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The world is filled with various cultures and sub-cultures that combine sets of people with certain values and ways of living. For an organization that is conducting business with international clients, it is important to consider the factor of cultural intelligence and sensitivity. Cultural intelligence gives one the idea of communication with a person from another culture in such a way that the latter feels respected and loved. This comes with the additional nerve for understanding sensitivity and avoiding communicative styles that might sound rude to a person from another culture (Li et al., 2022). This makes an organization conduct efficient and effective diversity management in relation to its external stakeholders while preparing its internal stakeholders with the norms of glocalization. Glocalization allows a business to modify its practices according to various cultures (Goh and Kim, 2021). In this report, service delivery practices for hotel personnel practising in the United Kingdom will be stated in relation to their international clients of Kenya. The cultural norms of the Kenyans will be considered for this.
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Hotels receiving international guests must constantly prioritize the need for cultural intelligence and sensitivity related to the diversity of cultures in the entire world (Koc, 2020). These make the hotel personnel aware of various norms and deliver their services in a customized way for each customer. The idea of staying in a hotel is related to relaxation provided by the various associated services and the overall reception of the hotel personnel. This is what leads a hotel business to ultimate success securing its clients and reputation in a sustainable manner. The hotel personnel should be careful enough to use the right communication patterns according to the cultures. While a particular communication style might seem familiar to a particular culture, the same might seem rude to another. As per the Hofstede model, the hospitality sector must influence a low score on the Uncertainty Avoidance Index (UAI). This would make the hospitality sector accept the diversity in cultures and work accordingly to provide a customized service to its international clients (Beugelsdijk and Welzel, 2018).
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Kenyan guests were coming to the West of Europe fall amidst a different culture. In this context, given the hotel practices in the United Kingdom, the Kenyan cultural tips can be considered (Lee et al, 2018). The Kenyan culture has always been inclined on the concept of warmth in greeting. Kenyans have always considered visitors as rain, meaning a touch of blessing in their lives. This is exactly what they would like to expect while visiting other places in the world. What might start with a warm handshake from the Front Office Department can be able to lead to successful communication with a guest from Kenya, leading to a more personalized format than what is the case with Europeans in most cases. Going into personalization, the hotel personnel can shake hands with a Kenyan and immediately ask the question "Habari?” or “Jambo?" to enquire about their wellbeing (Ndiba and Mbugua, 2018).
The COVID pandemic has given way to changes in the styles of formal as well as informal greetings amongst the Kenyans. One of the most used formal greetings in the present days amongst Kenyans is the elbow bump (Kai Liao, 2021). This has been cemented in the formal culture by the Kenyan political circle. The hotel personnel in the UK can well adapt to this while greeting a Kenyan. While this might seem rude in the case of Europeans, this would bring the hotel business and the Kenyan clients closer. This customized communication pattern would, in turn, make the Kenyan clients understand the fact that the hotel management cares for the Kenyan cultures (Abisheva et al, 2019). Kenyans expect handshakes irrespective of the number of people in a situation. For Kenyan clients, elbow bumps with each and everyone can well be made possible. Thus, it can be said that handshakes can be seen as rude in the present day. The oldest person must be greeted first. This is a major consideration that hotel personnel must not be oblivious of in relation to the Kenyan culture (Njenga, Gichuhi and Koome, 2021).
In the context of time, the Kenyan culture has a definite acceptance for delays. The Kenyan time is considered flexible. While a delay in services is certainly not expected in the hospitality sector, one must well consider various human conditions. In the case of delays, the Housekeeping Department or the Food and Beverage Service Department needs to mandatorily apologize with a polite explanation added in certain cases. This would secure the hotel’s relationship with its Kenyan clients (Okoth, 2020).
Kenyans coming in for pleasure trips are required to be provided with a very happy experience. The definition of this happiness in the case of the Kenyans can be generally associated with food, art, music and certainly parties (Maslakci and Sesen, 2019). The Housekeeping Department can well use little temporary Kenyan tokens while devising the state of rooms. The Food and Beverage Service Department can well work on special dishes as fitted in the case of the Kenyans. They can ask the opinions of the guest as to whether or not they would like certain dishes. As per the Hofstede model cultural dimensions, the Kenyan clients would prefer more of an indulgence on the part of the hotel personnel than just following a restraint behaviour. Apart from this, as stated above, a lower degree is required in the Uncertainty Avoidance Index. This would allow the UK based hotel personnel to embrace the diversity of the Kenyan culture and work accordingly for the further betterment of their business (Francis et al., 2020).
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For a hospitality business to flourish with success in terms of its business with international clients, glocalization should be considered as a major factor. In this context, the report comes up with the need for cultural intelligence and sensitivity in the case of the hotel personnel working in the United Kingdom. The report provides an idea on how to communicate effectively with clients from Kenya coming into the UK. This brings out several effective practices relating the same to the Hofstede cross-cultural model.
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Summary

Knowledge for cross-cultural practices forms the base for businesses willing to extend their ventures towards international clients. In the case of the hospitality sector, the need for glocalization is a must while dealing with international clients. Glocalization allows a modification of the services of the hotel personnel according to various clients and their respective cultures. For the UK hotels to prepare for their Kenyan clients, several considerations are required to be made. In the following table, the dos and don’ts of dealing with Kenyan clients are stated: 
	Dos
	Don’ts

	· Practice personalization: Elbow bumps are necessary in the case of greeting a guest from Kenya. This comes up with a personal touch and shows one's respect for the Kenyan culture. This should be accompanied by the question "Habari?" or "Jambo?" so as to enquire about the wellbeing of the clients.
· Greet the oldest member first: The Kenyans find it extremely important that the oldest member of a family or a team is greeted at first. 
· Indulge more with the clients: A warm reception with much indulgence is necessary to build sustainable relations with the Kenyan clients.
· Be on time with the services: Make sure to value timeliness as a generalized virtue of the hospitality sector. In case of delays, make sure to apologize with a polite explanation provided.
· Customize the services: Customize the services according to the culture of the Kenyans. In the case of clients coming in for pleasure trips, influence art, music and certainly parties somewhat related to their cultures. From interior decoration to the food and beverage served, the love for the Kenyan culture shall reflect on the services provided.
· Politely ask for the choices of the guest: This is much needed in the case of food and beverages. Ensure that the choices of the guests are considered.
	· Do not practice handshakes: Handshakes are otherwise common in the Kenyan culture. However, given the COVID situations throughout the world, Kenya has formally adapted to the practice of elbow bumps. Handshakes in the present day can well be considered rude and unhygienic. 
· Do not go for excuses in case of delays: Excuses are seen as bad and can be made poor impressions in front of Kenyan clients. Instead, an apology or a polite explanation shall be used.
· Do not try to impose the British culture on the Kenyans: Imposing any other culture on Kenyans can be disrespectful towards the Kenyan culture. Moreover, with a history of Africans being racially discriminated, this would take things to greater levels harming the overall business.
· Do not ignore the choices and the opinions of the Kenyan clients: This is mandatory in the case of providing efficient services while securing clients for the future.



In the table above, the dos and don’ts associated with the Kenyan guests in hotels reflect the need for understanding the Kenyan culture. The Kenyans can well be defined as people uplifting their rich cultural heritage with a passion for indulgence in other cultures. 
 
