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Executive Summary
The report has signified cultural intelligence and systematic communication hindrance for the staff members of The Resident Covent Garden hotel. Guest arriving from Spain facing the cultural difference and facing the issues of stating their issues has been elaborated effectively in the particular report. The main focus has been the cultural differences with the aspect of the language barrier that the hotels face in their operation. 
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The foreign language issues, hospitality organizations face many issues in their business operations and customer communication. In relation to that, the following context will describe the significance of cultural intelligence and sensitivity in the hospitality business. Moreover, the Hofstede theory will also get described in this context to explain the barriers of foreign language in the hotel business of London. The report will also highlight prioritizing the guests who come to the hotel from Spain.


[bookmark: _Toc97331343]Cultural intelligence and sensitivity
Significance of cultural intelligence and cultural sensitivity
Cultural intelligence is related to the interpersonal capability to go across boundaries and work comfortably in multiple cultural frameworks. When it comes to the hospitality industry, the importance of cultural significance is extremely high with respect to their staff. Improving the cultural intelligence among their staff will enhance the level of their guest satisfaction and competitive advantages in the market (Yurur et al., 2021). Moreover, it removes cultural biases among their staff which will lead to a diversified working culture. Along with that, it will also enhance the connection with foreign customers and develops a hassle-free relationship with them. Sensitivity of culture can improve the understanding among the hotel staff and foreign guests (Forbes, 2015).
Implementation of the services for the foreign guests
The Resident Covent Garden Hotels of London always tries to implement services that focus on diversity and are free from any cultural biases. They always try to enhance their staff services with effective communication approaches which are associated with different foreign languages (Koc, 2020). Serving the customers with suitable cleanliness facilities, good food quality, and other required amenities will help the organization to gain a good market reputation and customer loyalty. The major drawbacks which have been identified by the organization while serving foreign customers are their linguistic barriers (Paparoidamis et al., 2019).
[bookmark: _Toc97331344]Theory of Hofstede’s cultural dimensions
This concept of cultural dimension was established first in the year 1997 by Geert Hofstede. The theory is related to the effect of cultural values in society and their impact on the individual's behavior. In normal words, it also states the cultural difference among the countries and the ways through which it influences the hotel service operations in their branches(Radojevic et al., 2019). The theory consists of five different concepts, which are as follows.
Power Distance:
According to the concept of power distance, social inequality is accepted and undertaken in different cultures. The theory of Hofstede signifies the concept that high power distance can drive the sophistication level in the individual's behavior. For example, The Resident Covet Garden hotel always focuses on welcoming their foreign guests in an effective manner with suitable offerings which can make them feel satisfied and happy with the organization.
Avoiding uncertainty:
According to Hofstede's theory, individuals may face or feel threatened due to some unfamiliar scenario. For instance, a tourist from Spain who is visiting the UK may face some issues due to their linguistic limitations. In this case, he/she may feel insecure due to the scenario of ineffective communication and linguistic limitations (GILL, 2017).
Collectivism or Individualism:
The concept of collectivism focuses mainly on the interdependence among the social units. It will focus collectively on the family member rather than the person. For example, the mentioned hotel, The Resident Covent Garden, always tries to serve the best to those foreign customers who come along with their families from various countries. In contrast, the individualism concept is related to focusing on the individuals rather than any collective preferences.
Feminity or Masculinity:
The differentiation between the feminine/masculine concepts states the importance of managing the social differences among the female and male gender and their preferences. For example, The Resident Covent Garden hotel always tries to serve their customers with utmost care and according to their personal choices without any gender biases to enhance productivity and customer relations (Cheng, 2020).
Long term orientation:
This is the last concept included in the Hofstede theory, which is focused on dealing with the cultural orientation in regards to both the past and future study. For example, the mentioned hotel always tries to serve the guests coming from Spain to visit the UK with good and efficient service. The organization always tries to focus on their customer preferences for achieving their satisfaction without any cultural biases(Bruin, 2017).
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Room service department: The room services department focuses on providing door to services in the mentioned hotel for providing comfort level to the arrived guest. For instance, the tourist speaking the Basque language creates a lot of hindrances while communicating with the room service boys arriving for any required purpose (Eissner and Gannon, 2018). Therefore, they should concentrate on learning gestural body language.
On-site restaurant: The on-site restaurant focuses on serving variants of cuisines to the guest of the hotel. As communicating is one of the biggest barriers, it becomes immensely tough to say their preference. Additionally, a specific mentor must be appointed familiar with different languages for communicating with the guest and taking effective care of their preferences  (setupmyhotel, 2022).
[bookmark: _Toc97331346]DO’S & DON’TS for the staff members of The Resident Covent Garden hotel
	Do’s
	Don’ts

	1. Staff members should provide a warm welcome to their foreign guests who came from Spain as per their comfort level. 
	1. The staff should not miss any such things which can harm the cultural beliefs of their foreign guests. 

	2. The staff should give proper attention to their guests from Spain and serve them will all their needs.
	2. The unavailability of the staff may decrease the customer preferences for the organization.

	3. Maintaining a warm relationship with their foreign customers will encourage their customer preferences and tourism benefits (Klyukanov, 2020).
	3. Improper servings to foreign customers can discourage them from choosing the hotel further in the future(Eissner and Gannon, 2018).




[bookmark: _Toc97331347]Conclusion and Recommendation
Recommendation
The management of The Residence Covent Garden hotel, London, always tries to conduct language training programs for their staff. This will help the staff to learn a foreign language like Spanish, Mandarin and others. Learning a foreign language can be beneficial for them to handle the foreign customers in a better way. It will also help the organization to gain better customer insights into the market (forbes, 2021).
Conclusion
The above report has described the cultural intelligence and sensitivity in relation to encouraging the foreign guests to stay in The Residence Covent Garden Hotel, London. Spain has been focused on this context to mention the cultural difference. Various functional departments have been discussed along with the do's and don'ts, which the staff should follow.
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