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Executive Summary.

Cultural intelligence is used to learn and evaluate customer needs with their national culture in mind, this makes it easier to understand a person and their needs making it easier to serve them. Hofstede's cultural dimensions are used to understand Saudi Arabia's culture to enhance customer experience.
The chosen hotel is in Newcastle, England (UK) and the guests are from Saudi Arabia (KSA), using Hofstede’s structure it is very apparent that Saudia Arabia has large gaps in power distance indicating they are accepting of the power gap. Saudi Arabia also scored high in Masculinity, uncertainty avoidance and indulgence suggesting they are success driven yet find it hard it accepts unknown factors. Saudi Arabia ranked high in indulgences scoring similar scores to the UK, this indicates they recognize impulses and desires. Saudi Arabia scored significantly low in individualism and long-term orientation indicating they are collectivists who stick to their custom and traditions.
The UK is an individualistic culture and Saudi Arabia is collectivist culture which means guests may have to be catered for in large groups and upsetting one guest will have a domino effect on others due to their loyalty with close knitted family/friend structure, this is just one example of how cultural intelligence can benefit he Hotel by catering for the guests.
Religion plays a significant role in both British and Saudi culture; British culture does not revolve around religion, yet Saudi Arabian culture revolves around their 5 daily prayer times as they are majority Muslims. Muslims require a halal diet, and it is therefore importance to serve halal meats, it unacceptable to serve pork or alcohol to Saudi Arabian guests unless they request it. Greetings are better done verbally avoiding handshakes unless initiated by the guest.
A Hotel manual has been added to this report to help the workforce learn how to respond to Saudi Arabian guests quickly and efficiently by glancing at the table.
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Introduction

This guide for the hotels workforce to cater for international guests to enhance guest experience as well as understand the importance of cultural background. The hotel is based in Newcastle, England and the report will be for guests from Saudi Arabia. This report will use Hofstede’s cultural dimensions and highlight the do’s and don'ts with Saudi Arabian cultural background in mind.
In 2021 Newcastle united football team in England was brought by Saudi Arabian crown Prince (BBC, 2021), due to this Newcastle hotels will expect to see a rise in tourism from Saudi Arabia and it is important all employees understand cultural boundaries around Saudi Arabians to accommodate guests by adjusting services using cultural intelligence.

Background: United Kingdom vs Saudi Arabia
Both United Kingdom and Saudia Arabia are kingdoms and have monarchs with kings and Queens, they differ in main religions, currencies, weather which all impact their cultural structures. Hofstede’s theory (Mead and Andrews, 2009, p. 35-45) consisted of 4 dimensions which was later improved to 6, these dimensions help cross-cultural communication using structure derived from factor analysis. The 6 dimensions will be used to compare United Kingdom with Saudi Arabia.
Hofstede's  6 Dimensions compared with both countries can be seen clearly below, Saudi Arabia (KSA) is in blue and United Kingdom (UK) is in purple. Sourced from Hofstede-insights (2022):
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· The power distance:
KSA has a high ranking of PDI with 95% and UK has a lower ranking of 35% which suggest that British society believes in equality and minimizing inequalities which is the opposite for KSA where it is accepted to have large inequalities.

· Individualism: 
KSA has a low ranking of 25% and UK has a high ranking of 89% which suggest that UK are culturally more independent and private, KSA culture is more collectivist which means that they belong in groups which maintain loyalty.

· Masculinity:
KSA scored 60% and UK scored 66% which is quite similar yet high for both, this suggests that both societies are driven and competitive and will excel towards achieving success.

· Uncertainty Avoidance:
KSA scored 80% and UK scored 35% which suggest KSA find it difficult to accept the unknown and want more control whereas the UK is accepting of it.

· Long term orientation:
KSA scored 36% and UK scored 51% suggesting tradition for KSA is more important to them and changes are difficult, not focusing much on long term goals culturally. UK are easier on accepting of change and leaving old customs and traditions.

· Indulgence
KSA scored 52% and UK scored 69% which suggests a higher level of indulgence for both countries, recognising impulses and desires which is clearly higher for the UK


Country analysis using Cultural intelligence.
Kolovou (2020) emphasizes on cross Cultural intelligence being a vital development skill for customer satisfaction and can be acquired by absorbing information by reading and research, observing behavior patterns and asking questions to learn and understand.
Learning about a culture can help understand needs and requirement which is needed for the hospitality industry. The UK is an individualistic culture and Saudi Arabia is collectivist culture which means guests may have to be catered for in large groups and upsetting one guest will have a domino effect on others due to their close knitted family/friend structure, this is just one example of how cultural intelligence can benefit with the understanding of a person's culture, then using that understanding to cater for the guests.
Cultures can be understood in many ways from books, to traveling and social media (Reynold, 2020). The easiest, fastest and most convenient way to learn cultures in modern times is through the internet and social media, access to cultural information has become quick and easy but also opens more doors to stereotypes (Giordano et al, 2021, p67). There is a fine line between learning about cultures to serve and using them to police over people thus it is important not to overstep this boundary (Akhgar, Bayerl and Leventakis, 2019, P. 15).

Religion: Religion plays a significant role in both British and Saudi culture. Saudi Arabian majority follow Islam, according to British council (2014) Saudi Arabia's time keeping revolves around 5 daily prayer times and not actual set times, everything else can be adjusted as immense importance is stressed on prayer times and even important meetings are adjusted around prayer times.

Food and beverages: According to Michael Page (2022) Muslims require a halal diet and it is therefore importance to serve halal meats, it unacceptable to serve pork or alcohol to Saudi Arabian guests unless they request it. 

Greetings: According to cultural atlas (2022) it is better to use verbal greetings and nods and it is important to pay attention to body language with regards to any physical greetings like handshakes specially with opposite gender. Saudis are loud yet indirect so it is important to wean into topics but avoid asking men about their woman relatives as they can be sensitive. Saving face is particularly important in Saudi culture and this means they will not directly insult anyone in higher positions.

Hotel Manual: Do’s and Don’ts

Reception:
	DO

	DON’T

	
	

	Greet verbally
	Avoid physical contact unless initiated by guest

	Smile, Nod
	Frown

	Accommodate families/friends with close rooms
	Scatter guests around hotel

	Watch body language before offering to Handshakes
	Handshake opposite gender unless initiated by guest



Management
	DO
	DONT

	
	

	Arrange prayer timetables from local mosque
	Put religious art on guestroom walls

	Provide prayer mats
	



Catering/service team
	DO
	DON’T 

	
	

	Serve halal menu
	Special attention to avoid anything with ‘Pork’ or alcohol

	Serve non-alcoholic beverages unless asked directly
	Serve alcoholic beverages (check mini bar)




General Staff
	DO
	DON’T

	
	

	Kind gestures: Nod, Smile
	Talk unless spoken to

	
	Touch, handshakes unless initiated




Summary

Cultural awareness plays a key role in understanding guest requirements to attain full customer satisfaction. This report has outlined how cultural intelligence can be used by a British hotel to understand Saudia Arabian culture using Hofstede's 6 cultural dimensions enabling a comparison between British and Saudi Arabian culture and utilizing the information to create a plan to help the hotels workforce deal with Saudi Arabian guests. Cultural intelligence can improve staff understanding of cultures and also improve guest experience. A staff manual was added to this report to enhance competency and enable ease towards cultural conformity for staff.
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