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Executive Summary 
The main aim of the report is to recognise the importance of identifying and maintaining a diversified environment in the hotel industry. It is  crucial for hospitality businesses to maintain an inclusive and positive attitude towards the customers and for this, cultural differences have to be identified. The report will cover the importance of understanding cultural differences for maintaining effective customer service in the hospitality industry. The report aims to understand the key differences that the cultures hold and resonate with the different cultures effectively for maintaining good experiences and the satisfaction with the services delivered by the hospitality industry. 
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[bookmark: _Toc128652096]Introduction 
The report is aiming to cover the differences across cultures so as to understand the importance of differences that the culture holds for maintaining inclusive and positive behaviour towards customers with different cultural backgrounds (Koc, 2020). The report will critically evaluate the differences that the culture holds which is crucial for the hospitality staff to maintain a cultural intelligence which can be reflected in the work while dealing with foreign customers. The chosen foreign country in this report will be Spain and the differences that the culture beholds will be discussed to effectively outline the recommendations on the do’s and don’ts. The guest country is the United Kingdom, which is popularly known for its foods, landscapes and hospitality of the people of the United Kingdom. 

[bookmark: _Toc128652097]Importance of understanding cultural differences 
An essential factor to the hospitality industry and the personnel is to effectively understand the cultural differences to be effective with the services that are being delivered by the hospitality personnel (Gertner, 2019). The Spanish culture is hospitable and diversified. The major characteristics that Spain is popularly known for, the ability to understand the differences in the culture will allow the employees of the hospitality industry to enhance the quality of the services that are being provided by the hospitality businesses (Cooke, 2019). The hospitality industry has to be able to identify the major differences that the cultures hold and should incorporate the things that the culture holds in the services delivered by the hospitality industry (Gertner, 2019). The people of the United Kingdom are hospitable and the culture is somewhat similar to the European countries, as the influences of the European culture and the importance of democracy, tolerance, respect and individual liberty are some of the core values that abide by the United Kingdom. 

[bookmark: _Toc128652098]Hofstede cultural dimension for the analysis of the host and the Guest country 
The Hofstede cultural index will be utilised for effectively understanding the cultural dimensions of Spain and the United Kingdom:

The power distance Index: The PDI of Spain is fairly high, (approx. 57) and the hierarchy and the uneven power distribution are accepted by the culture of Spain (Dabbous et al., 2022). On the other hand, the British culture believes that there has to be equality in society which means the PDI score is comparatively lower than Spain's. 

Individualism: The other major component is that Spain is considered to be a collectivist society where teamwork and collaboration among one another are highly appreciated and practised which makes the country dependent on one another for the help and support they long for (Rodríguez-Rivero et al., 2022). The UK has a very high individualism score which makes the people very private and individualist and when working in the hospitality industry, these particular dimensions have to be considered. 

Masculinity and femininity index: The Spanish culture is inclined towards a femininity index because they practice harmony and teamwork and excessive competition among one another is avoided. The people of the UK believe in the high level of competition for achievement and success,  which signifies a high level of masculinity. 

Uncertainty avoidance: Spain is considered to be a conserved society, having rules for everything and complying with the rules to avoid any uncertainty or legal actions against them which might create unpleasant situations. The uncertainty avoidance Index is low for the UK because British people are confident in ambiguous or uncertain situations which makes them very open, bold and confident.

Indulgence: Indulgence in Spain is somewhat low, as indulgence in every kind of activity is discouraged as they are restrained by societal norms and do not like to get indulged in activities that are against societal norms. The people of the United Kingdom are more indulgent, not restricted by societal norms.
[bookmark: _heading=h.anp82kc760f4]

[bookmark: _Toc128652099]Additional content for a clear understanding of the culture of Spain 
The Spanish culture has been chosen in this report, and the cultural beliefs and traditions of Spain have to be known by the hospitality personnel so as to effectively deliver the services to the customers. As already discussed above in the context, Spaniards prefer to have rules and they strictly abide by the rules so as to avoid any kind of uncertainties. They are outgoing people, but do not like to get indulged in activities that go against their societal norms which make Spaniards somewhat conserved. It is crucial for the hospitality personnel to identify the cultural dimensions and be sensitive and aware of the differences that the culture beholds, and the services should be accordingly provided so as to resonate with the cultural inclination of the society. Data shows that 75% of the youths in Spain are inclined towards a job that is in civil services which indicates that they do not need uncertain and unidentified outcomes (Mihai and Novo-Corti, 2021). Cultural expectations and norms are widely varied, so having cultural awareness is crucial for delivering a high level of service quality (Mohammed and Al-Swidi, 2019). Spain is globally renowned for its Flamenco music, dance and the festivals La Tomatina and more. Understanding the differences in the cultures will determine the attitudes and behaviours of the hospitality staff towards customers from different cultures. Without cultural sensitivity, the services offered by the hospitality industry would be limited. Making changes to resonate with the cultural differences will allow the hospitality staff to enhance the level of services provided to the customers ‌(Azeem et al., 2021). 
[bookmark: _Toc128652100]Recommendations 
The hotels should be culturally intelligent and should possess knowledge about the different cultures to incorporate this into the services for enhancing and optimising the experience of the customer (Sarwar et al., 2020). Developing knowledge of cultural differences will enable the hotel staff to be aware of differences that the culture beholds (Ratasuk and Charoensukmongkol, 2020). The sensitivity towards different cultures comes only after being aware of cultural differences. The UK hospitality industry has to be culturally sensitive when dealing with foreign guests, so as to clearly understand how to maintain a good experience from the customers. 
[bookmark: _Toc128652101]
Conclusion 
The report has covered the importance of cultural intelligence and awareness and its impact on service quality, as well as the experiences of the customers towards the hospitality business. The culture of Spain has been covered and some of the key factors have been talked about in the report. Hofstede’s cultural dimension has been utilised  to effectively understand the different dimensions that determine the inclination of the culture towards certain beliefs and lifestyles. Lastly, a few recommendations have been outlined for the hospitality personnel for enhancing the level of experiences of the customers and also for the optimisation of the services offered by the business. 
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