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[bookmark: _Toc135976559]Executive summary
The hospitality industry, particularly hotels, holds significant importance in shaping visitors' perceptions of a host country. To effectively serve international guests, hotel personnel need to possess cultural intelligence and sensitivity. Cultural intelligence refers to an individual's ability to understand and adapt to different cultures, while cultural sensitivity emphasizes awareness and respect for diverse cultural norms. This report examines the significance of cultural intelligence and sensitivity in the United States hospitality industry.
Several cross-cultural theories and models, including Hofstede's cultural dimensions, Hall's high-context and low-context cultures, and Adler's cultural adaptation process, contribute to understanding cultural intelligence and sensitivity. Among these, Hofstede's cultural dimensions theory provides a comprehensive framework. Its six dimensions, such as power distance and uncertainty avoidance, inform decision-making, service customization, and communication strategies in the hospitality industry.
Hotel personnel with cultural intelligence and sensitivity can build trust, foster positive relationships, and deliver personalized experiences to international guests. Effective communication, anticipation of guest needs, and avoidance of misunderstandings or conflicts arising from cultural differences are additional benefits.
The practical implications for guest hotel services in the United States are discussed, focusing on departments/functions such as the front desk, room service and housekeeping, food and beverage, and concierge and guest services. Each department should adapt its services to accommodate guests' cultural norms and requirements, considering customs, privacy preferences, dietary restrictions, and providing tailored recommendations.
A briefing document is provided, outlining do's and don'ts for hotel staff when catering to international guests. Embracing cultural diversity, educating staff about cultural differences, displaying respect and understanding, providing personalized service, and continuously improving cross-cultural skills are among the key do's.
In conclusion, cultural intelligence and sensitivity are essential for providing an exceptional guest experience. By understanding and adapting to guests' cultural norms, hotels can create a welcoming environment, resulting in increased guest satisfaction and loyalty.
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The hospitality industry, particularly hotels, plays a crucial role in welcoming and accommodating international visitors. Kusluvan (2003) describes the hospitality industry as one of the important sectors that give a tourist or a visitor an overall impression of their country of residence. The guest will likely use their experience to make a judgment about the overall nature of their host country. Varela (2019) noted that to effectively serve these guests, hotel personnel need to possess cultural intelligence and sensitivity.  Amiri et al. (2010) claim that every visitor has a certain level of cultural perception, which may be based on their personal experience or the location where they reside; the ability to combine their cultural diversity with the services rendered by the hospitality organization is described as cultural intelligence. 
Brislin (2000) defines Cultural intelligence as an individual's ability to understand, adapt to, and work effectively across different cultures, while cultural sensitivity emphasizes the awareness and respect for diverse cultural norms and practices. Early (2002) stated that cultural intelligence has four key components that would help employees and employers of the organization to offer the best services and also increase their productivity; the components are cultural awareness, cultural knowledge, cultural skills, and cultural adaptability.  An employee and organization that is culturally sensitive will respect, show empathy, ensure effective communication, create awareness, and be flexible in relating to other people's cultures. 
Cultural intelligence and sensitivity are a dynamic and learnable attributes that can be developed and enhanced through exposure to diverse cultures, intercultural training, and real-world experiences (Brislin et al., 2006). It is a valuable competency in today's globalized world, enabling individuals to interact effectively, collaborate, and succeed in multicultural settings. The significance of cultural intelligence and sensitivity, cross-cultural theories, and recommendations regarding culture in the hospitality industry in the United States of America will be examined in this report.
[bookmark: _Toc135976562]2. Significance of Cultural Intelligence and Sensitivity
[bookmark: _Toc135976563]2.1. Cross-Cultural Theories and Models
Several cross-cultural theories and models provide a framework for understanding the importance of cultural intelligence and sensitivity. These include Hofstede's cultural dimensions, Hall's high-context and low-context cultures, and the cultural adaptation process proposed by Adler.
Hofstede's cultural dimensions theory, Hall's high-context and low-context cultures theory, and Adler's cultural adaptation process offer insights into cultural intelligence and sensitivity in the hospitality industry (Kusluvan, 2003). However, Hofstede (2001) opines that Hofstede's theory, with its six dimensions, provides the most relevant and comprehensive framework for understanding cultural intelligence in this context.
