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[bookmark: _Toc137814375]Introduction 
The concept of cultural awareness focuses on being sensitive towards the differences and similarities between two different cultures while communicating and interacting with different cultural groups (Shepherd, 2019). With the implementation of theories and models, the report will evaluate the necessity of cultural intelligence and sensitivity for the hotel staff before aiming at the hotel guest services. It will discuss the implications for the guest with the use of the UK as an International Country and examine the departmental functions of the hotel. Similarly, to this, it will discuss how they can adapt to the need for the services to accommodate the cultural norms of the guests. 


[bookmark: _Toc137814376]“Critically evaluating why cultural intelligence and sensitivity are essential for hotel personnel before focusing on the hotel guest service”
The hospital industry is well aware that making the employees and the guests get comfortable is the most vital way by which they can achieve their hotel guest services. Cultural Intelligence refers to the skill which is relatable within the promises of the work and can function effectively within the view of a culturally diversified situation (Shepherd, 2019). As the hotel seeks to explore the dimensions of Spain, Cultural intelligence and sensitivity are important for hotel personnel and also within the staff perspective. “Hofstede’s Cultural Dimensions Theory” is a framework that discusses the difference between national cultures as well as dimensions and the impact it has on business settings. This theory focuses on several dimensions where cultural values can be analyzed. These can be discussed as follows: 
[image: ]
Figure 1:“Dimensions of people in Spain” 
Source: (Medline, 2022) 
“Power Distance Index”: This considers the extent to which inequality and power are tolerated. The power distance of Spain resides at 57% which states that they have a hierarchical society and follow the orders from the higher positioned groups which provides them a chance to promote culture (Medline, 2022). This will help the members understand the healthy execution of relations and communication with the managers. 
“Individualism”: This aims at the extent to which the individuals in the society are integrated within groups. The score of Spain is within this 51% as it follows the criteria of Individualism. This is essential for the staff as it will stress the cultural dimensions and look after themselves and others in the workgroups (Dewiyanti, 2021). 
“Masculinity”: Within this dimension, the focus is on gender characteristics and their distinct roles in the environment. Spain scored 42% and mainly focuses on masculinity to promote culture (Medline, 2022). This is essential as it will help the staff understand the preferences of the society and help them achieve culture by measuring sexual equality and providing equal benefits to the guests.  
“Uncertainty Avoidance”: This indicates how society tolerates ambiguity and embraces the event (Dewiyanti, 2021). Spain has scored 86% over where people avoid rules which leads to greater stress. Understanding this will help the staff conduct cultural activities that suit their preference. 
“Long-term orientation”: This focuses on the dimensions of past and future challenges. Spain has achieved a score of 48% and the people live in the moment without the thoughts of the future. This will enable the staff to focus on the future and maintain good traditional values. 
“Indulgence”: This states the level of freedom society provides to the citizens to achieve their desires. Spain has achieved a low score of 44% as it does not have an indulgent society which assessed them to cynicism and pessimism (Dewiyanti, 2021). Understanding the indulgence of the guests is important for staff as it will lead them to promote an efficient culture. 
[bookmark: _Toc137814377]“Implications for guests from UK hotel departments/functions and their adaptation to service delivery to accommodate the guests’ specific cultural requirements”.
The Spain hotel market has been one of the International Countries which includes renowned 5-star luxury hotels within major national budget brands. The excellent infrastructure of the country has made the country the most significant visitor destination in the world. How they might need to adapt their service delivery to accommodate the guests’ specific cultural norms and requirements. In 2022, the hotel occupancy rate in Spain will increase by 58% and it is estimated that by the end of 2027, the guest accommodation in the hotel will reach up to 18.07 billion (Richardson, 2008). The “Lewis Cross-Cultural Model” mainly acts in understanding the cultural dimensions of different countries (Ma et al., 2022). This model comprises three components which can be discussed further: 
Linear Active: This component is mainly based on the settings of task-oriented and highly organized planners who prefer to get things done. Organized leaders within the organization of Spain can promote effective plans (Richardson, 2008). This is essential as the guests can become more compassionate regarding the diversified opinions and the perceptions of the people which will make them get engaged in the hotel services efficiently.
Multi-Active: This component relies on individuals who are emotional, and impulsive and mainly focuses on feelings more than facts (Ma et al., 2022). In most cases, people with the ability to manage either their feelings or the emotions of others will have the ability to communicate emotionally. It is essential as emotions play a vital cultural context for the guests in selecting the preference for the type of cultural functions the guests in Spain seek to implement. 
Reactive: This is another component which depends upon the acts of polite and attentive listeners who rarely get involved in the discussion but react to it based on their own opinion. The active participation of the guests in Spain is essential as they will help in appreciating the cross culture and will develop the ability to chart down their interests and respect each other and provide them with the opportunity to present their views to the hotel services (Mackay, 2011).
To accommodate the cultural norms of the guests from Spain, the hotel staff can use inclusive language in the form of written or verbal discussions. They can further think beyond the ethnicity and race of the guests and pay keen attention to their non-verbal behaviors (Peng et al., 2022). They can also further ask questions and try to understand their history by interacting with them.
[bookmark: _Toc137814378]“Do’s and Don'ts”
	Do’s 
	Don'ts 

	· Use inclusive language 
· Think beyond ethnicity and race
· Pay attention to non-verbal behaviours 
	· Ask questions to the guests 
· Understand their history 


Table: 1 Do’s and Don’ts 
Source: (Created by the learner) 



[bookmark: _Toc137814379]Summary  
From the above study, it can be found that cultural awareness has been an important element for the staff to promote better hotel guest service. The report has focused on the exploration of Spain and its customer's preferences in terms of culture. It has identified the conceptual theory of “Hofstede’s Cultural Dimensions” and understood the various components which are important within the hotel personnel. Further, with the use of the “Lewis Cross-Cultural Model”, the report has found that the implications of the Spain guests focus on the elements of linear active, multi-active, and reactive methods and underlined the areas of do’s and don’t for the staff. 


[bookmark: _Toc137814380]Recommendations 
With a view on the above study, the practices which the staff can promote excellent guest services are: 
· Being empathetic and authentic towards the guests and conflict by understanding their viewpoints and maintaining their cultural norms. 
· Overcoming language and various cultural barriers can also be an effective way which can be achieved by using non-verbal communication. 
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