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[bookmark: Executive Summary]Executive Summary
The purpose of this research is to give hotel personnel a thorough understanding of the customs, habits, and tastes of Spanish visitors so that they can deliver the best possible service to this demographic. By learning the subtleties of Spanish culture, hotel personnel can successfully communicate with customers, generate great experiences, and assure customer satisfaction. Communication methods, social mores, eating etiquette, and favourite pastimes are just a few of the many facets of Spanish norms that are dissected in this research. Workers are provided with knowledge of the importance of interpersonal connections, regard for authority, and links to family and community in order to provide a warm and welcoming atmosphere for Spanish visitors. The paper also explores cultural awareness and compassion, highlighting the value of openness, flexibility, and compassion. To help employees become more sensitive to and accepting of cultural variances, models like the multicultural intelligence model and the cultural iceberg are discussed. Finally, it provides a comprehensive table containing instructions for the staff and a few recommendations to help employees deal with Spanish visitors.
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[bookmark: Introduction][bookmark: _bookmark1]Introduction
In this assignment, the selected nation is Spain which is a nation full of rich and elegant culture and history. Hotel staff members must be well-versed in the customs and traditions of Spain to deliver guests the highest level of care and ensure they have an unforgettable time. While the majority of Spaniards speak Spanish as their native tongue, many additionally speak one of several regional languages (Jandt, 2016). These languages have their culture, literature, and individuality, and are frequently utilised as a statement of belonging and pride by their speakers. Recognising the variety of Spanish dialects spoken throughout the country, staff members should make an effort to become fluent in the language spoken in the area where they will be working. This report will present the staff members of the hotel with adequate information and knowledge regarding cultural diversities and behaviours.

[bookmark: Cultural intelligence and sensitivity][bookmark: _bookmark2]Cultural intelligence and sensitivity
The ability to understand and empathise with visitors from varied cultural origins is a crucial skill for hotel staff. Cultural empathy is the understanding and regard for the principles, customs, and practices of other norms, whereas cultural intelligence is the capacity to perceive, comprehend, and adjust to the cultural variances and parallels of people (Moran, 2018). Staff members at hotels may better serve customers of all nationalities, including those from Spain, by increasing their ethnic awareness and understanding.
[bookmark: Cross-cultural concepts and frameworks][bookmark: _bookmark3]Cross-cultural concepts and frameworks
Hotel staff can benefit from learning about and using many cross-cultural ideas and frameworks, such as those listed below.
Hofstede's Cultural Dimensions

Power distance, individualism vs. collectivism, masculinity vs. femininity, uncertainty avoidance vs. long-term orientation, indulgence vs. restraint, and short-term vs. long-term orientation are the six aspects on which Hofstede's cultural dimensions model evaluates cultures. Hotel staff may learn about the beliefs, habits, and preferences of customers from Spain and other cultures by comparing and contrasting these factors (Stier, 2006). Spain, which has a high Uncertainty Avoidance score, may choose to avoid confusion and danger and favour precise norms, stratification, and security. The hotel staff should minimise any alterations or unexpected events that might generate worry or aggravation for its Spanish visitors by providing them with clear and precise details, assurances, and directions.
The Cultural Iceberg Framework

The Cultural Iceberg Framework proposes that culture is like an iceberg, with the more obvious parts (artefacts, attitudes) above water and the more intangible parts (principles, beliefs, presumptions) underneath. This paradigm emphasises how much culture, despite being imperceptible to the naked eye, affects people's actions and worldviews (Koester & Lustig, 2015). Workers at hotels would do well to be aware of the cultural nuances that may lie beneath the surface and make an effort to learn more about them via observing, hearing, and questioning. Visitors from Spain and other norms can learn more about the reasons and intentions behind the acts and expressions of the host culture by engaging in this activity.