Pacheco (2020) highlights the various Hofstede dimensions, such as power distance, individualism versus collectivism, and uncertainty avoidance; they help analyze and compare cultural values and behaviors across different countries. Varela (2019) added that in the hospitality industry, these dimensions inform decision-making, service customization, and communication strategies.
For example, understanding power distance helps hotel staff adapt their management styles to match guests' expectations (Hall, 1976). The individualism versus collectivism dimension affects the customization of services, while the uncertainty avoidance dimension guides processes and communication to meet guests' needs.
Tong and Yuqing (2020) stated that although Hall's high-context and low-context cultures theory and Adler's cultural adaptation process provide valuable insights into intercultural communication and adaptation, they may not offer a comprehensive framework for cultural intelligence in various dimensions of hotel operations.
In summary, Hofstede's cultural dimensions theory is the most effective framework for understanding cultural intelligence in the hospitality industry. Integrating insights from Hall's and Adler's theories can further enhance the application of cultural intelligence and sensitivity, especially in the United States.
[bookmark: _Toc135976564]2.2. Benefits for Hotel Personnel
Hotel personnel who possess cultural intelligence and sensitivity can build trust, foster positive relationships, and deliver personalized experiences to international guests. It enables effective communication, anticipates guests' needs, and avoids misunderstandings or conflicts arising from cultural differences.
[bookmark: _Toc135976565]3. Implications for Guest Hotel Services in the United States
To illustrate the practical implications, we focus on the United States as the international country for guest hotel services. The following departments/functions within the hotel must adapt their services to accommodate guests' specific cultural norms and requirements:
[bookmark: _Toc135976566]3.1. Front Desk
The front desk staff should be trained to handle diverse guest profiles, including understanding cultural customs, greetings, and protocols. They should prioritize efficiency and attentiveness and provide a warm welcome to guests, regardless of their cultural background.
[bookmark: _Toc135976567]3.2. Room Service and Housekeeping
Housekeeping should be sensitive to guests' privacy preferences, ensuring that they respect cultural expectations and practices related to room entry and maintenance. It is essential to establish clear communication channels for guests to communicate their preferences and requirements effectively.
[bookmark: _Toc135976568]3.3. Food and Beverage
The hotel restaurant should offer a wide range of international cuisine options to cater to diverse palates. Staff should be trained to be knowledgeable about different dietary restrictions, provide appropriate menu recommendations, and ensure a welcoming environment for guests from various cultural backgrounds.
[bookmark: _Toc135976569]3.4. Concierge and Guest Services
Concierge staff should possess a thorough understanding of local attractions, events, and services that would interest international guests. They should be able to provide tailored recommendations while considering cultural preferences and language barriers. Additionally, offering translation services or multilingual staff can greatly enhance the guest experience.
[bookmark: _Toc135976570]4. Do's and Don'ts for Hotel Staff - Briefing Document
To provide a concise guide for hotel staff, the following table outlines the do's and don'ts when catering to international guests in a United States hotel context:
	Do’s
	Don’ts

	Embrace cultural diversity
	Assume all guests share the same cultural norms.

	Educate staff about cultural differences.
	Overlook guests' cultural sensitivities.

	Display respect and understanding.
	Stereotype or generalize about guests

	Provide personalized and attentive service.
	Neglect the importance of non-verbal cues.

	Continuously improve cross-cultural skills.
	Disregard language barriers and translations
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Cultural intelligence and sensitivity play a critical role in providing an exceptional guest experience for international visitors in the United States. By understanding and adapting to guests' cultural norms and requirements, hotels can create a welcoming environment that exceeds expectations. By following the do's and don'ts outlined in the briefing document, hotel staff can effectively manage and enhance the guest experience, resulting in increased guest satisfaction and loyalty.
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Recommendations for staff in the hospitality industry in the USA include;
1. investing in comprehensive cultural intelligence training, covering Hofstede's dimensions and cultural adaptation processes, to adapt communication, service, and decision-making for international guests. 
2. Additionally, fostering a culture of respect, empathy, and understanding by embracing cultural diversity, avoiding stereotypes, and treating each guest as an individual creates a welcoming environment. These practices enhance cultural intelligence and sensitivity, leading to improved guest experiences, satisfaction, and loyalty.
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