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Executive Summary
Firstly, cultural intelligence and its critical evaluation have been discussed. Following this, cultural sensitivity has also been critically discussed. After doing so, Hilton Hotels’ branches in the USA and the UK have been pragmatically assessed via the implementation of Hofstede’s cultural dimension framework. Based on this discussion, dos and don’ts for the hotel personnel of this have been represented. Finally, two major recommendations for such personnel have been explored. 
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[bookmark: _Toc135485383]Introduction
Cultural intelligence and sensitivity play a significant role in hotel operations (Moran et al., 2018). This report will explore these issues regarding the background of Hilton Hotel and its branches in the USA and UK via the implementation of a particular cultural model. 

[bookmark: _Toc135485384]Critical Evaluation of the importance of cultural intelligence and sensitivity for hotel staff
Cultural intelligence indicates one’s intelligence or skills that make personnel in the workplace capable of observing and understanding cross-cultural issues while working in the workplace. Alternatively said, it is one kind of cultural quotient that works like a theory within management and organizational psychology that can support addressing the need to realize the consequences or effect of a person’s cultural background on their behavior for effectiveness and measuring an individual’s capability of engaging successfully in any sorts of environment or social setting. Making hotel personnel and guests feel comfortable is the key issue for operating the hotel operation significantly (Jandt, 2016). This can help maximize retention, satisfy hotel guests, and focus on repeating the business. But this need to be managed by effective hotel management because hotel staff may feel carrying a heavy workload and stress. Due to poor communication and the absence of feedback in performances, cultural awareness can be a fruitful issue for the entire hotel, like Hilton Hotel in the USA and in the UK. Sometimes, cultural awareness can make hotel staff feel stressed regarding their cultural issues. 
Cultural sensitivity begins with a recognition that there are divergences between cultures, like divergences between the USA and the UK. These differences are reflected in the ways that different groups indulge in communicating and relating several issues to one another. That is why cultural sensitivity is more than an awareness that there are divergences in culture for interacting effectively. Besides, a culturally competent individual views others as unique individuals and realizes that their experiences, beliefs, values, and language affect the aspects. In this case, such an individual indulges in explaining some of his or her religious or traditional issues and asking others about theirs as well as asking about times that are important to them and make them important to him or her (Moran et al., 2018). That means it is a way of being aware that culture has both familiarities and dissimilarities with each other considering both pros and cons, ethical issues, and so on. In the hotel sector, cultural sensitivity insists on individuals being polite or decent according to the particular rules of the country while visiting so that their behavior and actions may not offend others. But the unwillingness or disinterest among hotel personnel may appear as a significant barrier to cultural competence in the workplace. 
[bookmark: _Toc135485385]Implications of the hotel guest services from the USA to the UK
Hofstede’s cultural insights
By using a structure derived from the factor analysis, the impacts of a particular country’s culture on several values found in its societies and the ways such values are related to the behavior of people living in such societies are upheld by this kind of framework. 
[image: ]
Figure 1: Dimensions represented by Hofstede’s cultural model
Source: (Hofstede et al., 2023)
Compare and contrast between Hilton Hotel’s branches in the USA and the UK
In comparison, both the USA and the UK secured a similar score in some major dimensions, like power distance, individualism, masculinity, and indulgence. Both countries secured low scores in the dimension of power distance meaning that hotel personnel of Hilton Hotel in these countries strive for equality in the distribution of power and demand justification for inequalities of power. Besides, countries’ high scores in individualism vs collectivism indicate that they desire a loosely knit social framework (Reidhead, 2020). The score in masculinity vs femininity is an average score meaning that they prefer to have a society for achievement, assertiveness, material rewards, cooperation, modesty, caring for the weak, and quality of life.
The divergence is found in the field of uncertainty avoidance and long-term orientation. A high score in uncertainty avoidance obtained by the USA indicates that hotel personnel need to maintain rigid codes of beliefs and behavior where unorthodox behavior and opinion are not tolerated. On the contrary, hotel personnel of Hilton Hotel can maintain a more relaxed attitude in which they can keep practicing more than principles. Then, in the case of long-term orientation, hotel personnel of Hilton Hotel in the UK need to be more pragmatic and encourage thrift and contribution in modern training and learning facilities (Reidhead, 2020). Unlike the UK, hotel personnel in the USA’s Hilton hotel need to maintain time-honored traditions and norms while observing any change with suspicion. 
[bookmark: _Toc135485386]Hotel departments and how the hotel must adapt their service to accommodate the guests’ specific cultural norms and requirements
Hotel departments must adopt cultural awareness in the workplace that can support employees in generating productive relations regarding the significance of people’s divergence. That is why it is essential to communicate effectively, especially in various cultural settings, and establish a common ground for all so that cultural diversity in the workplace can be accepted and recognized (Frew & White, 2016). Businesses including Hilton Hotel can explore the importance of one-on-one cultural sensitivity and for this, they indulge in courting employees or executives from countries with other social norms or beliefs that would do well to respect those beliefs.
Summary of Do’s and Don’ts 
Do’s
In the UK, cultural diversity is highly prioritized; that is why the hotel staff of Hilton UK needs to show respect and be aware of cultural divergences. They need to prioritize security and report any kind of suspicious behavior when they find it within the hotel. 
Don’t
In the UK, it is prohibited to give out guest information because it is quite unethical to do so. In the USA, the same rules are followed as hotel personnel cannot give out guest information. 

[bookmark: _Toc135485387]Recommendations
1. The hotel staff should follow the regional rules and regulations; otherwise, everything is based on international standards,
2. They should have sufficient knowledge and information as well as education about both cultural intelligence and sensitivity. 
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