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Executive summary:
The report is based on understanding the key cultural differences employees of the hotel industry need to manage to provide the best guest service experience. The report consists detail information on the cultural intelligence and sensitivity Hilton group considers before providing guest services. The report informs staff about the custom, behavioral, and cultural differences they face while providing services to guests from Spain. The report aims to provide a detailed understanding of the importance of cultural intelligence and sensitivity in the hotel industry to provide the best customer experience. 
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Cultural Intelligence is the ability to adapt and recognize cultural differences. It is the ability to relate with others and interact effectively across different cultures (Van Dyne et al., 2016). As Hotel industries are operated globally employees need to adopt respective cultures to cooperate with peers and to satisfy customers. There are varieties of cultural and traditional differences witnessed between the two countries and it is essential to understand and have cultural intelligence and sensitivity to provide the best customer experience. To adapt to the culture of different country employee usually face difficulties but required training can help in the best guest service implications (Andresen, and Bergdolt, 2017). 
[bookmark: _Toc129268527]Cultural difference: 
Before serving in any country market research and learning about the traditions and cultures of different countries is important. As Hilton is presented in 122 countries worldwide Hilton group knows the importance of understanding cultural differences and focuses on cultural intelligence and sensitivity (Hilton, 2023). Hilton is a UK-based Hotel industry and the culture of the UK has a huge difference from the culture of Spain to serve customers from a country like Spain it is essential to understand their lifestyle, language, dress norms, etc. to serve the best guest service to tourists from Spain.  UK and Spain have wide cultural differences the employees of Hilton Hotel need to pay attention to all the key differences that can help them to provide the best customer service (Ott, and Michailova, 2018). 
	Cultural differences 
	Spain 
	UK 

	Food Habits 
	The food habits of tourist from Spain has wide difference such as:
· Bread: In Spain, people have bread with all meals. 
· Tea and coffee: Spanish people like to drink coffee more (Alphatrad UK, 2022). 
· Meals: Spanish people eat their lunch and dinner very late. They have their lunch around 2 to 3 o clock in the afternoon and dinner at 9 to 10 o clock. 
· Desserts: Spanish people prefer to have light desserts such as caramel custards, pastries, and biscuits. 
	The food habits of UK people are different from Spain such as:
· Bread: Bread is only preferred for breakfast for sandwiches and with butter. 
· Tea and coffee: UK people love to drink tea at any time of the day. 
· Meals: UK people prefer to eat earlier they eat their lunch at 12 and have dinner at 6 in the evening. 
· Desserts: UK people prefer hot and heavy desserts such as cheesecake, cold tart, etc. (Alphatrad UK, 2022).  

	Language Difference: 
	Spain has varieties of regional languages and many tourists do not know English (Alphatrad UK, 2022). Staff members must understand their language to have smooth conversations. 
	98% of UK people speak English. The employees of the Hotel industry need to learn different languages to provide the best customer experience.   

	Lifestyle difference 
	Spanish people have very different social life and lifestyle, as compared to the UK, their day routine, food culture, work habits, communication style, language, greeting habits, etc., has wider differences from UK culture and traditions. 
	UK people preferred a different lifestyle as compared to Spain. Both countries have different traditions, customs, and cultures (Alphatrad UK, 2022). 


[bookmark: _Toc129268528]Summary: 
The document consists of the importance of Cultural intelligence to serve foreign tourists in the best possible manner. Understanding the culture and traditions of tourist Hotels can provide the best customer experience, communicate effectively, and employees can understand the key requirements of tourists and fulfill their needs (Özdemir, and Yolal, 2017). UK and Spain have differences in culture, tradition, and customs. But to provide the best hotel experience and to add value to their experience it is crucial to provide services according to their food habits, common language, and lifestyle (Chao et al., 2017).
To remain competitive in the hotel industry market cross-cultural skills are the most important capabilities. Cultural Intelligence promotes innovation and helps in gaining new opportunities to grow and expand the business (Jyoti et al., 2019). With the help of high cultural intelligence employees grow into a culturally diverse market, provide high-quality services to diverse customers, provide speed and efficiency, and help an employee to become an employer's choice (Caputo et al., 2018). In the hotel industry understanding multiculturism is essential, it provides various growth opportunities to staff members and helps them to become profitable, productive, and efficient.
	Do’s 
	Don’t 

	Learn more about different cultures.
	Do not stick to knowing only one country's culture.

	Get to know people in different communities and groups (AMA, 2016).
	Do not have a negative attitude towards diversity. 

	Socialize with people who have different cultures and know about cultural intelligence.
	Don’t not only socialize with peers who have the same culture. 

	Learn foreign languages to improve cross-cultural communication skills (AMA, 2016).
	One language is not enough to serve a large group of customers from different countries. 
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Continuous Learning: To have a high cultural intelligence and sensitivity staff members must have a positive attitude towards learning. To have high productivity and efficiency staff members of the hotel industry need to learn new languages (Darvishmotevali, 2018), have cross-cultural skills, and have a positive attitude towards diversity. They need to read about different cultures and try to get socialized with people who are from different countries. 
Volunteer for a different project: To have high cultural intelligence staff members should volunteer for different projects in which different team members, groups, and organizations are included who have different cultures (Korzilius et al., 2017). By doing this staff members get knowledge of cultures, people, food habits, lifestyles, customs, and traditions. 
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