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[bookmark: _Toc105244756]1. Introduction
In the Hospitality sector culture plays a crucial role and to ensure a positive relationship employees require recognising the different cultural layers of the customers (Crossley, et al., 2018). In order to create a concrete mode of cultural awareness and multi-cultural dimension into the work-culture, the case of Baglioni is considered. The report focuses on the guests from Spain and the ways to improve service experience to them. The analysis accommodates the cultural competence aspects, cultural sensitivity, and other theories to form an outline of action that aid in meeting the unique demands of customers from different countries. 

[bookmark: _Toc105244757]2. Importance of cultural sensitivity and cultural intelligence
According to the definitions of Viken, et al., (2021), cultural intelligence is defined as the ability of the employees to perform and function within the different cultural context by acknowledging the global cultural diversity. According to Gupta, (2020), the ability of an individual who is an outsider to the culture and has the intelligence to interpret the unfamiliar gestures of the guests the way his compatriots would do. The globalised hospitality sector requires dealing with individuals from diverse backgrounds and being sensitive to cultural factors is pertinent (Betina Szkudlarek, 2020). The key areas where cultural sensitivity requires its lineage are in the hiring process, food, beliefs and rituals and small welcoming gestures. However, the article by Luca, et al., (2020) suggests that cultural sensitivity is highly relevant to the needs of today's business, but it is highly inadequate. 

Among the different cross-cultural theories, the Hofestede’s Dimensions theory is a prominent one, which helps organisations to understand the cultural orientation of the guests. Hofestede’s dimensions are power distance, individualism, masculinity, uncertainty avoidance, and long-term orientation (Gupta, 2020). According to these dimensions, Spain stands out in the uncertainty avoidance with 86% (Hofstede, 2022). This shows that, the people here never like confrontations and also the noisiest countries. They stay by laws and if not promises are not met, they question it. This shows that, guests from Spain likes to have the best services as aforementioned. Therefore, it is imperative for any hospitality firm to understand the national culture of countries to provide seamless service to the guest from all over the world. However, it is also essential to notice that the Hofestede’s cultural dimensions were compiled with the data collected from 1967 to 1973 which may be irrelevant for the current times. 
National culture of Spain
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Figure 1: Source: Adapted from (Hofstede, 2022)

When considering the case of Baglioni Hotel Kensington, the leading Hotel complex in the United Kingdom being operated as an Italian luxury hotel receives tons of foreign guests from Asia, Americas, and EU every year (Bagiloni, 2022). The firm boasts itself as a luxury hotel with rich architecture, food, and styles of Italian culture. But the firm is aware that imbibing the same culture in the personnel management cannot help to win more guests (Bagiloni, 2022). There is a possibility that guests come here with pre-notion that everything is Italian, but the guests are not always from Italy therefore, it is important to develop adaptive human resources who recognise and acknowledge the other cultural needs. For instance, operating in the UK and Maldives the guests really need Italian food with a continental twist and the employees should be capable of understanding the guest’s national culture, since the firm promises to give tailor made services. 




[bookmark: _Toc105244758]3 Aligning departmental functions to seamless service delivery
Front desk

· Spaniards like to have everything in detail, so train the front office to be patience and happy to answer every part of the question rose by them.
· Anticipate the needs of the guest and never show rude behaviour. 

Housekeeping 
· This is a very demanding job at the hotel premises, therefore the personnel at this segment needs to have high attention for detail. 
· Spaniards are often late to bed and stay long at nights; therefore, the house keeping should be prepared to offer services as per their needs. 

Kitchen, food, and beverages service 

· Spaniards like to have more non-alcoholic beverages and their food habits have been moved from traditional to continental style.
· The personnel at this department have to work on to improvise the continental food with a touch of traditional flavours. 

IT department

IT department offers all the technology support needed by the guests whether it is an event, room services like computers, Wi-Fi, automated keys, and other connectivity factors. The personnel at IT wing must be technically strong enough to meet the technical needs of the customers.
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Dos and Don’ts in the case of guests from Spain
	Do’s
	Don’ts

	· Spaniards love to talk and they stay up late at night, therefore the service staff at Baglioni needs to be trained to stay a long time and add special concerns to the Spaniards.
· Try to engage them after food as they like to talk after meals. Establish an emotional connection after serving food. 
· Spaniards give a lot of suggestions when it comes to food, try to accommodate their need in serving food and while preparing it. 
· There is a difference between the younger Spaniards and the older. Recognising the generation gap is essential to offer a quality service to them. 


	· Spaniards are highly sensitive to questions that directly point to their credibility and dignity. Thus avoid such questions and if needed find sweetest words and situations to know it. 
· Do not stereotype Spaniards, avoid topics relating to history, politics and football which could lead to long discussions, debate and might turn out to be noisy at times. 



Table 1: Source: Adapted from (Viken, et al., 2021)
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Cultural differences across countries
	Country
	Cultural differences

	Chinese
	Food must be traditional and authentic Chinese cuisine

	Middle Eastern (UAE, Saudi, Oman, Qatar, Kuwait and etc)
	Halal food is a must.
Keep track on the dates of Ramadan fast and be flexible about food at those times. Remove alcohol from the rooms.

	Greek
	They have food at unconventional hours and some people never want main meal of the day before 10 pm. 

	Japan
	Japanese bow to greet and it ranges from a small head nod to a deep waist bent. 

	Latin American countries (Argentina, Mexico, Brazil, Peru, Uruguay and etc)
	They are friendly from the very first meeting. They expect a warm and eye to eye contact welcome.
They are flexible about time.



Table 2: Source: Adapted from (Viken, et al., 2021)
[bookmark: _Toc105244761]5. Conclusions
The cultural aspects have a strong impact on how the consumption experience is enjoyed. Therefore, luxury hotels like Baglioni require creating unique services with reference to the cultural values of the guests to attain customer satisfaction. 
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