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[bookmark: _Toc106319823]Introduction
The hotel and tourism industry is made up of many different businesses and the industry is primarily a private sector. The hotel and tourism industry is growing all around the world due to the perks of globalization and an easy transportation system. The attempted characterization of the tourism industry has made it even more complex as academics, policy-makers, and business owners have their perspectives on different aspects of this industry (Durbarry, 2020). The study of hospitality and tourism focuses on the management of guests and services and marketing of it. One of the aims of this study is to enhance the experience of guests and travellers by providing the best possible services.


[bookmark: _Toc106319824]The importance of cultural intelligence and sensitivity for hotel personnel
Cultural awareness and sensitivity are extremely important as they may affect the individuals who are taking the services in a foreign country. Cultural sensitivity enables hotel personnel to communicate effectively with guests and improve their productivity in the workplace (Jandt, 2016). The capability to function in a multinational environment is also needed to manage the businesses of the hotel and tourism industry. Cultural intelligence requires adequate training and dedication to emit unconscious bias. Embracing cultural sensitivity in the workplace also enables the employees to engage with multi-cultural experiences which will develop diverse cultural perspectives. All these insights about cultural diversity will result in more profitable and higher quality business.
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[bookmark: _Toc106319842]Figure 1: Hofstede’s cultural model
Source: (Durbarry, 2020)
[bookmark: _Toc106319825]Cross-cultural communication theories and models
The cross-cultural theories and models imply the concept of communicating with different sets of people. The differences can be in terms of age, ethnicity, nationality and financial status, etc. The quality of communication is closely related to the overall understanding of other cultures including their own (Mackay, 2011). The current study and researches provide the data and insights related to cross-cultural communication which are associated with a solid theoretical foundation. Hofstede’s cultural model identifies six dimensions of cultural values which are power distance, uncertainty avoidance, individualism/collectivism, long-term and short-term orientation, restraint vs indulgence, and masculinity/femininity (Lewis, 2018). The Hofstede model acknowledged the influences which are concerned with tourist behaviour. The dimensions focus on the fact of how the tourist responds to the rule and regulations set by the authorities or the ecological commitments set by the norms.
[bookmark: _Toc106319826]The hotel guest service implications: India and USA
The hotel management is concerned about the services provided to different countries’ tourist and their behaviour patterns and cultures are also the parts that needed to take into consideration. A hotel can accommodate multi-national tourists at a time but the service may vary considering their different food habits and tradition (Samovar, 2019). For example, we can compare two countries’ visitors who came to the UK as tourists. India is a multi-diverse country that mostly values its religion and tradition. They love to travel with their family and friends and often come to the UK for enjoyment after marrying. On the other hand, Americans tend to travel solo at times and they don’t like excessive interference in their staying (Timm, 2015). Their food habitation is also very different from the Indians. As Indians like their food spicy and the Americans love to eat meat with less spice. Here are some instructions applicable for both countries’ visitors given below: 
	USA

	Do’s
	Don’ts

	· Simple decoration in their rooms
· Ensure cleanliness and healthiness 
· Provide spoons and forks while serving their meal
	· Do not use vibrant colours for decoration
· Do not make delays while serving
· Do not pass any racial comments

	Indians

	Do’s
	Don’ts

	· Serve with respect and care
· Keep rooms vibrant
· Be respectful to their cultures
· Try to preserve their religious integrity
	· Do not be disrespectful to the elders
· Do not serve meats unless they tell
· Do not treat uncordially


[bookmark: _Toc106319888]Table 1: Do’s and Don’ts for American and Indian visitors
Source: Author
[bookmark: _Toc106319827]A critical understanding of cultural differences, customs, and behaviour between the USA and India
The cultural differences between the Americans and Indians are very visible as their way of speaking, food habitation, and behavioural patterns all are very different from each other. The family relations are also different. Indians are very family-oriented while Americans are individual-oriented (Samovar, 2019). Also, Americans are very controlling and strict while taking services, especially in a foreign country. In this case, the Indians are shy and believe in harmony, and are friendly to nature. In terms of their affiliation to the hotel and tourism industry, the behaviour patterns are very contrasting too. Americans do not prefer inclusiveness during their staying and they don't like to wait while serving any service. However, Indians are very patient and not that controlling (Durbarry, 2020). They like things tidy and also, maintain their attitude toward the server. Also, Americans prefer a silent ambience and the Indians are not reluctant to enjoy some music while eating or drinking a coffee. Considering all the behavioural and cultural differences it is important to customize the service of hotel management
[bookmark: _Toc106319828]Conclusion
The services of the hotel should be customizable and flexible considering all the key differences among visitors from different parts of the world. The hotel management should be culturally sensitive in terms of handling the guests. Also, the employees of the hotel should be well trained as well as tolerant (Moran, 2018). The impact of cultural intelligence on the work environment is also very significant as the industry is evolving as a more suitable place for visitors and tourists. Paying attention to every detail of the guests and stratification are the approach to satisfy the stakeholders of this specific area.
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