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[bookmark: _Toc129185196]EXECUTIVE SUMMARY
In this report it has discussed about culture and cultural awareness. It also discussed about how hotel staff can manage visitors experience of international guests. It also discussed about cross cultural theory and communication theory. It discussed about dos and don’ts of hotel staff and cultural differences between UK and Spain.
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[bookmark: _Toc129185197]INTRODUCTION
Culture is art, values, beliefs, customs and social behaviour of people or society that are passed on from generations to generations. Cultural awareness is ability to recognise culture (Shepherd, 2019). For this project “Grantley Hall” and country “Spain” is chose for case study. This aims to discuss about behaviour of hotel staff and cross cultural theories, dos and don’ts for hotel staff. 
[bookmark: _Toc129185198]Assignment-2
[bookmark: _Toc129185199]Manage the guest experience for international visitors
As most of the international travellers are from Spain, so hotel staff must understand and speak Spanish and English language other than their local language (Jandt, 2016). Hotel must ensure smooth check-ins; no wait at front desks. Staff should ensure cleanliness and maintenance by housekeeping of rooms beforehand. Staff should offer relevant amenities by understanding type of guest, for example offer business travellers meeting rooms and leisure traveller spa. Hotel’s staffs are ultimate contact of guests, so staff’s communication, observation and appearances must be remarkable to deliver best experience to guests. Staff’ s expected to learn main conversational phrases like “welcome”, “ please let me escort you to your room”,“how can I help you” in multiple languages. 
[bookmark: _Toc129185200]Cross-cultural theory  and communication theory 
Culture is customs, ideas and social behaviour of country, society or people (Shavitt, 2020).
Hofstede – it includes seven dimensions: power distance index- High power distance indicates that culture accepts inequality and power and shows high respect and low power indicates that culture encourages flat organisational structure and emphasis on power distribution. Individualism vs. collectivism- individualism indicates that high importance on achieving personal goals. Collectivism indicates high importance on achieving group goals. Uncertainty avoidance index- high uncertainty indicates low tolerance of ambiguity and risk taking. Low uncertaininty indicates high tolerance for ambiguity and risk taking (Escandon, 2022). Masculinity vs. femininity- masculinity includes distinct gender roles, assertive and wealth building.  Femininity includes fluid gender roles, modest and nurturing. Long term orientation vs. Short term orientation- long term orientation focus on future and emphasis on preservance and persistence. Short term orientation focus on near future and emphasis on respect for tradition and quick results. Indulgences. Restraint- indulgence incites that society allows free gratification related to having fin and enjoying life (Litvin, 2020). Restraint indicates, society suppresses gratification of needs and regulates through social norm.
Hofstede theory helps hotels in interpreting and analaysing behavipour of staff at worlplace. 
Adaptive system theory(AST)- business and groups create resources and rules ehichb are stated as structures. These form social system which builds up life of their own. It affects decision making and also affects the nature. In improves understanding among staff in hotel.
Cultural intelligence is an ability to adapt and recognize cultural difference(Afsar, 2020). Most of the travellers of Grantley Hall is from Spain and speak Spanish. So hotel staff must understand and speak Spanish to provide improved customer services. By hiring multicultural workforce hotel can improve international guest’s experience. Cultural sensitivity helps in ensuring that employee understand the behaviour expectations of business code of conduct, policies and practises to prevent from bullying, harassment, discrimination and other misconduct. Through learning the Spanish language helps in communicating related to ordering food and drink, dealing with prices and bills, dealing with calls. Culture and custom associated with Spain helps in understanding international guest (Moran, 2018). 
[bookmark: _Toc129185201]Specific cultural norms and requirement
It is very important for customer service department of a hotel to adopt their service delivery to accommodate guest’s specific cultural norms and requirement. Hotel staff must have basic knowledge about client’s value, culture and beliefs. Staff must master in main phrases in client’s language to build warm relations (Samovar, 2009). Good understanding of language helps in translation and linguistics. Staff must educate themselves about customs and reference of customers. It also important to make customer feels respected, welcome and safe. Learning customs and culture of international visitors help understanding international guest’s behaviour. Cultural difference and social culture need to understand to serve best to international visitors. Customer service department must host guest services programmes for hotel’s staff to provide better services to customers. It should form guest service strategies to prepare and manage international guests (Timm, 2011).
[bookmark: _Toc129185202]Do’s and Don’ts of staff in a hotel
Following are the do’s and don’ts which is relevant for staff in the hotel.
	                            DO’S
	           DON’TS

	Communicate hotel’s vision, mission and ideas with staff, to understand staff about big picture they are working for.
	Staff must keep their hand out of pocket or do not fold hand in front of guest.

	Feedback helps in enhancing training process of employees.
	Do not lean on the counter while dealing with visitors or any time.

	Staff should always treat their guest with smile and maintain pleasant and friendly expressions.
	When working at front of hotel area, staffs does not play with jewellery and hairs.

	Staff must make positive body language.
	Staffs do not develop into over friendly relations with guest.

	Staff should always be even tempered and humoured.
	Do not speak he/she/ they in front of guests.

	Staff should ask right questions to guest to know their needs and demand.
	Staff should not discuss politics or religion with gets.

	Always be attentive or listen carefully when speaking to guests and look at them while addressing.
	Do not make guests feel uncomfortable or unsafe.



[bookmark: _Toc129185203]Cultural, customs and behaviour differences between UK and Spain
Following are the cultural difference between UK and Spain is: UK people greet each other with single kiss and Spain people with two kiss. UK people prefer to eat early while Spain people prefer to eat late. UK offers tea while Spain offers coffee. There is one hour difference between them. 
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It can be concluded that cultural awareness is sensitive to the similarities and differences between two cultures when interacting with other cultural groups. Hotel staff can provide and manage the best guest experience for international travellers as they are in direct contact with guests. Need of multicultural employees is required in travel and tourism industry. 
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Hotel staff helps in managing guests experiences for international visitors by learning, understanding and speaking Spanish language. Hotels should follow cross- cultural and communication theories for evaluating cultural intelligence and sensitivity. It must follow specific cultural norms and requirement to accommodate guests. Staff must follow dos and don’ts stated in hotels policies. 
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