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Executive summary

Cultural intelligence within hotel personnel is essential in understanding and appreciating different traditions, expectations and customers. The report will compare the cultural differences between UK and Spain and will focus on generating effective approaches for the hotels in meeting the expectation of the UK guest in the Spanish hotel. The report will also recommend effective approaches for the hotel department and functions in adapting their service delivery as per the cultural norms and requirements of the guest.
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[bookmark: _heading=h.3znysh7]Introduction

The hotel sector is known for delivering its services to diverse clients with different cultural backgrounds and ethnicity. Hence it is imperative for the hotel staff to have cultural intelligence and sensitivity in offering exceptional service to the guest. The report will explore the importance of cultural knowledge and sensitivity while utilising cross-cultural theory such as Hofstede's dimension. This model developed by Geert Hiftstedand is used in understanding the differences in cultures across or among different countries. It is an ideal framework which can help the hotel personnel in identifying the cultural norms and expectations of international visitors.
[bookmark: _heading=h.fsvtbunj1f5y]

[bookmark: _heading=h.uqxnkgee3584]Country A: (Spain)
Cultural sensitivity and intelligence are most significant for hotel personnel in the current globalised world as the hotel's sectors cater towards diverse clients from various cultural backgrounds (Paparoidamis et al., 2019). As the hotel is based in Spain, addressing the Spanish culture is imperative. The people of Spain tend to live their life to the fullest. they tend to take their time in appreciating the people and world around them. In addition, the Spanish people prefer mutu course meals and like to visit charming cities and vivacious villages.
Country B: (UK)
Cultural sensitivity and intelligence within hotel staff forester effective communication and avoid misunderstanding and helps in building a strong relationship with the guest. When the hotel personnel demonstrate cultural sensitivity, they tend to provide personalised experiences to the guest which respect and embrace cultural diversity which further results in enhancing the loyalty and satisfaction of the guest. Therefore, for delivering service to the UK guest, it is essential for the hotel personnel to have an understanding of the culture of the UK. The British are more individualist in nature and tend to have weaker ties to social groups and families. They are open to new cultures and religions.
“Hofstede model in evaluating the importance of cultural intelligence and sensitivity”
As the hotel sector operates in a complex environment of cross-cultural integration, cultural sensitivity and intelligence are crucial for hotel personnel. The application of cross-cultural theory; Hofstede cultural dimension is effective in evaluating the significance of cultural intelligence in the hotel sectors (Yurur et al., 2021). The theory has dented the major cultural dimensions such as “power distance, individualism or collectivism, masculinity or femininity, uncertainty avoidance ad long-term or short-term orientation”. The hotel staffs with cultural intelligence tend to have the potential in navigating these dimensions effectively and tailor their approach to guest service accordingly.
[bookmark: _heading=h.3dy6vkm]“Country Analysis”
[image: ]
Fig 1: Hofstede comparison between Spain and UK
Source: (Hofstede Insights, 2023)
While comparing UK and Spain, with the use of Hofstede's six Cultural dimensions, it becomes clear that vulture intelligence is significant for the hotel personnel in catering for the distinct needs of the guest. In context to power distance, the Spanish guest tends to have higher acceptance of the hierarchical structure and also expects a level of deference from the hotel personnel while on the other hand, the UK have a lower power distance which specifies that the guest from the UK prefers a more egalitarian approach. In concert with individualism, the UK prioritise individual need and autonomy, however, Spain tends to practise collective harmony and communal experiences (Hofstede Insights, 2023). While referring to masculinity /femineity, the dimension suggested that the UK have a high inclination towards masculine hotels in Spain need to prioritise Span on the hand emphasises nurturing and maintaining relationships while indicating a higher level of femininity. In context to uncertainty avoidance, Spain has higher preferences for structure, security and rules while the UK exhibit more openness towards uncertainty and change. In addition, the long-term orientation is preferable among Spanish guest and emphasises tradition and persistence while the UK are more focused on immediate gratification. In context to indulgence versus restraints, Spain leans towards indulgence which indicates that the Spanish guest will seek enjoyment and leisure. On the other hand, the UK leans towards restraint and self-discipline.
Understanding these differences in the cultural dimension is beneficial for the hotel in Spain in tailoring its services as per the cultural norms and values of the English guest. It will enable the hotel personable to offer the English guests individual autonomy, adaptability and assertive opportunities. The application of the Hofstede model can enable the hotel personnel to exhibit cultural sentry and intelligence and ensure that the guest from the UK and also from its regional country Spain have been receiving satisfactory and personalised experiences (Lam et al., 2022). From the comparison it has been identified that the UK with lower power distance and higher individualism expect a more independent and egalitarian approach from the hotel personable. Therefore, it is essential for hotels in Spain to prioritise individual preferences and needs. Moreover, the hotel personnel can cater for the English culture of masculinity by offering competitive amenities and personalised services.
[bookmark: _heading=h.1t3h5sf]“Recommendations for hotel departments and functions” 
For accommodating the specific requirement of the English guest, the hotel department functions are recommended to adapt their service delivery. 
· The front desk department is required to be well wares in terms of cultural greeting and communication style in creating a welcoming environment. 
· The food and beverage department should focus on offering diverse dietary needs while offering various culturally appropriate options to English guests (Koc and Boz, 2020). 
· Moreover, the housekeeping department is recommended to consider the cultural norms associated with cleanliness, room arrangement and privacy. 
· The staff is required to be trained in respecting the cultural preferences of the guest. 
· By understanding the cultural nuances of guests, the hotel personnel will be able to provide personalised services that can align with the expectation and values of the guest. It will not only enhance the guest experience, but it will also promote cultural diversity, and understanding within the hotel environment. 


[bookmark: _heading=h.4d34og8]Summary 
From the report, it has been analysed that cultural sensitivity and intelligence are the most essential for the hotel personnel to fulfil the diverse preference and needs of the guests from different cultural backgrounds, it has been identified that with the application of cross-cultural theorise such as Hofstede dimension theory, the hotel staffs can adapt their service delivery in meeting the diverse cultural norms and requirement. Moreover, a comparison has been made between the UK and Spain in identifying the differences and catering the appropriate service that can meet the expectation of the English guest. Lastly, the recommendation has been provided for the hotel departments in meeting the curtain needs and ensuring a personalised experience for the guest. 
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