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  Introduction
 The hospitality industry is extremely sensitive as employees and management must deal with different types of customers every day from different parts of the world. Therefore, it is of utmost importance in customer service, in which engage many people to realize the importance of cultural diversity. In this study, ten countries were selected to demonstrate cultural differences between them that could help hotel staff when working with clients from different cultures, demonstrating improving work quality and higher customer satisfaction. The Hilton Hotel is considered a hotel that decided to make Aide Memoire for hotel staff to enhance the guest experience. This can increase customer satisfaction and improve the brand value of the hotel. The survey also provided an inaccessibility list for proper management of the guest experience of the hotel staff.
 But what exactly is culture?
 One of the earliest definitions of culture was provided by Tyler: "a complex entity that includes knowledge, faith, art, morality, custom and any other opportunities and habits that a member of society has acquired" (McCort and Malhotra, 1993: 97). According to Moran, Harris, and Moran (2007), culture is defined as the adaptation of a person to the circumstances and the transmission of this skill and knowledge to future generations. They also refer to this definition as "a culture that gives people a sense of who they are, of belonging, of how they should behave and what they should do." 


The Ten Countries Selection
 Hilton Hotels & Resorts is a multinational hospitality company that remains an advanced global leader in the hospitality industry. It maintains the extremely high standard of service to its customers, saving no money in the training of its staff and maintaining a high standard that satisfies even the most sophisticated taste. Hilton Hotels & Resorts is aware that the provision of knowledge and staff training is necessary to provide appropriate customer service to international visitors. To this end, Hilton Hotels & Resorts focuses on the cultural differences of countries to enhance customer experience and enhance the value of the hotel brand worldwide. The ten selected countries are Mexico, Canada, Peru, the Dominican Republic, Bulgaria, Russia, Finland, Turkey, Morocco, Indonesia.






Identification of cultural differences


[image: ]
[bookmark: _Hlk36931826]Figure 1: Cultural differences between Canada, Mexico, Peru
(Source: Hofstede-insights.com,2020)

 Power Distance
 Geert Hofstede defines "the distance of power as the extent to which less powerful members of institutions and organizations in a country expect and accept that power is distributed unevenly" (Neuliep, 2009). This is because inequality in society is endorsed by both followers and leaders. Among the ten countries, Russia has scoring 93, which shows Russia like a nation where power holders are very distant in society, people accept inequality of power without any question. Mexico, Indonesia, Morocco, Bulgaria, Turkey, the Dominican Republic, Peru also have a high score of power distance. On the other hand, Finland and Canada have the lowest score of this dimension. Thus, the people of the country do not believe in inequality. 
[image: ]
[bookmark: _Hlk36932772]Figure 2: Cultural differences between Dominican Republic, Finland, Indonesia, Morocco
(Source: Hofstede-insights.com,2020)


Individualism
Essential for this dimension is the degree of interdependence, which is maintained among members of society. This is related to whether the notion of people defined as "I" or "we". Canada and Finland are considered an individualistic society. People in these countries take care of themselves and their immediate family members rather than thinking about the entire society (Helgadóttir and Dashper, 2016). On the other hand, people from Peru, Indonesia, Mexico, the Dominican Republic, Bulgaria, Turkey, and Morocco are collectivist society. This shows that the public has a highly defined social framework of society.

Masculinity
It measures the values of people of a society. A country having a high value of this dimension believes that success and achievement are more important factors for providing value to a person. On the other hand, a low value indicates that people value each other based on the quality of life and care for each other. With a score of 26%, Finland defines itself as a Feminine society. In Feminine countries, the emphasis is on having to work in order to live. On the other hand, in countries defined as Masculine society, the dictum is that "people live to work". Mexico has the highest score of 69 % here.

Uncertainty Avoidance
People of the country having a high value of Uncertainty Avoidance believe that various rules and regulations are required to manage the lifestyle. Countries such as Russia, Peru, Bulgaria, Turkey and Mexico, Morocco have many rules in the society to maintain. On the other hand, The Dominican Republic, Canada, Indonesia, Finland have fewer rules and regulations that are necessary to manage the life of people. Value of life is more important in these countries rather than rules and regulations.


