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Culture is considered to be one of the most important aspects of any business activities for international organisations and Enterprises. In the hospitality industry, cultural awareness and intelligence play a vital role in determining the success of the organisation to efficiently accommodate all guests and members. With the help of cultural awareness and intelligence, organisations managed to incorporate different policies and activities that ensure cultural acceptance from all individuals and guests who are potentially associated with the organisation. The following report serves as a handbook for hotel staff to focus on cultural intelligence and sensitivity which serves as a guide for various activities that are culturally accepted against those which would not be.
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[bookmark: _Toc120734693]Introduction 
One of the most culturally diverse industries, the hospitality sector focuses greatly on cultural awareness and intelligence. According to Ni, (2019), cultural intelligence and sensitivity help organisations and their members analyse all aspects of different cultures to determine similarities and differences. With the help of cultural intelligence and sensitivity organisations then gain perspectives into improving their business activities to ensure that all operations and services are culturally accepted. The report that follows acts as a manual for hotel staff, emphasising cultural sensitivity and intelligence. It also serves as a guide for various activities that are culturally acceptable versus those that would not be. As a point of reference, the Hilton Hotel and its cultural intelligence towards Indian guests will be analysed.
[bookmark: _z0wtbjpftkum][bookmark: _Toc120734694]Background to cultural awareness and intelligence 
According to Koc, (2020),  cultural awareness and intelligence are complementary concepts that make provisions for an organisation like the Hilton hotel and its staff members to critically assess different cultural backgrounds and determine the similarities and differences between them. By focusing on the attainment of Cultural intelligence, the organisation makes provisions to critically assess and alter its operations and services to ensure that it is culturally sensitive and is accepted by different guests such as Indian guest from different international locations. Hickman and Silva, (2018), believe that when organisations make provisions for cultural intelligence and sensitivity the awareness in the organisation is increased which in turn focuses on improving the staff's capability to be culturally aware and thereby alter their approaches and performances. For organisations like the Hilton Hotel that belong to the hospitality industry cultural intelligence, sensitivity and awareness ensure the organisation is taking all necessary measures to ensure that their services are culturally appropriate for several guests belonging to different International locations.
[bookmark: _id2r35wxnbfz][bookmark: _Toc120734695]Hofstede’s cultural dimensions theory for cultural intelligence and sensitivity for Indian guests 
For any organisation like the Hilton Hotel to introduce cultural intelligence and sensitivity among staff members, the organisation’s managers and decision-makers must focus on using different theories associated with culture (Merkin, 2017). One of the most important cultural theories that focus on initiating and maintaining cultural intelligence in sensitivity among the staff of the Hilton Hotel is Hofstede's cultural dimensions theory. The theory proposed by hosted focuses on discussing the various cross-cultural communication activities that are influenced by different cultural dimensions such as long and short-term orientation, masculinity vs femininity,  uncertainty avoidance index and power distance index among other cultural differences (Erdman, 2018). 
1. Long and Short-term orientation- The long and short-term orientation in that is a cultural dimension that focuses on discussing the overall view of the time Horizon. While long-term orientation focuses on future goals short-term orientation cultures focus on traditional aspects and traditional goals. Using this dimension, the staff members of the Hilton Hotel can determine the overall productivity levels that they are to achieve through their services.
2. Masculinity versus femininity- This cultural dimension determines the achievement acceptance of different cultures. In some cultures, the “tender role” is feminine achievements while external achievement is a masculine achievement. Focusing on this aspect of culture, the staff members are trained to focus on equality that is accepted by all cultures rather than focusing on a particular achievement role based on gender.
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Image: Hofstede’s cultural dimension theory 
(Source: Khan et al., 2018)
3. Uncertainty avoidance index- The uncertainty avoidance index much like the power distance in that focuses on discussing the extent to which uncertainty and avoidance are tolerated in different cultures (Litvin, 2019). Since most cultures have a low uncertainty avoidance index which means that much of the activities are planned out the organisation changed its employees to follow certain timetables and schedules and make two pigeons at the same time to alter schedules based on the needs of the Indian guest.
4. Power distance index- The power distance index that is used is a cultural dimension that determines different cultures and societies and the limits to which the distance between inequality and power is tolerated. Using this cultural dimension the staff members of the Hilton Hotel are trained to be culturally sensitive towards those cultures with severe power distance index inequalities.
Using the various dimensions of culture mentioned by Hofstede, the Hilton Hotel trained staff members to be resilient to alter its approaches and activities to ensure they are culturally intelligent and sensitive. This will help the organisation and its staff members to make its business activities and services culturally acceptable and ensure that the staff members' performances are also culturally intelligent and sensitive to different guests from different cultures. 
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Focusing on cultural intelligence and awareness, the following table discusses the various do’s and don'ts that can be followed by the staff members of the Hilton Hotel when serving International guests. Using this table as a guide, the management of the Hilton Hotel may train employees and staff members to implement cultural intelligence and sensitivity. 

	Do’s 
	Don’ts 

	· Do conduct research regarding the guest and different cultures. 
· Do treat all guests equally.  
· Do focus on practising clear and efficient communication 
· Do be respectful. 
· Do be empathetic. 
· Do learn about physical boundaries. 
· Make services simple and easy. 
· Do be resilient 
	· Don’t procrastinate on differences. 
· Don’t make assumptions. 
· Don’t get impatient. 
· Don’t discuss controversial thoughts and topics. 
· Don’t make services complex.
· Don't be disrespectful. 
· Don’t have a rigid approach. 
· Don’t be aggressive. 
· Don’t use only one method of communication.


Table: A summary of the dos and don'ts for staff cultural intelligence and sensitivity training 
(Source: Created by Author)

[bookmark: _3vhe57lhu770][bookmark: _Toc120734697]Conclusion 
Cultural intelligence and sensitivity make the organisation highly aware of its business practices and service offerings. In the following report, the various aspects of cultural intelligence and awareness within the hospitality industry and for the Hilton Hotel were discussed. As part of the report, a background in cultural awareness and intelligence was provided. As part of cultural awareness in an intelligence report is disguised Hofstede's cultural dimensions which essentially act as a guide to determine activities and operations that are considered to be acceptable and should be carried out by the staff members of the hotel against those which are culturally unaccepted.
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