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Introduction:
Today’s assignment purpose is to offer information that supports the hospitality and tourism members of staff to cope in an easy way with the guest’s services which are different from culture to culture. Next to that an important aspect that is going to be included in this assignment linked with the idea of a table that contains “do’s” and “do not’s” to support the staff with additional advices when they manage services for customers in different cultures. 
Cultural Awareness, is the term that describes the concept of each culture having its concepts, its traditions, its service standards and it is also based on each member of staff being aware of everything that needs to be included in their behaviour/ decisions when offering services/ food to people in different cultures. As Taylor (1871) mentioned “culture is a complex whole which has at its base knowledge, faith, art, law, ethics, tradition and other skills and habits acquired by man as member of society” 
Considering the fact that people have high expectations wherever they go, the members of staff need to be well-trained and aware of most of the attitudes they need to use when speaking with people. Services are also the most important thing when going to hotels because the given services to guests are the ones that are forming the guest’s impressions and opinions about the specific hotel. Considering what Evans and Dean said (2003) 
“The customers are the main people that are judging the quality” and therefore, based on what they think, they will share the same ideas with friends, families and anyone that asks about the hospitality and tourism environment. As Mok and Armstrong said (1998) “The quality of service is showed through the accuracy of the services performance, through the immaculate service delivered, and through the persistent pursuit impeccable service which is the symbol of service excellence”. This quote also explains the fact that all the personal plays an important role in showing the hotel competence and its abilities in order to keep the guest’s level of satisfaction high enough. 
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Service Quality Measurements:
The following measurements are spread into two categories Expected Service and Perceived Service which are fully bringing up the Perceived Service Quality and they have been developed by Parasuraman et al 1985 which used the SERQUAL framework to define all the dimensions of measurements mentioned previously. The framework contains the five measurements: 
¬Measures of Tangibles: Guest’s are looking for modern technology and good structured communication resources same as after the physical facilities which in their perspective must be impeccable. The tangible measurements are also based on the attitude of the employees are giving to the customers and they will always try to associate the experiences they have in different hotels.  
                                                                                                                                                   ¬Measures of Reliability: Is the measurement that builds trust within the guest by doing at the right time what they are saying, for example if there is a product that needs to be delivered at a specific time, then in order to build trust they are obligated to respect their timings by showing punctuality. Next to that, an important aspect that matters a lot to the customers is how much interest are the members of staff showing when solving the guest’s issues. For example, when an international guest is coming to the hotel, then it might struggle with the language and the member of staff should be able to find a solution to avoid making the guest feel uncomfortable. 
¬Measures of Responsiveness: Employees must always show that they know what they are doing by presenting a specific service before providing it to customers and to show that the hotel they are in is amazing and reliable the services will be given at right times and in excellent ways. To show up the personal’s abilities the employees must know that they are never busy to help customers or to answer to questions that are making the guests confused. This is why, Pycraft et al, (2000) stated that, “A standard of the level of quality is the level that describes the boundary between the concept of acceptable and the concept of unacceptable.” Therefore, the level or responsibility coming from the employees must be very high in order to satisfy most of the guests. 
                                                                                                                                                ¬Measures of Assurance: The way that the members of staff are behaving when providing services in front of a guest must show confidence and high self-esteem otherwise the guests will feel the insecurity of the employee and then the guests may feel unsafe within the services that were given to them. Also, the confidence of the employees is shown through the way they answer to the guests                                                                                                                                                               
¬Measures of Empathy: Is so far one of the most important aspects because empathy is the one aspect that is building strong relationships within professional boundaries with the guests and automatically trust comes in and it will be easier for the members of staff to provide services and products to people that already have the trust and comfortability built. Empathy is firstly shown through good reactions at guest’s requests, as the employees must understand the best what exact needs the customers have. When working in the hospitality and tourism industry is very important that you know what people from different cultures expect from you and how you must treat them.
Aide Memoire:An aide memoire is a written document that outlines important information that is communicated to everyone that is part of an environment. Aide memoires are very important in the hospitality and tourism industry regarding to the multiple responsibilities that are required when working with people offering services. It is part of the staff’s duty to follow specific rules and aspects in order to provide the needed services that keeps each hotel at a good standard. Reisinger (2009) said that “ the culture is defined through the human activity and symbolic structure that emphasize the importance and value of actions”  the service providers, must use strategies in order to satisfy and offer good quality of services to each culture people are coming from
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	Do’s 
	Don’ts 

	Display the broadband chargers in a way that make them easy to be noticed and attach a guide to hoe they work  
	Do not ever act like you are not able to help a guest coming from another country just because you do not understand them properly, there is always a solution

	Start a contact within a guest with a smile as it does show empathy and trust 
	Do not ignore the customer’s preferences and treat them with respect 

	Show to the guests what accessibilities they have and how they can access them 
	Enter a guest’s rooms before asking for permission as it could make them feel uncomfortable 

	Provide emergency buttons so the guests can easily inform the members of staff when they have issues 
	Think that all the customers are the same, all of them are different and they must be treated with respect and patience all the time

	Take your time to communicate with everyone 
	Use passive aggressive language and especially when there are guests from different cultures make sure that you don’t leave a rude impression. 

	When required, provide information in a way that shows patience especially to people that are coming from different cultures 
	Do not show uninterested attitude when providing services to guests. 

	Inform the guests about the such aspects and explain to them how they work including the data protection, breakfast times, prices just to make sure that everyone is aware about the policies and rules. 
	Do not involve in departments that are not under your duty make sure that you are doing your own work and that you keep the guest interested in the hotel until the responsible colleague is coming.



Preferences depending on cultures:
The culture people are coming from has always been an important factor that influences highly what people are choosing and what expectations they have when going in different places. For example, different countries are having different standards and different ways of giving services to people, but even so, the employees must adapt to the requirements of people from different cultures. The variety of cultures that people are coming from should motivate the members of staff to continuously improve the services in order to increase the standards of the hotel as mentioned by Wilkinson, Marchington, Goodman and Ackers (1992), the improvement process of the quality of services must be continuous and each hospitality and tourism industry the member of staff must take their responsibilities in everything.” 
Some studies showed the level of expectations depending on countries and after completing hundredths of questionnaires the result have noticed that the culture with the biggest expectations is China and one of the culture with the lowest level of requirements is the Japanese culture and this because usually they spend a small amount of time in the hotel and therefore they only want great conditions in the rooms they have for the nights, they love shopping and they do not even use much of the health services in the hotel as well. People coming from the Chinese culture are the ones that have go high expectations requiring the members of staff for so many services and this because they are coming from a culture that is describes as being the centre of the world and they do expect everyone to do whatever they ask for respect wherever to go as they do show respect as well. The Chinese people are described as being punctual and therefore when a member of staff says that its order will be ready in 40 minutes, then he expects the order to be ready, no doubt about that. 
Leaving behind the highest expectations and the lowest expectations let’s discuss about the countries that were tested and showed that their level of expectation is just in the middle as they do expect all the measurements mentioned before to be at a good level, not a low one and neither an excellent one. Those countries are US, UK, Austria, Taiwan and most of the other countries around the world
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Conclusion:
After testing the importance of the quality of service and after analysing what the members of staff should do and do not, there is a clear thing to mention based on the idea that each member of staff must be able to adapt itself to the guests requirements no matter what. Therefore, the cultural background must be respected as long as the guests are showing good manners and either way, as a member of staff, the worker must guide the guest to the best possibilities to feel comfortable at the specific hotel.  
Next to that an important thing to mention in the conclusion is that the level of expectations considering the culture people are coming from is very important and employees must always be aware about what most of the cultures ask for. 
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