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[bookmark: _Toc137829047]Executive Summary 	
The report presents an analysis of cultural differences between Spain and the UK. The report mainly aims to assist the staff of Marbella Club Hotel in comprehending the differences and requirements of guests in relation to the UK. As a result, appropriate arrangements can be made. The report emphasises that cultural awareness is important to greet and welcome international guests. In particular, the hotel handbook contains dos and don'ts that have also been comprised in the report that provides a great experience to international guests.  
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[bookmark: _Toc137829048]Introduction
The report mainly aims to create a Hotel Handbook to train staff of Marbella Club Hotel of Spain. The hotel is well-known as a luxury hotel and holiday destination in Spain that offers lively nightclubs along with bars all alongside the beach (Marbella Club, 2023). The main purpose of the report is to give the hotel staff the necessary knowledge about cultural intelligence and sensitivity when international visitors from the UK visit the hotel. The report also sheds light on what hotel staff needs to do and what they should ignore while facilitating international visitors in the hotel of Spain. In order to present extensive knowledge about cultural differences between both countries, the report will use the Hofstede model.  
[bookmark: _Toc137829049]Country A- Spain
In Spain, the culture is quite vibrant and reflects traditions and a rich and artistic legacy. The culture of Spain comprises an attractive blend of Christian, Roman and Moorish languages. The iconic culture of Spain reflects Flamenco dance and music along with vibrant festivals. With regards to the hospitality industry, the culture of Spain offers genuine services of hospitality. Spain's economy is considerably contributed by the hospitality sector. The people of Spain are quite friendly and welcoming in hotel services especially (D’Vari, 2020). Spanish culture mainly focuses on family, friends, and relations with others. With reference to the Spanish people and customs, there is high authenticity and liveliness in Spain. 
[bookmark: _Toc137829050]Country B – UK
The UK is well-known for its diverse and rich history, which comprises a blend of ancient traditions, Roman legacy, and Celtic heritage. The culture of the UK is defined by BBC (2023) as one which reflects the love for music, literature, playwrights, and iconic landscapes. There is a high sense of humour and taste in the people of the UK. In the hospitality industry of the UK, culture and food are the key drivers of the British economy. The society of the UK is somehow inclusive and dynamic. In particular, there is a high masculinity rate in the UK.  
[bookmark: _Toc137829051]Country Analysis
To understand cultural differences between UK and Spain, Hofstede cultural model is used, which shows how people communicate and interact with each other.  
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Figure 1: Cultural Dimensions
(Source: Hofstede Insights, 2023)
From the above graph, it has been illustrated that there is a considerable difference between the culture of Spain and the UK. The power distance in the UK is authorised as compared to Spain. The office department needs to focus on that British people like punctuality, whereas Spain works with a flexible and relaxed approach where meetings or deadlines are usually changed or altered. Hence it is quite important for the Spanish hotel industry to train staff according to the terms and schedule of British guests as they hate delays and postponement in work. In terms of accommodations and hospitality services, the people of the UK are quite selective and conscious (Schurger and Graziano, 2022). In terms of management department, it is important to understand that British people are more serious and formal than Spanish. Like they are punctual and behave with a high attitude in the way they greet people in a hotel especially. Thus, the staff of Marbella Club Hotel needs to take special consideration on services to attend the British guests. Considering the front office department of the hotel, it is important to welcome staff according to their culture. Like, the British people are likely to shake hands when they meet someone (Culicover and Winkler, 2022). In contrast, Latin America is more personal, where men usually kiss women's cheeks as well as women on women's cheeks. Hence it is quite important for staff members and front desk heads to greet British guests in a similar way they like (shake hands).
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In Spain, people call each other by their full names, whereas British people are likely to use middle names, which is a considerable difference in the culture of both countries. It is vital for hotel staff to focus on calling British guests by their middle names and appropriate titles or sir names (Yazdanpanah, 2022). It would facilitate them with good feelings, and they will eventually be attracted towards hotel services. To facilitate British guests, it is critically important to serve them tea as they prefer it instead of coffee, whereas people in Spain usually drink coffee (Winiarska-Mieczan et al., 2023). When talking about eating habits, it is identified that British people have a habit of eating dinner fast, whereas dinner in Spain is usually slow and enjoyable. In terms of language, there is a great difference between UK and Spain, for which it is important to talk with the guests in their language and at least have some staff, especially for entertaining international guests.     
[bookmark: _Toc137829052]Hotel Handbook (Do’s & Don’ts)
	Do’s
	Don’ts

	It is important for Spanish staff to create a sense of responsibility to increase customer satisfaction.
	Don't delay or postpone work as British people are punctual. 

	Prefer handshakes and smile to avoid conflict to greet guests.
	No need to use kisses and hugs to greet guests. Try to remain formal. 

	Talk with the gentle and serious language of the English version. 
	Avoid fun during talks and Spanish language 

	Add tea to the menu and first ask for it to guests. 

	Don't serve coffee as a complimentary dish, as British people mostly prefer tea. 

	Study the culture of British people before serving them. 
	Never ignore the family value in front of British guests.  

	Keep security and confidentiality a priority and make sure guests are comfortable and welcome.
	Never settled on security 

	Translate hotel menu and information into English version 
	Never serve British guests via unprofessional staff.



[bookmark: _Toc137829053]Conclusion and Recommendations
It has been concluded that there is a considerable difference between the culture of Spain and the UK. Like, the British culture emphasises indulgence, individualism, and masculinity. On the other hand, Spanish culture relies on power distance, uncertainty advocacy and long-term orientation. Based on the above analysis, it is recommended that Spanish hotel staff improve the communication skills of staff by providing them with training and development sessions. To make British guests feel welcome, it is important to focus on technological advancement, which can easily access by guests and staff both. Also, it is important to focus on offering a warm welcome to the guests and offer them complimentary services according to their tastes and preferences. 
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