[image: ]
Figure 3: Cultural differences between Bulgaria, Russia, Turkey
(Source: Hofstede-insights.com,2020)

Long Term Orientation
Long term orientation identifies how each society sustains some connections with its past while faced challenges of the present and future, as they prioritize these two existential goals differently. With a metric of 80 %, Russia is a pragmatic society. Bulgaria and Indonesia also have a high metric. In this type of society, people believe that truth is determined by context, time and content. They demonstrate the capability to easily adapt traditions to changing conditions. With a low rating on the culture of Morocco, the Dominican Republic, Mexico, Peru, Canada, Finland, and Turkey can be described as clearly normative. A serious concern in such societies is about the absolute Truth. Which describes them with normative thinking. The traditions have great respect in this society.
 Indulgence
Indulgence is the extent to which desires and impulses are controlled by the people, based on the way they were raised. With a rate of 97%, Mexican culture can be classified as Indulgence. People in such societies are usually aware of their desires and impulses for fun and enjoyment of life. Bulgaria with a very low score of 16% is a strongly Restrained culture. Societies with a low score in this dimension are more pessimistic in their thinking.

 Custom and Behaviour
	List of Countries
	Custom
	Behaviour

	Canada
	Most polite people in the world, tactful, informality.  Multiculturalism. Political correctness.
	The golden rule: don’t do anything to others you wouldn't like to have done to you. Diplomatic communication style.

	Mexico
	Nation, independence, community are highly valued. The most important element in society is the family.
Personal relationships are highly valued.
	Music and dance are featured heavily. Machismo literally means 'Masculinity'. About males in Mexican culture are very important to know that for them not to tarnish the image as a man.
Arriving early or on time is considered inappropriate.

	Peru
	Inca Cola and Ceviche are a part of everyday life. Love for Chicha. People tend to dress a bit more formally.

	Peruvians will stand much closer than likely you'll love while on the verbal exchange. But will be considered impolite if you start to retreat. This is only a signal of friendship.
Respect is extremely vital in the subculture of Peruvians.

	The Dominican Republic

	Very welcoming people with an exceptional sense of humour. For Dominicans, appearance is very critical. People are extraordinarily fashioning aware and trust that garments suggest social status and success.
	Merengue dance and Sancocho is a symbol of this culture. Dominicans favour direct eye contact.
More emphasis is placed on people and relationships than to strict adherence to set schedules in social situations.

	Finland
	Restrained and humble, belittling their achievements. Direct communication, at times looking rough. The sauna has a special role in domestic life of Finns.
	 Finns believe that there is a correct way to act in all circumstances and always expect polite behaviour.
Finns are accurate both in business and in social situations.

	Indonesia
	Favour indirect eye contact. The term rubber time is famous. Hierarchy is very important in Indonesian culture.
	Saving face is an important part of the culture. Protecting the dignity, honour and reputation is essential. The personal approach is highly valued.

	Morocco
	For religiously observant men is taboo to touch women and vice versa.
Punctuality is not usually a virtue in Morocco. Careful and indirect communication style.
	A Moroccan proverb reminds one of "Praise your friend in a public place but blame him alone." The most cherished possession is honour and dignity.

	Bulgaria
	Bulgarians are champions at indirect communication. Looking in a person's eyes while conversing shows honesty.
	Personal space can vary depending on the relationship. Extremely emotional, not afraid to show their feelings and to raise his voice.

	Russia
	They tend to be restrained until they have a good relationship. Sometimes they are extremely direct.
	Direct eye contact is seen as a sign of trust and respect. Accuracy is becoming more valuable.

	Turkey
	It is very important for the Turks to remove their shoes when entering. Also, it is considered rude to point someone.
It is also considered rude to cross your arms while facing someone.
	People can be quite indirect in communication or quite particularly direct or confrontational. Expect and appreciate direct eye contact. Time is essentially a free flow.  


[bookmark: _Toc36829064]
Do's and Don'ts
For Canada
	Do’s
	Don’ts

	· Staff needs to polite and friendly.
	· Phone cannot be used at the time of dealing with guests. 

	·  Respect is manifested through politeness, tolerance and order.
	·  Order, personal space and privacy are highly valued that means that staff don’t cross this line.

	· Appropriate communication style needs to be maintained with guests.
	· Personal conflicts among staff need to be avoided. 