Edward T. Hall's High-Context vs. Low-Context Culture

High-Context Culture, by Edward T. Hall, as opposed to Low-Context Culture. The paradigm divides societies into two groups, those that rely heavily on context (such as Japanese) and those that rely mostly on words. This paradigm helps to describe ways of interacting and norms in various cultural situations. Workers in hotels should be familiar with high- and low-context cultures and modify their methods of interaction correspondingly (Samovar, 2009). For instance, Spaniards are a high-context culture because they prefer to hint or suggest rather than say explicitly when communicating with others. Hotel staff would do well to read the nonverbal indications of their Spanish visitors and communicate with them in a more indirect and respectful manner.
Accommodations for visitors' individual cultural norms and requirements may be necessary in the following areas of hotels and/or services:
Front Desk: A welcoming first impression begins at the reception desk, where visitors are greeted with friendliness and dignity. If feasible, the hotel's reception personnel should communicate with visitors in either the regional language spoken where the hotel is located or the visitor's chosen dialect. To prevent offending or unnerving their visitors, they should be cognizant of cultural variations in terms of personal space, eye contact, and physical touch (Timm, 2011). Guests from Spain, for instance, may prefer a more intimate greeting, such as a kiss on both cheeks, whereas guests from other cultures may prefer a handshake or a nod. In addition to confirming the guest's wants and needs (such as room type, bed size, smoking status, etc.), the front desk personnel should give clear and correct information regarding the hotel's amenities, services, and rules.
Housekeeping: The cleaning staff's responsibility is to keep the guest rooms tidy, pleasant and well-supplied. They need to knock prior to approaching the chamber out of regard for the visitors and their things. They should also be sensitive to the fact that people from different cultures have different expectations for things like how long they sleep, how often they shower, and how they observe religious holidays. Guests from Spain, for instance, could sleep in a bit later than usual since they prefer to take a siesta in the middle of the day (Ma, 2009). Therefore, the housekeeping team should adapt their cleaning routine to avoid bothering them during this period. Spanish visitors may have distinct expectations for neatness and hygiene than those of other countries, and would likely welcome more regular and thorough cleanings. Spanish guests may also have

religious items like a crucifix or rosary in their room; cleaning should be careful not to disturb these items.
Food and Beverage: It is the responsibility of the catering staff to accommodate the visitors' tastes and needs in terms of food and drink. Also, they need to be aware of cultural differences in dining customs, etiquette, and more so that they can serve visitors appropriately. Spanish visitors, for instance, may eat later and for an extended period than other tourists (Timm, 2011). So, the F&B team should keep the eatery and room service open at the right hours and not pressure the visitors to eat too quickly. Food sharing, using bread to sop up dressings, and leaving a few dishes on one's plate are all practices that may be foreign to Spanish visitors. Food and beverage workers should respect visitors' cultural norms on eating and drinking and refrain from passing judgment.
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Department/Function
	
Do’s
	
Don’ts

	








Front Desk
	- Welcome the tourists warmly and respectfully in the local language or the language preferred by the guests. Be aware of the personal space, eye contact, and physical contact preferences of the guests. Provide clear and accurate information about the hotel facilities, services, and policies. Confirm the guests’ preferences and needs, such
	

- Make the guests feel uncomfortable or offended by standing too close or too far, avoiding or staring at their eyes, or touching or not touching them. Give vague or incorrect information, or make changes or surprises that may cause anxiety or frustration.



	
Department/Function
	
Do’s
	
Don’ts

	
	as	room	type,	bed	size, smoking or non-smoking, etc.
	

	








Housekeeping
	- Ensure that the rooms are clean, comfortable, and well- equipped for the guests. Respect the guests’ privacy and personal belongings, and knock before entering the room. Be aware of the sleeping habits, hygiene standards, and religious practices of the guests, and accommodate their requests accordingly.
	- Disturb the guests during their siesta time, or clean the room at inconvenient times. Move or touch the guests’	personal belongings, especially their religious symbols or objects. Judge or criticize the guests for their cleanliness or tidiness expectations, or their religious beliefs.

	






Food and Beverage
	- Provide a variety of food and drink options for the guests, and cater to their dietary preferences and restrictions. Be aware of the eating habits, manners, and etiquette of the guests, and serve them accordingly (Yu, 2002). Learn and appreciate the customs and norms of the
	
- Limit the food and drink choices for the guests, or ignore their dietary preferences	and restrictions. Rush the guests to finish their meal, or serve them at inappropriate times. Judge or criticize the guests for their eating behaviour,



	
Department/Function
	
Do’s
	
Don’ts

	
	guests, such as sharing food, using bread to mop up sauces, or leaving some food on the plate.
	or impose your own culture on them.


[bookmark: Conclusion][bookmark: _bookmark5]Conclusion
This report describes the cultural varieties, norms, and attitudes of the visitors from Spain to notify the staff members of the hotel about how they can provide better services and facilities. It demonstrates a few concepts and frameworks related to cultural intelligence and sensitivity. It also provides instructions for several divisions of the hospitality business to make those departments more effective and functional. Finally, it presents a table containing a list of Do and Don’ts and a few recommendations for the staff members.
[bookmark: Recommendations][bookmark: _bookmark6]Recommendations
· To begin, employees must increase their awareness of different norms and sensitivity by studying Spanish culture, geographical areas, and background as well as through interaction with international visitors.
· Additionally, the employees are pliable and reactive to the demands and tastes of the Spanish visitors, as well as to the special traditions and demands of visitors from Spain.
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