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Accueillir les vacanciers britanniques :
Comprendre les différences culturelles pour un
meilleur service

Pour accueillir chaleureusement les vacanciers britanniques dans les stations alpines, que
ce soit en hiver pour le ski ou en été pour la randonnée, il est essentiel de donner la priorité
au service a la clientele et de veiller a ce que les clients se sentent valorisés dées le départ.

Les Britanniques sont habitués & une culture du "client d'abord”, ou la politesse, I'attention
et la volonté de faire un effort supplémentaire ne sont pas seulement appréciées, mais
attendues. Une communication claire, la ponctualité et le professionnalisme sont essentiels,
tout comme un comportement chaleureux et amical. La sensibilité culturelle implique
également de comprendre les préférences des Britanniques en matiére d'étiquette dans les
files d'attente, d’humour subtil et d'un certain degré de modestie, les ventes incitatives trop
insistantes ou les formalités excessives peuvent étre déconcertantes. En proposant du thé
en plus du café continental et en se montrant attentif sans étre intrusif, les clients
britanniques se sentiront comme chez eux, ce qui contribuera a créer un bouche-a-oreille
positif et une fidélité durable.

Pour les professionnels francais travaillant dans les stations alpines, il est utile de
comprendre certaines particularités culturelles des vacanciers britanniques afin de mieux
répondre a leurs attentes. Par exemple, les Britanniques sont habitués a un service client
tres axé sur la disponibilité et la flexibilité : dans leur pays, il est courant que les restaurants
soient ouverts toute la journée, et ils peuvent étre surpris de ne pas pouvoir commander un
repas en dehors des heures traditionnelles de service en France (généralement 12h-14h et
19h-21h). De plus, les Britanniques ont un style de communication plus indirect : ils évitent
souvent les conflits ouverts, et préferent suggérer ou poser des questions poliment plutot
gue de formuler des demandes claires ou des critiques directes. Il est donc important de lire
entre les lignes et de faire preuve de diplomatie. lls apprécient aussi la file d’attente bien
respectée, la courtoisie (beaucoup de "please" et "thank you") et peuvent se sentir mal a
l'aise face a une attitude percue comme brusque ou peu accueillante.

Comprendre ces différences peut grandement améliorer I’expérience client et
renforcer la réputation de la station auprés de cette clientéle fidele et nombreuse.



Les vacanciers britanniques sont tres friands de propositions, de recommandations et de
conseils. Voici plusieurs expressions ou exemples qui illustreront ce propos et que vous
pourrez facilement utiliser :

Food & Drink Events

*  "What about coming along to our cheese tasting event tomorrow night?"
*  "You might enjoy the wine and tapas evening we’re hosting on Friday."

* "If you're into local cuisine, there's a farmers 'market with live cooking demos this
weekend."

»  "Have you tried our local wine tour? It’s a lovely afternoon out."

*  "There’s a pastry workshop on Thursday where you can learn to make croissants
and éclairs."

Cultural Events

e  "There’s a traditional folk dance performance tonight in the main square — it’s very
popular with visitors."

*  "You might be interested in the open-air theatre performance happening tomorrow
evening."

e "If you're into history, there's a guided tour of the old town with actors in costume —
great for families."

*  "Why not check out the local art exhibition at the museum? Entry is free this week."

*  "We’re running a French culture evening with music, food, and games — would you
like me to reserve a spot for you?"

Outdoor Activities

»  "How about a scenic boat trip along the river? It's very relaxing and great for taking
photos."

*  "There’s a beautiful hike through the vineyards that’s perfect for families."

*  "You could try our electric bike tour — it's an easy and fun way to explore the
countryside."

* "If you're feeling adventurous, there’s a zip-lining park just 15 minutes from here."

*  "There’s a beach volleyball tournament this weekend — spectators are welcome!"



Family-Friendly Suggestions

e "There’s a puppet show at the park every afternoon — it’s a hit with the little ones."
* "If you're here with kids, the animal park is always a great choice."