[bookmark: _Hlk37168368]Table 2: Do's and Don'ts for visitors from Canada

For Mexico
	Do’s
	Don’ts

	· Build a close relationship and harmony.
	· Do not speak loudly in front of Mexican guests as being rude.

	· Build a personal relationship with the guests.
	· Discrimination needs to be avoided by workers.


		Table 3: Do's and Don'ts visitors from Mexico	

For Peru
	Do’s
	Don’ts

	· Direct eye contact, exchange of names and courteous greeting.
	· Staff should not make the visitors to "lose face" or feel uncomfortable.

	· The dress code of the staff should be in high hygienic and moral standards.
	· The staff cannot avoid or ignore guests.


[bookmark: _Hlk37168317]Table 4: Do's and Don'ts for visitors from Peru
For Dominican Republic
	Do’s
	Don’ts

	· Use direct eye contact and a welcoming smile.
	· Staff should be sorry if the guest has any difficulties.

	· They need to treat them like a celebrity and take care of every need (Okumus et al. 2019).
	· Cleanliness of the rooms could not be avoided by the staff.

	· Ask guests if they require anything extra. 
	· Staff cannot say, No.


Table 5: Do's and Don'ts for visitors from The Dominican Republic


For Finland
	Do’s
	Don’ts

	· Staff needs to talk in moderate tones.
	· Any requirements of guests cannot be avoided.

	· Treat the guest with respect. 
	· Interrupting is rude.

	· Professional manner needs to be managed with guests (Boella, 2017). 
	· Staff cannot say that sauna is not working or that in hotel have no sauna.


Table 6: Do's and Don'ts for visitors from Finland

For Indonesia
	Do’s
	Don’ts

	· Greetings must be rather formal as they are meant to show respect.

	· Discussion with guests needs to be avoided.

	· Staff should ask guests if they any special requirements regarding drink. 
	· Food cannot be probed to guest without pre-taste.

	· Cleanliness needs to be maintained properly. 
	· Staff should take permission before serving food to guests.


Table 7: Do's and Don'ts for visitors from Indonesia


For Morocco
	Do’s
	Don’ts

	· Dress code of the staff should be managed and cleaned properly.
	· Any requirements of guests cannot be avoided. 

	· Do not criticize anyone publicly. 
	· Staffs are not allowed to delay the requirements of guests and perform their tasks.

	· Communication needs to be managed properly with guests. 
	· Expect to be served mint tea as this demonstrates hospitality.


Table 8: Do's and Don'ts for visitors from Morocco


For Bulgaria
	Do’s
	Don’ts

	· Keep attention on details.
	· Guests should not be disturbed again and again. 

	· Guests need to be asked for every meal and drink.
	· Cleanliness can be delayed if the guests do not allow. 


Table 9: Do's and Don'ts for visitors from Bulgaria

[bookmark: _GoBack]For Russia
	Do’s
	Don’ts

	· Build a personal relationship with the guest.
	· Staff are not allowed to delay the requirements of guests and perform their tasks.

	· Provide privacy to customers. 
	· Food cannot be provided without a drink.  

	· Staff should use cognitive skills to help guests feel better.
	· Arguing with customers need to be avoided.


Table 10: Do's and Don'ts for visitors from Russia



For Turkey

	Do’s
	Don’ts

	· Provide tea to guest every morning. 
	· Offer soft and hard drinks to customers in the morning. 

	· Staff need to arrange for keeping the shoes out of the room.
	· Staff should avoid entering the room with shoes.  

	· Rooms need to be decorated in traditional Turkish way. 
	· Do not leave empty glasses in the room. 


Table 11: Do's and Don'ts for visitors from Turkey






















Conclusion
The study concludes that knowing the cultures, customs and behaviour of people can be beneficial for the hotel to enhance guest experience and enhance its brand value. Hofstede's cultural dimension can be helpful to staff for different people according to their culture. Improving employees' various skills, such as engaging in literary and comprehension skills, cognitive and intellectual skills, hands-on skills and transferable lifelong skills and professional practice, can be helpful in enhancing customer satisfaction. Following the "Do’s" and "Don’ts" can be helpful for employees to meet different requirements of international visitors.
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