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                                                      Executive summary
This report is dedicated for the Hilton hotel staff in London, its purpose is to help all Hilton’s staff to prepare and manage the guests experience for international visitors Saudi Arabia (KSA). Islamic religion or Muslim guests have their specific rules and requirement when they travel to other countries. That why all staff must be aware of these specific requirements to serve them as they expect. It is primordial to identify the customers as a Muslim and knowing their priorities goes a long way and make sure is overall respected.
To succeed in welcoming international guests and meet their expectation the hotel has to implement relevant cross-cultural theories and models such as “Hofstede’s Model”, is one of the useful frameworks which include six dimensions that support in analysing the behaviour of an employee in a Hospitality sector and improve the employee’s awareness towards that culture (Islamic religion) with appropriate guidebook (do’s, Don’ts) to support their actions.  
Why cultural intelligence and sensitivity is important for hotel personnel:
Cultural awareness and sensitivity are very important in our hotel because it will avoid the misunderstanding and will change the staff attitude and their productivity, progress, and knowledge. Staff that are culturally aware won’t have communication issues with guests, feel more confident and respond more effectively to the guests needs, avoid stress between staff   and the more important is the big success of the hotel operation.
The high level of culture awareness inside the hotel management and its staff will break down cultural barriers, build cultural bridges and create a homogenous and inclusive work environment, this also will help the hotel to have a good reputation inside the hospitality industry.


   Introduction
Cross cultural contacts with foreign guests and staff or domestic guests of different culture is a reality for anyone working in Hospitality industry. In some hotels a staff may encounter several of what the service industry sometimes refers to as “moments of truth “Menon (2019)
    The proper analysis of human behaviour is very important in hospitality industry, as hospitality services are intangible, and staff’s behaviour does have positive or negative impact on services received by guests and also services are inseparable from its provider.in order to have a good position into the hospitality sector Hilton hotel has to consider the study of cultural awareness as the UK culture is totally different from the culture of coming guest’s (KSA).
Hofstede offer a good balanced model on cultural differences as the most dimension on the Hofstede model support on studying and focusing on staff’s behaviour. This report will discuss the six dimension of Hofstede model which will provide a comparison between both countries (UK and KSA) by using the Hofstede model for each country, the comparison will be clear and easy with better image that will allow the staff to be very close of that kind of religion. it will also explain and generate a training handbook for the hotel staff to deal with guest coming from KSA   and describe the culture and the supporting ideas.
Country A (hotel location) culture analysis:
Hilton hotel is situated in London, the hotel used to welcome guest from all over the world. As British culture known by stoicism and humour it facilitates a communication with other people, with Hofstede models the staff can have a good impression and deep description of British culture comparing to other world cultures (KSA). First, the power distance, this dimension explains that British culture belief that people should be considered as equals and there is difference between people inside the British society. The individualism, UK ranked a high score by 89 it is among the highest of the Individualist scores. The British are a highly Individualist and private people. Also, they believe more in person than group, they prefer to work individually more than working as team like families and colleagues. Moreover, UK has a high score on masculinity as the culture is guided by competition, accomplishment, and achievement, with success, they consider the best in place. Regarding the uncertainty avoidance has low score which means that as a country they are quiet, the British are comfortable, not stressing themselves to plan things in the future. They do not worry of what going to happened we can say that they are happy in ambiguous situations. The long-term orientation is the measure of how people are attached to their history, attitude and believes. As the British people scored middle 51, a major decision in British culture cannot be determined. The last dimension is indulgence, in that measure British culture is not restrained, they are classified in the high level of indulgence measure, they mostly like freedom, they can do what they like without restrictions and to spend their money wherever need. Also, they enjoy their life and tend towards optimism and positivity.
Obviously, according to the Hofstede model the British culture will automatically reflect on the culture of Hilton hotel the staff consider the diversity and already apply the equality approach inside the workplace and do not consider the difference in positions or levels, Moreover, staff believe of hard working and self-motivation to improve their skill, working more individually, and not worry about the future. also, do not judge the religion or habits from what the hear.     
Country B (Guest’s home country and culture) and country analysis:
Hilton hotel will receive a guest from {Kingdom of Saudi Arabia) which is Islamic country, the Hofstede model say that power distance in KSA has ranked a high score of 95 which means the KSA population suffer from inequality and people accept this as normal. Individualism of KSA is low as the society is more collectivism, they have strong sense of relationship as a family or as a colleagues and group. The society denotes high level of Masculinity, it is means that the culture principles success, and individuals are working hard and keep developing themselves to achieve their goals. Saudi Arabia marks high level on uncertainty avoidance, which means that they find unusual behaviour unsettling for example the way the government deal with internet, they control the type of web sites seen by people (unethical sites) banning women from driving all these restrictions adopted to prevent troubles in the future especially for the next generation. Long term orientation, the society is very attached to its religion, attitude and habits with huge respect to the traditional ceremonies, they do not have the principle of saving money, however, they concentrate on the immediate results.  Indulgence of KSA is totally low comparing with UK, due to the principals of Islamic religion the society is more restrained regarding some rules people are aware of their religion and know already that there are limit and rules in life that they have to obey and respect.
To sum up, the culture of KSA’s people is totally different from the UK culture, as the still believe in difference between humans according to many measurements, they are very attached to their families, they tend to socialise separately as group of women and men, they have strong relationships with other people as neighbours. Furthermore, the work hard to achieve their goals, more realistic, religious.
How the employees need to reflect on the guest culture:
Muslim travellers around the world form a main marketing opportunity, and are an essential section in the travel, hospitality, and tourism industry. That why Hilton staff should consider the culture of KSA guest and make sur that they meet their needs and be careful regarding their religion as they are many conditions to respect and apply into the hotel departments. Also, all staff should be trained; including the food and beverage department staff, kitchen staff, answer any question by a Muslim guest.












Hotel handbook (do's and Don'ts):

	Do
	Don’t

	Greet and welcome the guest with a warm hello or say (Assalam Alaykom).
	Do not offer food against Islamic way.

	Set a quiet, neat and clean prayer room the most important keep it far from noise.
	Avoid pork products in their menu and make sure it is not mixed with any other food.

	the prayer timing table according to London timing should be in their room during their stay and help to know the direction of Prayer (Makkah city).
	 Alcohol products are forbidden in the Islamic religion, don’t try to offer it unless they ask for it.

	Inform the department of F&B’s staff that food should be Halal products and respect the dietary requirement.
extensive training regarding as cross contamination.

	Try to don’t communicate with the female’s guests if they are accompanied with their partner. you only ask the husband or the brother, father for any information.

	Use appropriate and formal language.
	 shoes are forbidden inside the prayer room.

	Better, female staff to communicate with the guest’s female (gender).
	If only women in the room don’t enter unless her partner inside the room.

	Remove any kind of alcohol drinks from the fridge
	During Ramadan (fasting month) don’t offer food until they ask for it or from sunrise until the sunset.

	They like Arabic coffee after the lunch time try to offer it.
	Don’t try to check hands with ladies as it is totally forbidden in Islamic religion.
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Conclusion:
As the world is changing and as cultural awareness spreads into our everyday life travel forms are changing as well, and the hospitality industry has to adjust to deal with all travellers from different culture by considerate the differences in beliefs, values, and tradition of different people and evolving cultural awareness, the hotel will offer a various business and personal culture that is comprehensive, and guests feels like they belong. Also, by investing in staff and their knowledge of cultural awareness, automatically the hotel is investing in the long-term progress in the hospitality industry.
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