"Why not join the treasure hunt around the historic centre? It’s fun for all ages."”

*  "There’s a storytelling evening for families at the library — all in English!"

e "The mini-golf course near the lake is open late during the summer — great for a
fun evening out."

General Recommendations

e "If you're looking for something different, we’ve got a few hidden gems to
recommend."

e "Let me show you some activities that are especially popular with families."
*  "We've got a weekly events calendar — would you like a copy?"

e  "There’s something for everyone this week — let me help you plan your day."

SMALL TALK : BRISER LA GLACE

Ci-dessous une liste d’expressions que vous pouvez utiliser dans 'accueil de touristes
britanniques, afin d’installer dés le départ, une atmosphére conviviale :

1. Starting the Conversation / Breaking the Ice

»  "Hello! How’s your day going so far?"

« "Good morning! Have you had a chance to get out on the slopes yet?"

«  "Hithere! Are you all set for your adventure on the mountain today?"

*«  "Welcome to [resort name]! First time here, or are you a returning skier?"

«  "Are you finding your way around okay? If you need any tips, just let me know!"

« "It looks like you're ready for some serious skiing! Have you been hitting the slopes
much this season?"

«  "The weather looks perfect today! Are you excited to get started?"



2. Weather & Conditions

"Looks like it's a beautiful day on the mountain! Did you check out the forecast?"

"It's a bit chilly at the base, but the sun is shining up top. Perfect skiing weather,
don't you think?"

"Wow, it's going to be a great day for skiing today. Are you more of a powder snow
person or do you prefer the groomed runs?"

"Did you hear about the snowstorm coming in later this week? It's going to make for
some great conditions!"

"Perfect day for a hot chocolate after skiing! Have you tried the [resort cafe name]
yet?"

"The conditions on the slopes are fantastic today — nice and soft, but not too icy!"

3. Compliments / Ski Equipment Talk

"Love your helmet! It looks like it's built for speed. Is that a new one?"

"I've got to say, that jacket is very stylish. You'll definitely be turning heads on the
slopes!"

"That’s a really cool ski setup you’ve got. Is it your first time skiing in the Alps?"

"Those skis look like they’re made for some serious carving! Are you a racer, or do
you prefer the relaxed runs?"

"Great choice of gear, you'll be well-prepared for whatever the mountain throws at
you."

"Nice helmet! It's always good to keep it safe up there. Where did you get it?"

4. Offering Help / Suggestions

"If you're looking for a quieter run, | can point you to a few places where the crowds
tend to thin out.”

"Do you need any tips on the best spots for lunch or apres-ski around here?"

"If you're looking for rental gear, we’ve got some great options just around the
corner. Would you like me to direct you?"

"We’ve got a couple of beginner slopes nearby if you're just starting out or want to
warm up before hitting the bigger runs."

"If you’re planning on skiing all week, I'd suggest grabbing a multi-day lift pass. It'll
save you a bit of time and money."

"We’ve also got some fantastic snowshoeing and sledging trails if you fancy a break
from skiing!"



5. After Skiing / Apres Ski Conversation

"Did you manage to get a good run in today? It looks like the conditions were
perfect for carving!"

"How did you find the slopes today? Anything particularly challenging or did you feel
like a pro?"

"You must be exhausted after a full day on the mountain! What'’s your go-to drink
after skiing?"

"How were the mountain today? I’'m sure the views from the top were stunning!"

6. General Friendly Comments

"You're looking great in that gear, you’ll blend in with the pros in no time!"
"l can tell you're going to have a fantastic time here. The area is stunning!"

"It's always great to see visitors from the UK. You’re definitely going to enjoy the
Alps!

7. Closing the Conversation

"I hope you have a fantastic time on the slopes! Don’t hesitate to come back if you
need anything."

"If you have any questions while you're here, just pop by the office. We’re happy to
help!"

"Enjoy the rest of your day and stay safe out there on the slopes!"

"Feel free to come by anytime if you need more info. Have a great time and good
luck with your skiing!"



