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Intercultural competence refers to the capability of an individual or organisation to work and communicate appropriately with people belonging to different or diversified cultural backgrounds (Barrett, 2018). The research work is performed to support the staff of hotels in developing themselves to manage and prepare guest experience of international visitors without any cultural conflict. The assignment has initially analysed the significance of cultural sensitivity and intelligence for hotel personnel before implying any hotel guest service for domestic or international customers. Apart from it, the study has detailed how the customer relationship (Front Office) Department, housekeeping department, and food production function of a hotel might adapt their service delivery to meet the cultural expectation of guests. 
[bookmark: _Toc106293790]Briefing about Cultural Intelligence and Sensitivity 
Cultural intelligence refers to the capability of an entity or individual to identify and adapt to the cultural difference available in a workplace or situation so that a defined kind of operational activity might be accomplished appropriately without any cultural or religious conflict (Fang, et al., 2018). 
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Figure 1: Cultural Intelligence; Source: (Fang, et al., 2018)
The significant elements of cultural intelligence (CI) are physical, cognitive, and emotional as well as these are required to be sensed by an individual or a firm in advance to blend in as per necessity. Cultural sensitivity refers to being aware of the similarities and differences available between people belonging to different cultures without assigning them any value like better or worse etc. (Alsharif, et al., 2019). 
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Figure 2: Cultural Sensitivity; Source: (Alsharif, et al., 2019)
In other words, cultural sensitivity is the ability of an individual or a firm to respond to diversified kinds of cultural people in a respectful manner without judging them based on their culture-related traits like attire, language, and expression. 
[bookmark: _Toc106293791]Critical Analysis of the need for Cultural Intelligence and Sensitivity for Hotel Personnel before focussing on the Hotel Guest Service 
As per the functionalist theory of cross-culture, the management of an organisation like a hotel is required to frame and deploy its product or service-related strategy as per the cultural behaviour and sensitivity level of customers so that a harmonic relationship might be developed with them (Ngo, 2019). According to Göl and Erkin, (2019), if the staff of a hotel will directly initiate the process of guest service to its domestic or international customers without sensing their cultural background, then it would not be possible for them to deliver appropriate service on time. By having an effective kind of cultural intelligence, the staff of a hotel becomes efficient in understanding the cultural norms, requirements, and sensitivity level of its customers belonging from a country like the UK. The outcome of cultural norms and requirement-related trait of cultural intelligence is that hotel staff become effective in providing such kind of product or service which bring a smile and additional satisfaction on the face of their British guests as that approach meet their cultural necessity. On the contrary, Kaçan and Örsal, (2020) stated, following the model of cultural conflict, that if the individuals are not appropriate in sensing the cultural similarities and differences of customers, then the possibility of cultural deviance and dispute might be created during product or service delivery. 
If the hotel personnel is not culturally sensitive, then they will not be successful in providing products or services to its international guest, British, by blending themselves with their cultural faith and need, and this might eventually create a higher consumer dissatisfaction ratio. In short, with the assistance of cultural sensitivity-related traits, the staff of the hotel becomes efficient in understanding how they will have to communicate and deliver their service to international guests without marking their culture good or bad. As per the principle of consumer behaviour, the satisfaction and retention ratio of the customers of an organisation depends upon its approach to communication and caring for their cultural and behavioural needs without any unfavourable remarks (Cohen, et al., 2017). 
As per LEARN model of cross-cultural communication, the management and staff of an organisation are essential to building mutual understanding with customers for recognising their exact needs and requirements so that appropriate products or services might be delivered without any conflict (Constantinou, et al., 2018). For building a mutual understanding with international guests (the UK), the hotel personnel is essential to recognise and adapt to their cultural behaviour or norms, and this is possible only with the help of cultural intelligence and sensitivity. In short, hotels staffs are required to have cultural intelligence and sensitivity to avoid any cultural conflict and increase the satisfaction ratio while providing essential guest service.
[bookmark: _Toc106293792]Discussion of the way the different Department of Hotel might adapt their Service to Accommodate the Specific Cultural Norms and Requirements of Guest
The way through which customer relationship (Front Office) Department, housekeeping department and food production function of a hotel might adapt their service delivery as per norms and requirements of guests are mentioned as follows in tabular form-
	Do’s
· Speak less and listen more
· Note down and evaluate the cultural importance of customers 
· Provide guest service as per requests placed by customers
· Deliver guest service as per cultural preferences, need, and requirements of the guest
· Show greetings and communication as per traditions and norms of the culture of customers  
	Don’ts
· Do not fall into dispute with a guest
· Do not value the behaviour and cultural action of guests with any bad words 
· Do not deliver guest service as per hotel standards ignoring the requirement of consumers 
· Do not prepare and deliver food items as per local culture, ignoring the culture of customers until unless it is mentioned by a guest.  



First of all, hotel personnel belonging to the front office department, housekeeping department, and food production department should understand the norms, traditions, dos, and don'ts of the culture of any domestic and international guest, then they should plan for delivering service. Apart from it, the departments of the hotel should not value any guest based on respective cultural behaviour lifestyle and communication approach so that any kind of cultural conflict can not be faced during the delivery of service (Alsharif, et al., 2019). Besides this, hotel personnel belonging to the identified departments of the hotel should always greet and welcome the cultural style of guests as this will help them to develop a sense of emotional attachment within consumers, and this will eventually augment their adaptation level.
[bookmark: _Toc106293793]Conclusion
It is concluded that cultural intelligence and sentiment play a significant part for the hotel personnel in recognising and adjusting themselves as per the cultural needs of an international or domestic guest without facing any conflict during delivery service. The availability of cultural sentiment among hotel staff helps them to develop a mutual understanding level with guests, and this eventually assists them in identifying and deliver service as per consumer need to have a higher satisfaction ratio.
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