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Introduction
Opening a new hotel in Indonesia to cater to Saudi Arabian customers requires cultural intelligence and sensitivity on the part of the hotel staff. The Saudi Arabian culture is distinct and different from the Indonesian culture. As such, hotel staff members should learn how to adapt to these cultural differences to provide the best service to Saudi Arabian customers. This handbook report aims to provide guidelines for hotel staff members in various departments to serve Saudi Arabian customers efficiently.
Cultural Intelligence and Sensitivity
Cultural intelligence refers to the ability of an individual or group to understand and adapt to different cultural environments. Cultural sensitivity, on the other hand, refers to the awareness and respect of cultural differences. In the context of hospitality, cultural intelligence and sensitivity are essential in providing excellent service to guests from different cultures, including Saudi Arabian customers.
The Saudi Arabian culture is steeped in tradition, religion, and conservative values. For instance, women wear abayas (a long black garment covering the whole body) and hijabs (a headscarf) to cover their hair and face. Men wear traditional thobes (long white robes) and ghutras (headscarf’s). Therefore, hotel staff members should respect and understand these cultural values when serving Saudi Arabian customers.
Adapting to Different Departments
Front Desk
The front desk is the first point of contact between the hotel staff and customers. Therefore, front desk staff members should be culturally intelligent and sensitive to ensure they provide excellent service to Saudi Arabian customers. Here are some tips for front desk staff members:
Greet Saudi Arabian customers with "Assalamu Alaikum" (peace be upon you) instead of "Hello" or "Hi."
Avoid physical contact such as shaking hands with Saudi Arabian women, as it may be considered inappropriate.
Ensure Saudi Arabian customers are assigned rooms in areas where they will not be disturbed by noise from bars, nightclubs, or other entertainment facilities.
Housekeeping
Housekeeping staff members play a vital role in ensuring the comfort and satisfaction of hotel guests. Here are some tips for housekeeping staff members when serving Saudi Arabian customers:
Knock before entering the room and wait for permission before entering.
Provide a copy of the Quran in the room or prayer mat for customers to use during their stay.
Remove any items that may be considered inappropriate or offensive to Saudi Arabian customers, such as alcoholic beverages or adult magazines.
Food and Beverage
Food and beverage staff members should be culturally sensitive when serving Saudi Arabian customers. Here are some tips for food and beverage staff members:
Ensure all food served is halal (permissible according to Islamic law).
Offer vegetarian and non-alcoholic options on the menu.
Separate utensils and plates for meat and non-meat dishes, as some Saudi Arabian customers may be strict vegetarians.
Spa and Wellness
Spa and wellness facilities are popular among hotel guests. Therefore, spa and wellness staff members should be culturally sensitive when serving Saudi Arabian customers. Here are some tips for spa and wellness staff members:
Provide gender-segregated facilities such as separate treatment rooms for men and women.
Offer private or family time slots for sauna and steam rooms.
Provide disposable undergarments for spa treatments as some Saudi Arabian customers may prefer not to remove their own.


DO's:
Greet Saudi Arabian customers with "Assalamu Alaikum" (peace be upon you) instead of "Hello" or "Hi."
Respect the conservative values of the Saudi Arabian culture, such as dress codes and gender segregation.
Offer halal food options and separate utensils for meat and non-meat dishes.
Provide copies of the Quran or prayer mats in the rooms.
Knock before entering the room and wait for permission before entering.
Provide gender-segregated facilities in spa and wellness areas.
DON'Ts:
Do not serve alcohol or pork to Saudi Arabian customers.
Avoid physical contact such as shaking hands with Saudi Arabian women, as it may be considered inappropriate.
Do not assign rooms near entertainment facilities that may cause noise disturbance.
Avoid serving non-halal food to Saudi Arabian customers.
Do not assume Saudi Arabian customers are familiar with Western customs and culture.
Do not ignore or disrespect Saudi Arabian cultural values and traditions.
Note that this is not an exhaustive list and may vary depending on the specific hotel policies and Saudi Arabian customers' preferences. It is always essential to be respectful and adaptable to meet the needs and expectations of customers from different cultures.




Conclusion
In conclusion, cultural intelligence and sensitivity are essential for hotel staff members when serving Saudi Arabian customers. The Saudi Arabian culture has a strong emphasis on tradition, religion, and conservative values, and it is crucial to understand and respect these values when providing service to customers. Hotel staff members should be aware of the differences in cultural customs and behaviours and be able to adapt to meet the needs and expectations of Saudi Arabian customers.
By implementing the guidelines outlined in this report, hotel staff members can create a welcoming and comfortable environment for Saudi Arabian customers. However, it is important to note that cultural intelligence and sensitivity are ongoing processes that require continuous learning and adaptation. Hotel staff members should be open-minded, willing to learn, and proactive in seeking feedback to improve their service to Saudi Arabian customers.
Overall, providing excellent service to Saudi Arabian customers requires a combination of cultural awareness, sensitivity, and adaptability. By creating an environment that respects and honors the Saudi Arabian culture, hotel staff members can create a positive and memorable experience for their customers, leading to customer loyalty and positive reviews.
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