the life-style. Typical food: fish and chips, Eccles cakes, black pudding, laver bread, Collen skink.
French
Their motto is: Liberty, Equality, fraternity. They believe deeply in the individualism. The handshake is quick, and punctuality is very important for them. Vulgar meanings are: snapping the fingers of the hands and slapping an open palm over a closed fist. French finally is influenced from immigrants, and England (internet). They are friendly and hilarious, they like arguing and they think that it is a way to improve the knowing of other people.
German
They are cold, reserved and hard-worker. They also very meticulous and private. They are very organized, punctual and not spontaneous. They do not like loud people, this behaviour is considered impolite. Important for them is handshake, at the beginning and at the end of the conversation. They do not like people waving arms and hands, and talk with the hands in the pocket is impolite for them. For them sitting or standing it needs to stay always in a rigid position.



Middle East’s culture
Middle East includes lands from east of Mediterranean and Aegean Sea to India.
There are a lot of country in Middle East like Egypt, Iraq, Iran, Israel etc. The majority of Middle East are Arabian. Arabian it means that they are unique for their language and religion. Cordiality and family are really important for them. The greeting is to place a hand close to the heart as means of sincerity. For the Arabian culture the man is above the woman.



Africa’s culture
North Africa is influenced from Islamic culture. The family for them is the base of the culture. In Africa time is flexible, and they put first the people above everything. In the business they want first try to get to know people and then make business.


Table of “Do’s and Don’ts” for hotel staff 

In any Hotel Property the Guest satisfaction is a priority in every kind of property in Hotel Industry, like chain of corporate hotels, or intimate property in a quiet environment.
In every hotel they need to give the guests the best experience and impress them.
There some important reason why the managers need to keep the guest satisfaction at the top and the report highlights these reason:
· Guests could be the most powerful tool for the marketing or the biggest detractors. If they will have a good experience, they will share everything on the social media and they will recommend the hotel at family and friends. However if they will have a bad experience they will share the bad experience on social media with bad reviews and they will make sure that everyone will knows about that.
· Guest satisfaction is a tool for establish the ability of the staff to satisfy the expectation of the guests; If the ratings of the guest satisfaction are in the way to decline, it means that the hotel need to find out what is not working and how the management can fix it.
· For build a brand a hotel needs a positive guest experience, the brand can be built through consumer loyalty, which can be achieved just with high ratings of guest satisfaction.


Below the report describes some of the adjustment to do in a hotel for improve the guest service:
· The guest experience start before the guests arrive .Every hotel aware of this, needs to create a very friendly website that shows them what they will find through social proof and what their experience can be. They need to put target for fast site speeds and add the button “book now” when is possible. Every time a traveller see the site online, he will have an opinion of the brand, and this will impact on the experience they will have in the hotel.
· Always answer at feedback. The hotel need to answer at the feedback, with the promotions of the online reviews the managers can show all the travellers that they value the opinion of guests and that they want to improve guest satisfaction also through the understanding of their stay.
· Connect with guest at personnel level. Managers can use social media for understand something more about their guests. In the time they are in the hotel staff can think to add details for personalise the experience. They will remember for years the experience and they will have a positive thought about the hotel and they will talk with family and friends about the experience and the hotel.


Conclusion

As the report already talked about, guest service is really important and every hotel should be use the correct measures for receive different customers. Taking care of the guests is really important and doing this it means understand and anticipate they needs of the guests. Guests from different countries as the report has highlighted may request special supplies or equipment during their stays, due also the different life-style. 
Smiling, greetings and conversing should be basic skills that especially team member at the front-desk should have. Always provide attention for the guests (from the booking until the leaving). The attitude of the employees should be always good, creating the right atmosphere.
A very important rule is handling complaints, there are important steps to follow: addressing the guest, give attention, sort out the option for the solution, find answer, taking action and checking up.
Is extremely important remember that every person come from a different country, different culture, different thought and different life-style, aware of this hotel staff should be recognize and anticipate the needs of every guest in terms of guest service.
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