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[bookmark: _Toc107315761]Executive Summary
The report was based on the awareness of cultural differentiation with a case of India and UK. The hospitality sector is subjected to a lot of different cultures which makes it important for them to be aware and consider no offending any individual. The report has discussed the meaning of cultural sensitivity and intelligence with a base of several theories like functionalism theory of culture. There were several differences which were found between the services catered to an English person in comparison to an Indian guest in a hotel. Some of them included assistance in checking in and out procedures and provision of family packages to the Indian guests. Lastly, the report has given a table of the Do’s and Don’ts that should be minded while serving. Greetings and professional behaviour has been discussed a must while stereotyping should be strictly avoided.
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A hotel is known to be subjected to multiple culturally different people from across the world which makes it necessary to adhere to their needs. In this regard, this report will help one such hotel in managing an international guest. It will be discussing the importance of cultural intelligence and sensitivity for managing hotel guests. The report will discuss the cultural differences that need to be managed for great customer service with a particular country as the case. A summarised Do’s and Don’ts will also be given to the hotel staff for following in order to take care of the guest effectively. 


[bookmark: _Toc107315763]Cultural Intelligence and Sensitivity
In the simplest of the words, cultural intelligence is the knowledge and ability of an expatriate or manager to perform effectively and efficient while interacting in culturally different global environment (Fang, et. al., 2018). Similarly, cultural sensitivity is being aware that there are cultural differences between people and it is not necessary to associate a positive or negative value to the differences (Miller, et. al., 2020). Cultural awareness can be interchangeably used in this aspect. When the hotel managers and staff are culturally intelligent and sensitive, it helps them to provide good service to the customers and accommodate any diverse situation. If a British manager is not able to understand that a Spanish guest does not understand the English language but they still keep on forcing to speak English, the guest can be left very unsatisfied. According to functionalism theory of culture, the society is a complex system that needs to work together for mutual stability (Okoloand Nwachukwu, 2022; Henderson, et. al., 2018). Hence, it is important to respect all the cultures and their differences. Nevertheless, it is quite difficult to implement cultural sensitivity because it takes a lot of effort and time to grasp the concept which makes it undesirable for the managers (Viken, et. al., 2021). A person, especially a manager or staff of an international hotel needs to understand the necessity of cultural awareness. 
[bookmark: _Toc107315764]Hotel Service Implication
A hotel is known by its service. For this assessment, India will be the case country. India is a culturally rich and semantically diverse country that follows various traditions, different from UK (Azadi Ka Amrit Mahotsav, 2021). It is a little different from UK in several aspects. For example, UK has a constitutional monarchy system while India is the largest democracy. England is a predominantly rich and developed country which make its operations different than India.For An Indian guest in a UK hotel causes the staff to be informed enough to make sure they do not offend the customers in any way. The following factors need to be considered by the hotel staff for a hotel guest from India:
At the time of check in and checkout, there should be at least one staff member at the reception, regardless of an automated process. In current time, there are various technologies which have made the check in and checkout process automated. However, the hotel staff should provide a socially interactive and personal service to the Indian guest (Farmaki, et. al., 2019). It is so because India, as a country, values informal and personal relations.
The Indian guest should be provided with a hotel package that not only caters to their own needs but also their family and friends. Using Hofstede’s model of cultural differences, it can be positively said India ranges quite high on the collectivism element of this model. Indians are known individuals who keep a ‘we’ in their mind while planning rather than just ‘I’ which has been specified by Hofstede in collectivism vs individualism (Huangand Crotts, 2019; Beugelsdijkand Welzel, 2018). A coupe package offer or a family discount should be provided to the Indian guest for better customer service.
Using The Lewis Modelof culture, people of India can be categorised under multi active as they are people who like to do multiple tasks at once, are emotional and are people oriented (Niemi, 2019). With this knowledge, the UK hotel is advised to ensure that a highly exciting and adventurous itinerary is provided to the Indian guest. The itinerary should include choices of food places, social events and children activities so that there are multiple agendas to enjoy every day. 
There is a misconception regarding Indians that they eat only vegetarian food. However, this is a myth as Indians are known to consume a lot of meat including chicken, beef and fish etcetera (Biswas, 2018).In this respect, the hotel staff should ensure that they do not follow any such misconceptions and suggest the best food dishes, regardless of it being vegetarian or non-vegetarian. 
The hotel staff members are suggested to welcome the guests warmly with ‘Namaste’ which is an Indian greeting with palms parallel touching (Vinalland Shin, 2019). By seeing such a warm and culturally informed greeting, the Indian guest will feel good enhancing the customer service experience. England does not have such greetings as they tend to shake hands or hug which makes the Indian greeting different and something to learn. 
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With this report, it has been found that is very important to understand the importance and application of cultural sensitivity and intelligence. The case company for this assessment was chosen to be India. Several implication recommendations have been given in the above lines which should be followed by a UK hotel staff members if an Indian guest who is culturally very different comes for their service.Lastly, the following Do’s and Don’ts should be followed while the Indian guest is on the hotel premise. 
	Do’s
	Don’ts

	Act professionally at all times with a sensitive touch.
	Do not stereotype the customers in any way; ask for their preferences and needs. 

	Use guest name for greeting
	Do not make negative comments about politics or religion

	Make eye contact while conversation
	Do not rush with the customer and show patience

	Give equal focus to the guest and their mates 
	Do not try to isolate the customer through different activities 
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