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1. Executive summary 

This report is constructed with the purpose of examining cultural dimensions between guests from Denmark hosts by a hotel in Madrid, Spain. 
The analysed cultural dimensions belong to Hofstede’s research and the purpose is to be presented to the hotel staff with the aim of building a natural communication between staff and guests. Likewise, communication is not the only cultural barrier that can interfere between guests and staff, but also the body language, some of the phrases that must or cannot be said, since there is a chance to be misunderstood. 
A hotel is not only a location where customers eat, sleep, and organize meetings or events. It is an entire study behind the ‘scenes’ linked to hospitality. In other words, a hotel must send the guests feelings as secure, comfort, value/feeling valued - appreciated, welcomed, unoffended.
That’s why it is crucial to study the cultural differences between those two countries – Spain and Denmark, and to establish what attitude staff members from Spain must have for the guests to feel like home. 
Some of the key findings in this report are the following:
· Hofstede’s cultural dimension – related to Denmark – the country where guests are from.
· Table 1 – where the comparison between Spain and Denmark is made which is crucial and the most important element of this report.
· The analysing of cultural dimension and the expectation of staff members.
· A briefly summarise of what is cultural intelligence – which has a major importance related to understanding why it is important to be able to define it, and to find the differences between cultures.
· Table 2 – DO and DON’T’S – where is clearly and logical presented what staff is expected to do and to not do for the guests to be welcomed and to feel secure and comfortable in the hotel.

2. Introduction
Every individual has its own pattern of feeling, thinking, talking, drawing, writing, doing things generally and linked to that affirmation must be admitted that culture is a software of mind or mental software, as Hofstede (2005) argues. 
This report is written with the purpose to present to the hotel staff members information’s about the culture of hotel guests that will be hosted and a table with DO and DON’T, because of the cultural differences. Therefore, for this report, is presented a briefly introduction of Hofstede’s cultural dimensions, a comparation of the hotel (located in Spain) and the country where guests are from -  Denmark - related to cultural dimensions, and what personnel is expected to do and don’t regarding this meeting with foreign guests. 

2.1. Hofstede (2011) had found six dimensions: 

· Power distance – linked on finding different solutions for the basic problem – human inequality. This dimension refers to powerful members belonging to a society who expect and accept that the power is distributed unequally.

· Uncertainty avoidance – tolerance or level of stress of a society facing the uncertainty of the future. In other words, this dimension relates the magnitude of threatened feelings that impacts humans when facing uncertain situations.

 
· Individualism versus Collectivism – reveals the independence or collective spirit in a society and is linked to self-loyalty or loyalty to a group. In an individualist culture, people tend to allow more attention to themselves as an individual and to closest relatives, while in a collectivist culture the interest in others has priority.

· Masculinity versus Feminity - linked to the importance of personal goals versus work goals, also the distribution of emotional roles between women and men. Masculinity identifies the strict distinction regarding women and men roles – what each category is supposed to do, and Feminity relates high values of society on females. 

· Long-Term versus Short-Term Orientation – the choice of focusing on time dimensions – future, present or past. Long-Term Orientation stimulate savings, persistence towards results, while Short-Term consists on spending to follow up social pressure and quick results are preferable.

· Indulgence versus Restraint – linked to society’s frame of mind – happier, more enjoyment or controlling feelings. Indulgence refers to offer delight to natural human desires linked to having fun and restraint is the opposite of indulgence, which briefly refers to restriction of joyful feelings by strict rules.



2.2. Background 

For this study was chosen a 5-star luxury hotel from Madrid, the heart of Spain, which will host guests from Denmark. This country has different values, and culture comparing with Spain, and people are very different. If in Spain majority is noisy, enjoys partying and life generally, in Denmark majority is modest, preferable private and silent than loudly. 


3. Introducing the hotel and its guests

“The Principal Madrid Hotel” is a 5***** hotel located in the heart of Madrid. 
Hotel guests are originally from Denmark, and there are big differences regarding every dimension. 
In the table 1 listed below are presented the differences on each category between Spain and Denmark. Spain is marked with purple color, while Denmark with light blue.[image: A picture containing text, monitor, several
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Therefore, considering Table 1, the most significant difference is related to ‘Uncertainty versus Avoidance” dimension, which leads to the affirmation that Spain is situated on a second place as the noisiest country in the world. In the meantime, on this dimension Denmark marks score 23 which is lowest than Spain, which means that “Danes do not need a lot of structure and predictability in their work life. Plans can change overnight, new things pop up and the Danes are fine with it.” (Hofstede Insights, 2022)
Major differences can be noticed at Power distance, Masculinity vs. Feminity and Indulgence vs. Restraint dimensions also.
Dorthe et.al (2020) argues that “The national culture in Denmark represents an informal culture.”, and according to the score at Power Distance and Uncertainty vs. Avoidance score, the author also mentioned that “Denmark is at the informal end of the formal-informal continuum.”
Considering the score in Power Distance for Denmark (18) which is very low, Deseine et. al (2016) sustains that “inequalities are not accepted, and that people are usually considered as equal.”
Denmark has a very low score on Masculinity vs. Feminity as listed in Table 1, which leads the country among the first positions of the most feminine country. Individuals usually are modest, gentile, soft, and focused on the life quality and they prefer negotiation and talking rather than force. (Andrijauskienė et. al, 2017)
According to Dorthe et.al. (2020) Danish people prefer in conversations small talks, relevant to the context, and as often initiated by someone else. They also prefer para-verbal language, which is related with the tone of the voice (warm, natural), plus, they pay attention to body language (5) – they appreciate a warm smile when appropriate, good eye contact.
Related to the table below (DO and DON’T’S) , French (2011) points out 10 attributes of a global manager, but the following are the most applicable in this case:
· Be culturally sensitive and adaptable.
· Solve problems quickly.
· Motivate and communicate well with people from different cultures.
· Manage the triple bottom line: society, economy, and the environment.

3.1. Cultural intelligence 

A successful communication between 2 different cultures requires cultural intelligence and, naturally, culturally intelligent person, who “suspends judgment until information becomes available beyond the ethnicity of the other person because personality attributes such as idiocentrism-allocentrism need to be considered.” (Triandis, 2006) 
Also, Triandis (2006) argues that cultural intelligence demand “cognitive, affective, and behavioral training.” This affirmation leads the report to the next table where it shows what hotel staff must do and don’t to affective communicate with Denmark guests. 
Hospitality is a major sector that implies more research than any other domain, because, when individuals have connection with others – talking, gesturing, inviting, greeting etc., because of culture differences, words, gestures, or facial mimics can be misunderstood and sometimes even offensive, which is why this informative report for staff members was build. 


4. Table 2 – Table for hotel staff members
	
	Departments
	DO
	DON’T

	1.
	Reception
	Be Informal – when is appropriate call them on first name instead surname
	Be formal

	2.
	Reception
	Treat people equally 
	Treat people differently

	3.
	Reception
Housekeeping
Manager
	Be kind, lower the tone of the voice, smile when appropriate, but be natural 
	Speak loudly

	4.
	Reception
	Small talk, straight to subject 
	Ask personal questions

	5.
	Reception
Manager
	Initiate the conversation 
	Wait until they start the conversation 

	6.
	Reception
Valet
	Wave naturally when saying goodbye
	Stay in the same position, don’t ignore body language

	7.
	Reception
Manager
	Use appropriate welcoming body language
	Ignore body language



Table 2


4.1.  Conclusion 
Overall, the research made for this report leads to the conclusion that, including and considering Hofstede’s cultural dimension each country has similarities, but mostly differences, and in every field these aspects must be taken into consideration. 
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