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[bookmark: _Toc106289784]Introduction
In this report, cultural intelligence and sensitivity aspects have been analysed which are to be possessed by hotel personnel. The application of cross-cultural theory has been done and hotel guest service implications for guests coming from United States has been analysed in details. Accommodating with the cultural norms and requirements has also been discussed.
[bookmark: _Toc106289785]Critically evaluating why cultural intelligence and sensitivity is essential for hotel personnel
Cultural intelligence refers to the ability to analyse and adapt to different cultures. It gives individuals the confidence to operate successfully in different varieties of settings. Cultural sensitivity refers to being aware that cultural similarities and differences exists between people and not assigning then a value whether negative or positive. Cultural intelligence is very important to be possessed by the hotel personnel as it will enhance their ability to relate with the guests coming from different cultures and backgrounds (Abo-Murad, et al., 2019). They need to possess mainly three types of cultural intelligence such as physical, cognitive and emotional intelligence. All these helps them to cater to customer requirements and they can analyse their preferences and needs effectively. When the hotel personnel have cultural sensitivity, they can identify cultural differences and similarities effectively and it is beneficial for them to provide effective services and fulfil the requirements of guests.
[bookmark: _Toc106289786]Using relevant cross-cultural theory 
A relevant cross-cultural theory is Hofstede’s cultural dimensions theory. According to this theory, people are of six major dimensions and the differences in dimension facilitates determination of the ways in which people can adapt themselves to foreign cultures. 
1. The first dimension is power distance dimension. When there is a close power relation, people interact with each other effectively irrespective of their formal positions. However, a wide power relation people to give preference to people based on their formal positions (Elkhwesky, et al., 2019). 
2. The second dimension is known as individualism versus collectivism. High level of individualism means that focus is given on individual functioning. Tight collectivism means encouraging collective efforts.
3. The third dimension refers to tolerance and avoidance. When tolerance is high, uncertainty is tolerated and preferred. However, when avoidance factor is high, people try to avoid uncertain situations and ambiguous situations.
4. The fourth dimension refers to masculinity versus femininity. In societies where masculinity prevails, men have dominant roles and they take decisions. Whereas, in societies where femininity prevails, female roles are given more importance (Hossain, et al., 2021). 
5. The fifth dimension refers to short term and long-term orientation. Societies which have short term orientation emphasis on present and past. Whereas, those which have long term orientation focus on future. 
6. The last dimension is indulgence vs restraint. In a culture of indulgence, individuals are given freedom to satisfy the desires and needs. In cultures where restrictions are there, individuals cannot fulfil their needs and requirements freely.
[bookmark: _Toc106289787]Impact of cultural intelligence and sensitivity on the hotel guest service implications for guests from United States 
Cultural intelligence and sensitivity have a huge impact upon provision of hotel guest services. When the hotel staff is acquainted with the cultural needs, requirements and preferences of the guests, they are able to cater to their requirements more effectively. They can analyse the way in which they want things and which services they will prefer. The hotel staff members can become acquainted with the customs, behaviours and cultural differences of the guests which will help them to fulfil their requirements more effectively (Jhaiyanuntana and Nomnian, 2020). 
The application of Hofstede’s cultural dimensions model can be done in order to analyse the key cultural differences, behaviours and customs of the guests coming from the country of United States. It is helpful to analyse the cultural intelligence and sensitivity and the hotel staff members can provide them with effective services. It is seen that in terms of power distance, in the society of United States it is less. This means that equality prevails in United Kingdom to a large extent. In terms of individualism versus collectivism, the degree of individualism is high which means that more preference is given to individual roles rather than group roles (Kim, et al., 2019). In terms of tolerance and avoidance, the value of index is high for United States which means that it tries to avoid uncertain and ambiguous situations. In terms of masculinity versus femininity, the value is high with respect to masculinity which means that rigid roles exist and more preference is given to male dominated roles. In terms of short term and long-term orientation, it is seen that the value is low which means that more preference is given to short term goals and objectives. In case of the United States, indulgence culture prevails and the people enjoy their life to the fullest and have freedom to do things. Thus, it is that, in the context of United States, all these dimensions have to be identified by the hotel staff members in order to provide them effective services and to take care of their cultural intelligence and sensitivity aspects as well (Oriade, et al., 2021). 
Thus, the guests coming from United States have the mentality of being treated equally, they also want equal respect and proper services. They try to avoid uncertainty, give preference to individualism. They have short term orientation. Hence, accordingly, services with respect to hotel must be provided to them by the hotel staff members.
[bookmark: _Toc106289788]Relevant hotel departments/functions and adapting service delivery to accommodate cultural norms and requirements of guests 
The major hotel departments or functions comprise of housekeeping departments, food production department, food and beverage service department and front office department. There is a need for the hotels to adapt their service delivery with respect to the needs and requirements of the guests and according to their cultural norms and preferences. They must be provided with food and beverage which they prefer and they must be given according to their cultures and traditions (Rutherford, 2021). The housekeeping department must cater to the cultural requirements and needs of the guests and must provide them effective comfortable services. Moreover, the front office department must also interact with the guests in the language with which they are comfortable and they must try to analyse their cultures and traditions effectively to interact with them in a proper way.
[bookmark: _Toc106289789]Briefing document to relevant staff in the hotel (Do’s and Don’ts’)  
	Do’s
	Don’ts’

	Use language that are understandable to the guests. 
	Use language that are not understandable to the guests. 

	Provide food according to their cultures, tastes and preferences (Soelton, 2018). 
	Provide food that they do not like. 

	Analyse the cultures and preferences of guests. 
	Overlook the importance of cultures and tradition of the guests. 
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Thus, the cultural intelligence and sensitivity is to be possessed by hotel personnel. The use of relevance cross cultural theory is done and the hotel guest service implications for guests coming from United States have been analysed.
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