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Executive Summary
This report analyses the cultural intelligence and sensitivity of UK Hilton hotel staff in their dealings with overseas guests, focusing on Indian visitors. The report emphasises the significance of comprehending and accommodating various cultural norms and preferences to improve the quality of the guest service experience. Key insights on Indian cultural variance can be gleaned from an evaluation of India's cultural dimensions utilising Hofstede Insights. These findings inspire suggestions on how hotel workers might modify service delivery across a variety of departments and functions, such as greetings, personal space, food alternatives, language help, cultural festivities, dress requirements, and religious observances. The staff at the Hilton hotels can make their properties more welcoming and accommodating to guests of various backgrounds and cultures by implementing the suggestions made in this study. This will especially benefit the hotel's Indian guests. This method promotes pleasant guest interactions, raises customer satisfaction, and deepens ties with visitors from various cultural backgrounds. Hilton hotels in the UK cannot compete in the international hospitality industry without adopting cultural intelligence and sensitivity.


[bookmark: _Toc137736186]Introduction
The paper provides Hilton hotel personnel in the UK with insights and recommendations for improving international guest service, with a focus on Indian customers. This report uses the Hofstede Insights framework and critically evaluates cultural intelligence and sensitivity to highlight Indian guests' cultural norms and requirements and identify service delivery adaptations across hotel departments. Understanding and accepting international customers' habits can make Hilton hotel stays more enjoyable.



[bookmark: _Toc137736187]Company Overview
Hilton Hotels operates in the UK and around the world. Since 1919, the Hilton name has stood for superior service, luxurious accommodations, and unforgettable hospitality events. Hilton Hotels manages luxurious chain resorts and chic independent inns in the UK. These hotels are great for business and leisure travellers due to their city and attraction locations. Hilton strives to exceed customers' expectations and provide all their demands during their stay (Methan, 2021). Hilton Hotels in the UK have much more to offer than their modern and well-appointed suites. The company's trained and competent staff cares for each customer, demonstrating its commitment to customer happiness. 
[bookmark: _Toc137736188]India (Guests’ home country and culture)
Hilton hotels in the UK should accommodate Indian visitors' cultural practices. Hotel workers should learn "Namaste" and "Dhanyavaad" to create a more welcoming atmosphere, even if English is widely spoken in India. Indian culture values privacy, therefore friends and acquaintances may desire a bit more space. India's numerous religions and customs are included (Adkins, 2017).  Follow these rules when visiting a temple, mosque, or other place of worship. Hilton staff should observe local customs and attire.
Indian food is excellent and varied. Hilton hotels should accommodate special diets. Indian food includes many delicious vegetarian and vegan dishes, so letting the chef be aware of any dietary requirements beforehand ensures everyone enjoys a nice lunch. India celebrates vivid holidays like Diwali, Holi, and Eid year-round. Hilton workers might celebrate these important days with visitors or tell them about local events (Lewis, 2018).
Indian fashion mixes traditional and Western styles. Hilton personnel should accommodate visitors who dress appropriately for the occasion or venue. Hilton Hotels may enhance its interactions with Indian consumers by conforming to their cultural standards and giving a better stay.


[bookmark: _Toc137736189]Country analysis using Hofstede's insight
Hofstede Insights is a helpful tool for comparing and contrasting the ways in which various national cultures shape people's actions. The cultural differences between India and the United Kingdom, and how Hilton hotels in the United Kingdom might need to adapt to accommodate Indian customers, can be better understood by an examination of the two countries' respective cultural characteristics.
Figure: Country Analysis (Author)

