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Introduction
The today’s report has the purpose of delivering information that supports the hotel and tourism industry employees to deal with international guests with ease. Considering that each culture is different from another, the employee must be capable to vary between its behaviours and it must be capable to notice what the guests are expecting and what they want. Therefore, the assignment will include information about what cultural awareness is and why it is important, the statements about cultural awareness will be then strengthen within the information provided within the service quality measures, which are extremely common in the hospitality and tourism industry. 
People from the worldwide usually have got raised expectation from everywhere they are going, especially if they are going in countries with great touristic attractivity or with positive reviews, so when they arrive there they expect to find advanced services and advanced knowledge related to cultural awareness. 
Cultural differences must be one of the main important points to focus on when working in the hospitality industry and this because of the fact that each culture is different and each employee must be informed and trained to be able to deal with people from everywhere (Moran, 2007)
By the end of the assignment there will be a section that will identify differences between two different countries, which for this assignment will be Spain and Romania because there two countries are two nice countries that tend to be visited by a lot of tourists but in the same time these two countries have been chosen because even if they have at their base the common thing of being visited they do have secrets to discover
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Service Quality Measurements 
Generally speaking, the measurements of the quality of the services depends on the promises of the brand and context and most of the time the quality of service varies depending on the industry, but focusing on the hospitality and tourism industry, the approach that is mostly used is SERVQUAL (Qualtrics, 2020). SERVQUAL is recognized as being the most popular tool used by hospitality and tourism environments to continuously check the quality of the services that are provided (Fortuny-Santos, 2005). The SERVQUAL model covers five important aspects in the quality of services and when checking the quality, it is extremely important to have under consideration those ten dimensions. The dimensions that the model is covering are tangibles; reliability; responsiveness; competence; courtesy; Credibility; Safety; Access; Communication; Understanding customer needs (Valarie, Parasuraman, Berry, 1990). In the first place, tangibles measurements are seen as being the services that can be felt without requesting that service. Tangibles measurements are also seen as being the visible sides of the services provided in the hotel for the guest satisfaction (Tapan, 2016). Therefore, if the employees are ensuring that their work can be seen and physically felt, then the guests from any side of the world will know that  you have got the manners of trying to make them feel like home. Going to reliability, it is the measurement that outlines the employee ability to proceed the promised tasks, for example if there is an employee that said to a guest that in 20 minutes time the launch will be ready than the employee needs to ensure that its timing is right and if it is not the member of staff need to make sure that the guests are announced on time (Arien, 2019). Now, speaking about responsiveness, it is the measurement that indicates the employee motivation to help the guests with things that they struggle to do, for example, if there are international guests that are struggling to communicate effectively than extra support must be provided as there could be a member of staff to have the same nationality or there could be other resources used such as the usage of google translate or dictionary, which in most of the cases makes things understandable (The university of Sheffield, 2018). The measurements in competence are outlining the actual capability of the employee to execute some specific tasks. In hotels that are frequently dealing with international guests, competent employees are necessary because if the employees are not working effectively, the number of guests will start to decrease so the profits will as well (Byars, & Rue, 1977). The courtesy represents the attitude used by the employees and most of the time it is important to have a variation of attitudes depending on the culture the person is coming from and depending on the signals that the guest is providing. Now, the credibility, represents the measurement of the trustworthiness, and most of the time the employees must confidently speak with the guests about anything as otherwise the guest will feel that the employee is insecure and it will start to be confused about the rate of the hotel. Going further to safety, this measure, indicates the fact that everyone needs to be safety and that all the injuries must be kept away. Safety is important because it is the measurement that indicates the quality of maintaining everyone safe and keeping everyone healthy and happy from all perspectives. Now, speaking about access, it is the quality measurement, it does indicate the level of complexity to receive services from the employees. It is important to have an accessible programme and it is important to ensure that at least one person is available on answer to question and requirements (Chand, 2018). 



Preferences of different cultures 
Cultural differences are extremely important especially because of the key things such as language, practices, expressions that are used in each country. When working in a hospitality industry the nationality, the origin and the ethnicity as well as the language of international guests are the first things that need to be respected by the employees (Mighty, 2020). 
Speaking about Spain, it is a country with a developed country, people most of the time chose Spain because of the nice weather in the summer and for the beautiful areas that are remarkable by anyone. The employees from the Spain hotels got used to having guests from everywhere and now after a long period of time of being in the topmost visited countries, the employees know what guests from specific cultures want. As in any countries Spain has got negatives and one of the most affective negatives is that most of the people from shops and some cheaper hotels  still re
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