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[bookmark: _Toc117774158]INTRODUCTION
Intercultural competency is the ability to perform any task in any situation while giving equal importance to culture as well. It is among the important skills which are most important for hotel industries where guests from multiple nations visit daily. In the context of the report, the chosen hotel for the report is Crowne Plaza, which is a British multinational chain in the hotel industry. Some of the main topics which will be covered within the report will relate to cultural intelligence along with some of the cross-cultural theories. Also, a detailed examination will be conducted into how different departments can adopt the changes.
[bookmark: _Toc117774159]MAIN BODY
[bookmark: _Toc117774160]Critically evaluating why cultural intelligence and sensitivity is essential for hotel personnel
In the present scenario, every sector is trying to expand their business activity to a greater platform, and considering this particular importance, it is necessary that organisations also focus on cross-cultural for effective results. As Crowne Plaza is in the hotel industry, they need to understand that cultural intelligence and sensitivity are essential for hotel personnel because it can allow them to have a better understanding of the requirements of visitors. Not only this, but if an organisation like Crowne Plaza has specific knowledge about cross-culture, then there will be a slight advantage in entering into a new market place (Goldstein, 2022). If in any of the situations, an organisation fails to develop their skills in cross-cultural activity, then it can be easily assumed that the organisation will not be able to survive in the market for a long period of time. The following cross-cultural theory or model has been discussed to underpin the concept of cultural intelligence and sensitivity for the hotel industry. 
Hofstede’s Cultural Dimension Theory: It is one of the most important cross-cultural theories that can make a significant difference in the world. It simply indicates that the hotel industry is among one of those industries where people from different parts of the world visit daily. Under this theory, each person should be treated equally and importance should be given to their tradition. Basically, this theory depends upon five areas, and they are power distance, individualism, masculinity, uncertainty avoidance, and long-term orientation. Considering all of these points, it can easily be said that whenever any guest visits from another nation, they should be given equal importance. In addition, Hofstede Cultural Dimension says that while giving preference to the customers, it is necessary for the management of Crowne Plaza to ensure that they must not hurt the values and ethics of any guest (Cross Cultural Theories, 2021). For example, the local visitors to the UK like to have simple food which is less spicy and oily, but if any of the guests visit from South Asian countries, they mainly like it oilier and spicier. It is among the points on which focus should be put for an effective result. In short, using different types of cross-cultural theories and models, the hotel industry can easily improve the experience of guests who visit from different parts of the world.
[bookmark: _Toc117774161]Consider relevant hotel departments/functions and how they might need to adapt their service delivery to accommodate the guests’ specific cultural norms and requirements
	In the present scenario, lots of things have changed in the hotel industry, where several departments have been eliminated so that better experience can be given to the customers. If any of them fails to do so, they may be able to stay in the market for a longer period. In the context of Crowne Plaza, there are several departments which have been constantly performing their day-to-day activities so that specific cultural norms can be considered while giving services to the customers (Liu and Shirley, 2021). Some of the main departments of Crowne Plaza and the ways they need to adopt while delivering the services are listed below:
Front Desk Department: Multiple departments are there, but the front desk department is the most crucial one as they are the ones who need to deal with guests at an initial level. In the case of Crowne Plaza, their front desk department must ensure that they have many staff members who are fluent in multiple languages. This will certainly help guests as well as the hotel to understand their requirements so that specific cultural norms can be given equal importance.
Food & Beverage Department: In most situations, it has been found that whenever any person visits a foreign nation, the area of concern for them is the food and beverage department. It is because of the difference in food according to the culture of a specific country. In the case of Crowne Plaza UK, they needed to ensure that food was served according to the guest's preferences. For example, there are several guests from Nepal and India who still follow a vegetarian diet because of their culture and tradition, and in this condition, the hotel will be able to provide and fulfil their requirements because of their culture (Bultseva and Lebedeva, 2021).
[bookmark: _Toc117774162]Summarise the above in a table of ‘Do’s and Don’ts’ which can act as a briefing document to relevant staff in the hotel
It is necessary for the hotel industry to have do’s and don’ts for determining their daily activity. Below, there is a do’s and don’ts for hotel industry.
Do’s & Don’ts for Hotel Industry
	Do’s
	Don’ts

	Be polite with guest and supportive where housekeeping and front desk should be more active.
	Staff should not visit any of the guest’s room without obtaining their permission.


	Keep listening to the guest.
	Always try to ensure that culture and traditions are not affects with any of the activity of the staff (General rules for hotel employees, 2016).

	Taste the food before serving it to the guest for better experience (Punti and Dingel, 2021).
	Staff should take any of the decision only take prior approval from top level management.


[bookmark: _Toc117774163]CONCLUSION
	After having detail discussion, it can be concluded that hotel industry is one of the difficult sectors where multiple number of culture and tradition can be easily. Considering the importance of cultural values of guest, hotel industries must give importance to cross-cultural theories and models as it makes working condition easier and favourable.
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