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Hotel Handbook Report: Hotel Miramar

Executive Summary
This paper aims to inform the staff of Hotel Miramar in Spain of cultural differences concerning customers from the UK. Hotel Miramar is a five-star hotel and of the most prominent hotels in Spain. For this reason, its staff must understand the culture, customs, and behavior of UK citizens since it forms part of the country for its potential customers. The report will describe the relationship between culture and behaviors to make the staff understand the customer's requests, demands, and complaints. The report will also include a table for what staff can do "do's" and what they should not "don'ts."
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Hotel Handbook report: Hotel Miramar
Introduction
For the global hotel industry, evaluating the cultural differences between the hotel's location country and that of potential customers is significant for better service delivery and customer experience. Being an international hotel, Hotel Miramar in Spain is not an exception to the need to have knowledge of the culture, customs, and behaviors of potential customers. For this reason, this report aims to focus on the information concerning visitors from the United Kingdom to inform the hotel's staff on how to manage their service experiences (Litvin, 2019). According to Hofstede's cultural dimension theory, the variations of cultures across countries influence the behaviors of the individual (Richard et al., 2016). This difference in behavior, therefore, determines the rating of an individual to the hotel for the service he/she received (Mattila, 2019). In addition to the difference in ratings on the quality of service, individual behavior also influences the type of communication the customer exhibits regarding requests and complaints (Litvin, 2019). For this reason, Hotel Miramar's staff needs to understand the influence of cultural dimensions on customers' behavior and how this impacts their ratings on the type of service offered. 
Cultural Dimensions and Customs for UK Nationals
The analysis of cultural dimensions according to Hofstede's cultural dimension theory will give the Hotel staff a general overview of the types of personalities exhibited by customers from the UK. This analysis will give the possible behaviors exhibited by the UK national concerning his/her service requirement and satisfaction in the hotel. The cultural dimensions to analyze include power distance, individualism, masculinity, and uncertainty avoidance. Firstly, individuals from the United Kingdom are more individualistic, scoring 89. From this analysis, it is evident that British nationals value personal independence and fulfillment over group achievement.   In addition to individualism, UK citizens score 35 in the PDI rankings of power distance. This means these individuals believe in equal power sharing and that inequality should be decreased. In the category of masculinity vs. femininity, UK residents have a high masculinity score compared to femininity. This means that most citizens believe in achievement and success to be the best rather than loving your occupation (Tom Plocher et al., 2021). From the uncertainty avoidance index, with a low score of 35, UK nationals have shown that they are confident about the future and are not worried about unknown situations.
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Figure 1 illustrates the graphical presentation of UK cultural dimensions.
Source: Hofstede insights
Cultural Dimensions and Individual Behavior
From the analysis of the cultural dimensions, the next step to evaluate is the relationships between the scores in the cultural dimensions indexes and the behavior of the UK nationalist. This will aid the staff of Hotel Miramar in managing the service experience of the UK customers. Firstly, individuals with high individualism are associated with using negative verbal words when they receive services that do not meet their expectations (Huang et al., 2019).    UK nationalists' high score in masculinity poses a behavior of dissatisfaction with service and demand for explanations in the instances of failures. From the low power distance index, UK citizens tend to disregard power inequality with their service providers. This means that informal service provision is acceptable when dealing with these individuals (Richard et al., 2016). The hotel staff to relate the customer’s behavior and his/her ratings on service experience in the hotel. 
Cultural Behavior and Service Satisfaction
Since an individual's culture influences one's behavior, it is evident that the behavior exhibited by the individual influences his/her service requirements and expectations, which determines the type of reactions in the hotel facility (Torres et al., 2014). Analysis of the relationship between the degree of individual behavior and service satisfaction will aid the hotel staff in managing customer experience (Huang et al., 2019). Firstly, since UK citizens have been evidenced to be highly individualistic, they tend to put much consideration on the quality of the physical facilities of the hotel (Litvin, 2019). UK customers also appreciate tangible solutions such as credit and refunds when there is a need for recovery service (Park & Ha, 2016). In addition, informal relationship with hotel staff is accepted since they believe in power equality. This behavior results from their low power distance culture (Tom Plocher et al., 2021). From their high score in masculinity, UK citizens expect the highest level of services and clarity of communication channels with service providers (Huang et al., 2019). However, their low uncertainty avoidance culture contributes to their tolerance of poor service delivery.
‘Do’s and ‘Don’ts’ for Hotel Miramar’s Staff 
	Do’s
	Don’ts 

	· Provide a high level of service to meet the customer's specifications. 
	· Disturbance and violation of distance of the customer should not be done.

	· Clear communication in service recovery with polite explanations (Park & Ha, 2016). 
	· A formal relationship should be avoided since UK customers believe in equality. 

	· Customers' privacy should always be considered, with an approach only when convenient (Ferraro, 2015). 
	· Staff should not take advantage of the customer’s behavior of tolerance to poor service delivery.

	· Room hygiene and the condition of physical facilities should be excellent. 
	· Do not provide intangible service recovery service.

	· Language communications should be English.
	· Staff should be on time for service delivery in the accommodation room or the restaurant.



Summary 
The report has described the relationship between the culture and behavior of United Kingdom citizens. In addition, this relationship will show a clear relationship between customer behaviors and their service expectations. In addition to the relationship between culture and behavior, the report has also highlighted what the staff can and should not do, thus preventing any misinformation.
Recommendations
As to recommendations necessary for the Spanish Hotel Miramar's staff offering guest services to a UK traveler, the hotel should first offer its staff training comprehensively regarding any cultural variations between the United Kingdom and Spanish individuals. The cultural distinctions learned in training include specific behaviors or ways of doing things, language, and courtesy (Jhaiyanuntana & Nomnian, 2020). Additionally, employees must be familiarized with the importance of being thoughtful of visitors' interests and cultural backgrounds.
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