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1. [bookmark: _Toc98421152]Introduction

The travel industry is dominated by customer service, and the hotel business survives at the mercy of the satisfaction acquired by target customers. As customers' demand grows, so does the complexity of providing an experience that meets their expectations. Therefore, understanding customers' needs and preferences regarding services and products is critical to attaining competitive advantage and a bigger market share in all hotel businesses. Enhanced customer service is also critical in boosting revenue collection. This paper focuses on key factors that hotel employees need to understand to manage the guest experience for international visitors. Generally, the discussion focus on understanding international guests, including their needs and preferences as they form the larger population. This paper will critically evaluate cultural intelligence and sensitivity and determine why they are of great significance for hotel personnel before focusing on the implication of hotel services for Saudi Arabian guests to achieve the main objective. 
2. [bookmark: _Toc98421153]Cultural Intelligence and Sensitivity

As defined by Seelmann-Holzmann (2010, p. 78), cultural intelligence and sensitivity refer to the skillset employees in a hotel industry require to effectively dispense their duties and foster high customer satisfaction in a culturally diverse environment. It may also refer to the ability to survive a place other than your original location or an environment with different and multiple cultures (Koc, 2020, p. 56; Göl & Erkin, 2019, p. 487). Understanding cultural intelligence and sensitivity stretch beyond cultural sensitivity knowledge by stressing certain skillsets and abilities required to successfully achieve the established objectives in a culturally diverse environment (de Carlos et al., 2018, p. 134). Therefore, individuals possessing high cultural intelligence are attuned to the beliefs of people from diverse cultures.
3. [bookmark: _Toc98421154]Significance of Cultural Intelligence and Sensitivity to Hotel Personnel

Cultural intelligence and sensitivity are vital for hotel employees from both the guest and personnel perspectives (Varela, 2019, p. 44). Regardless of the hotel's location, the management must consider that the visitors' cultural background may differ from the hotel's location (Ljubica & Dulcic, 2012, p. 116). Besides, it is more likely that a hotel company will employ people who exhibit diverse backgrounds. Hotel business benefits from embracing cultural intelligence and sensitivity in their environment. 
Firstly, through cultural intelligence, employees accommodate beliefs and rituals at workstations (Jiony et al., 2021, p. 76). Many religions demand that their members uphold their practices even when holidays. For instance, when a Muslim visits a hotel business, probably located in another country characterized by Christians, the latter will adhere to their religion despite the hotel recognizing Christianity (Yin, 2016, p. 56). Therefore, knowing how to accommodate different religious and cultural practices and rituals helps the hotel sustain customers and enhance its popularity as one of the most culturally diversified locations. 
Cultural intelligence and sensitivity also help hotel personnel be cautious of food requirements for different occupants in the hotel. According to Lee, hotels receive many guests from different world locations, characterized by distinct cultures (2015, p. 427). Serving the diverse population requires understanding what they prefer most as food. For instance, it is impossible to serve Indians with beef meat as it is against their religion (Dolan & Kawamura, 2015, p. 44). Therefore, hotel employees need to possess cultural intelligence to serve their customers more efficiently and professionally.  
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Saudi Arabia has one of the most vibrant hospitality industries in the Middle East. The hotel sector has reported increasing growth for the last five years due to continuous investment. Saudi Arabia is one of the top oil and gas exporters to international markets (Abir, 2019, p. 10). But due to economic challenges and emerging health issues, the country felt the need to diversify its economy and one of the sectors it pursued in the hotel and tourism sector. As a result, the country has recorded a high increase in the number of tourists, and by 2023, Saudi Arabia estimates close to 93 million visitors.
The success of the Saudi Arabian hotel sector has been because of the ability of different hotel personnel to understand the hotel dynamics and recognize every visitor's speciality. Since Saudi Arabia is a Muslim state, the reviewed sources indicate that the country receives guests from all parts of the world (AL-Dossary, 2016, p. 307). For this reason, the hotel sector majors in employing people from diverse cultural backgrounds to help acquire cultural intelligence when dealing with guests. In addition, hotels in Saudi Arabia have embraced strong organizational culture to support diversity at the workplace. For instance, the country relaxed its rules on women's dress codes that do not conform to Islamic culture to attract more visitors, particularly female guests (Varela, 2017, p. 85). This is one of the examples of cultural intelligence and sensitivity at play.
Cultural intelligence plays an important role in the human resource department and job satisfaction. According to Abdullah et al., cultural intelligence correlate positively with job satisfaction (2020 p. 2174). In other words, employees from a diverse culture exhibited satisfaction and high performance at their places of work when respect was accorded to them (Alshaibani & Bakir, 2016, p. 251). Hotel sectors that respect the cultural diversity of their employees managed to attain the set objectives and enhance guest satisfaction. 
Generally, implications of cultural intelligence and sensitivity can be summarized as follows below.
Table of Do's and Don'ts 
	Do's
	Don'ts

	· Encourage cultural diversity and respect
	· Employee only people from one cultural community

	· Establish an effective organizational structure and culture
	· Disregard culturally diversified clients within the hotel industry

	· Encourage cultural intelligence among employees
	· Have a weak organizational structure and culture

	· Support integration of cultural and religious practices
	· Deny employees the opportunity to integrate with people from a diverse culture.


5. [bookmark: _Toc98421156]Conclusion

Cultural intelligence and sensitivity are essential in enhancing success in the hotel industry. Focusing on Saudi Arabia as the case study, stakeholders have embraced different tactics to enhance the suitability of hotel locations for guests from all parts of the world. For instance, some of the top hotels have adopted effective organizational culture and structure, including employing diverse teams to help in handling employees within the hotel sector. Thus, cultural intelligence fosters success in the hotel sector.
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