· Power Distance: India's hierarchical society has a high Power Distance score of 82. The UK scores lower at 39, demonstrating its egalitarian attitude. Hotel personnel must respect authority leaders and understand India's hierarchical culture (Wall and Mathieson, 2016). Improve the Indian tourist experience by encouraging open communication and following hierarchies.
· Individualism-Collectivism: India rates 37, whereas the UK ranks 90, reflecting a more collectivist culture. Collectivist countries like India value relationships and collective peace. Encouraging community and teamwork can help Hilton staff make guests feel at home. If they can socialise in large groups, Indian guests would feel more comfortable.
· Masculinity-Femininity: India scores 55 on the masculinity-femininity scale, whereas the UK scores 66. These findings suggest that both cultures prioritise success, competition, and self-improvement. India's score is lower than normal, suggesting a little more feminine tendency. Hotel personnel should know that Indian clients value performance and reward as well as a healthy work-life balance and emotional well-being (Amin and Mansour, 2019).
· Uncertainty Avoidance: India's uncertainty avoidance score is 47. The UK is more accepting of uncertainty than most nations, scoring 27. The Hilton could give Indian guests precise directions and information to make them feel more comfortable. Open communication, well-planned itineraries, and clear instructions build trust and confidence.
· Short vs. Long-term Orientation: The UK (45) and India (50) have a healthy mix of short-term and long-term thinking. Both civilizations value traditions and pragmatism. Hotel staff can express cultural sensitivity by adopting local customs. Cultural seminars, Indian holiday celebrations, and guided tours of local historical sites are examples (Jandt, 2016).
· Indulgence: India scores 40 on the Indulgence scale, indicating a moderate tendency to pursue and enjoy one's own pleasure. The UK is even more lenient with an 80 score. Hilton hotels can observe Indian moderation to serve Indian guests. Wellness programmes, vegetarian and vegan menus, and cultural norms on privacy and personal space can achieve this.

[bookmark: _Toc137736190]Hilton Hotel’s handbook
	Do's
	Don'ts

	Make an effort to smile and act friendly while meeting new people.
	A cultural background should not be used to make assumptions or stereotypes.

	Do connect with Indian visitors using simple native pleasantries and phrases like "Namaste" or "Dhanyavaad."
	Avoid overwhelming visitors with information or using words they might not comprehend.

	Do respect visitors' personal space and keep a reasonable distance when speaking with them.
	Do not approach or touch visitors without their consent.

	Do pay close attention to the wants and preferences of your visitors.
	Don't rush or interrupt visitors as they are talking.

	Do commemorate significant cultural holidays like Diwali or Holi and share details on regional celebrations.
	Don't dismiss or minimise the customs and holidays observed by visitors, thinking they are unimportant.

	Respect visitors' clothes choices and dress accordingly.
	Never criticise or critique the dress of guests based on personal taste or cultural differences.

	When possible, offer translated materials or information that is available in multiple languages, including Hindi.
	Don't rely only on English and don't presume visitors speak it well.

	Do commemorate significant cultural holidays like Diwali or Holi and share details on regional celebrations.
	Guests' cultural customs and holidays shouldn't be discounted or treated as unimportant.





[bookmark: _Toc137736191]Recommendation 
Based on the report and analysis, Hilton hotel staff should follow these two guidelines while dealing with international customers, particularly Indian guests:
· Cultural Sensitivity Training: Train hotel workers in the customs, traditions, and preferences of diverse guest nationalities. Greetings, communication methods, dining preferences, religious practices, and key festivals should be covered in this training (Adkins, 2017). Staff with cultural expertise can better comprehend and accommodate international guests, delivering a more personalised and inviting experience.
· Personalised Guest Engagement: Inspire workers to get to know international guests' cultures, traditions, and preferences. Listening, asking questions, and delivering culturally relevant advice can achieve this. Hilton hotel workers may exceed guest expectations, build strong connections, and encourage repeat visits by offering a personalised and culturally aware experience (Lewis, 2018).


[bookmark: _Toc137736192]Conclusion
Hilton hotel workers must meet the cultural needs of multinational clients, particularly Indians, to deliver excellent service. Hotel staff may create an inclusive, welcoming environment by being culturally educated and attentive. Cultural sensitivity training and personalised guest involvement can improve guest experiences, build relationships, and encourage repeat visits. Hilton hotels stand out for international travellers seeking a truly immersive and personalised hospitality experience in the UK by recognising cultural knowledge and customising service delivery accordingly. Hilton Hotels can best serve customers from around the world by embracing cultural diversity.
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