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Executive summary
This particular report has focused on guiding the hotel staff members of a hotel situated in Italy on how they can serve and manage international visitors to Spain in a successful manner. The report critically described the cultural differences between the two countries with the analysis using Hofstede cultural dimension theory to properly produce the differences in cultural norms between Italy and Spain. The hotel staff members have been directed with proper guidelines in this report in terms of a hotel handbook to serve the Spanish customers focusing on their particular cultural orientation to enhance the satisfaction rate of the customers. The respective hotel staff of the kitchen, food and beverage, and front office department have been specially guided to proceed with the choice of Spanish people based on their cultural and linguistic choices with particular dos and don'ts list. 
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[bookmark: _Toc126439685]Introduction
This current report aims to provide a framework for the hotel staff of a hotel located in Italy to treat and manage the international visitors of the hotel coming from Spain. This report is going to narrate the cross-cultural differences between the two countries using respective theories and how the hotel staff of Italy can manage those cultural issues in treating and serving the Spanish guests in the form of a guideline and robust recommendations. 
[bookmark: _Toc126439686]Importance of cultural intelligence and sensitivity for hotel personnel
In the hospitality industry, the cultural awareness of the staff members with an adequate level of vulture sensitivity is highly important as they have to treat visitors and guests from various cultural atmospheres. As a part of the job of the hotel personnel, a sufficient level of cultural sensitivity can act as a performance indicator that can reflect their better performance outcome (Lam et al. 2021). Proper knowledge of cultural norms of other cultures with an adequate level of cultural sensitivity can help the hotel personnel to improve their employability skills and can help them to work well in the multicultural surrounding of the hotel in terms of serving the visitors. Cultural intelligence must be a part of the job of the hotel personnel to tackle guests from different cultures and ethnicities as well as treat them well with handling problematic situations faced by customers from diverse cultural backgrounds (Jiony et al. 2021). This cultural sensitivity, awareness, and proper knowledge of other cultures can improve the guest treatment by the hotel staff ensuring the satisfaction level of the customers and their engagement as well as acting as a key talent requisition strategy. 
[bookmark: _Toc126439687]Key cultural differences, customs, and behaviour of these two countries
The cultural differences in terms of cultural norms of the two countries, Italy and Span must be related to the specific context of the study that can be discussed effectively by using Hofstede's cultural dimension theory which provides a suitable framework for the cross-cultural communication of different countries analysing various factors (Escandon-Barbosa et al. 2022). 
Power distance- The power distance states the societal inequality by specific members of the society through the unequal distribution of power. Italy scores 50 in this area reflecting an equal approach in society and decentralization of power with the culture of open management and teamwork. Spain, on the other hand, has a relatively high score of 57 in this area reflecting a hierarchical societal culture.
Individualism- Individualism refers to the degree of independence in society. Italy got a high score of 76 in this aspect reflecting an individualist culture with its ideas and life objectives of the Italian people whereas Spain scores only 51 in this aspect reflecting a collectivist culture. 
Masculinity- In this aspect, Italy scores 70 reflecting a masculine society which is highly success-oriented and associated with the culture of competition and showing status symbols. On the contrary, Spain scores only 42 in this dimension where excessive competitiveness is not appreciated. 
Uncertainty avoidance- In this aspect, Italy scores 75 (adequately high scores) demonstrating their uncomfortableness in ambiguous situations; Spain also has a higher score of 86 showing the more threatened feelings of the people in the ambiguous situation. 
Long-term orientation- It describes the process by which society maintains a link with the past during the deal with current challenges. Italy scores 61 in this dimension demonstrating a pragmatic culture while Spain has a lower score of 48 only reflecting a normative culture of the society. 
Indulgence- This dimension describes the tendency of people to control their impulses and desires. Italy has a low score of 30 in this area showing a restrained culture, whereas Spain has a higher score of 44.  
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Figure: Hofstede dimension of culture in Italy 
(Source: hofstede-insights.com, 2022)
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Figure: Hofstede dimension of culture for Spain 
(Source: hofstede-insights.com, 2022) 
[bookmark: _Toc126439688]Adoption of the respective hotel departments to accommodate the cultural norms and requirements of the guests
	Front office department 
	The front office staff of the hotel must be given training in communicative Spanish to continue the conversation with the Spanish visitors as there is a language difference between Italy and Spain. Although Italian and Spanish languages have a similarity of 82%, if the front office staff can welcome the Spanish visitors with more fluent and specific Spanish, the visitors can feel at home leading to enhanced satisfaction (Grazioso, 2022). 

	Food and beverage service department 
	Italians generally do not take coffee with milk late in the morning or after lunch as they think that it can be difficult to digest. On the other hand, Spain has a strong coffee culture, where the Spanish people like to take coffee with every meal, so it is necessary for the beverage service department of the hotel to provide coffee of their choice with every meal to the Spanish customers. 

	Kitchen department 
	In terms of the food timetable, the Spanish people are generally quite different from the other European countries. Whereas people from other European countries including Italy tend to take lunch at 1 pm and dinner at 7 pm, the Spanish culture is entirely different and must be focused on by the kitchen or food production department of the hotel. The Spanish visitors generally like to have their lunch between 2 pm and 3 pm and do not have dinner before 9 pm. The respective staff of the hotel’s kitchen department must be aware of this during cooking and serving food for the Spanish visitors.  Moreover, in terms of the food culture, there is a strong fascination for the Italians for taking Pasta but Spanish people generally like legumes and potatoes with a full course meal so the cooking staff must also be responsible for the production of food as per the choice of the visitors (Lin et al. 2020). 
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Figure: A comparison in the food consumption pattern between Italy and other European countries 
(Source: Moreno et al. 2002)
[bookmark: _Toc126439689]Do’s and Don’ts list
	Do’s
	Don’ts

	· Try to speak in fluent Spanish with the visitors 
· Serve coffee with every meal 
· Treat every guest with respectful behaviour 
· Assist the guest always in their work 
· Attend the guests in any problematic situation 
	· Don’t serve dinner before 9 pm
· Don’t serve lunch before 2 pm 
· Don’t serve pasta with every meal 
· Don’t ill-behave with any guest 


[bookmark: _Toc126439690]Conclusion
The above discussion and analysis have critically shown the key cultural differences between Italy and Spain with proper guidelines for the hotel staff of the respective departments to serve the Spanish visitors. Focusing on the aforementioned guidance, it can be concluded that it must be useful to improve the customer satisfaction of the International Spanish visitors in the Italian hotel. 
[bookmark: _Toc126439691]Recommendation
· The hotel staff must be recommended to keep their patience in any kind of situation and always try to provide a warm welcome and a home-like feeling to the international visitors to enhance their satisfaction score.
· The hotel staff members are recommended to provide necessary amenities and information to the visitors with the proper understanding of hotel rules so that they cannot face any issues while visiting. 
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