


Executive summary
Qatar's hospitality industry has seen a rapid growth in international tourism over the past decade, including an increase in visitors from Spain. To ensure a positive experience for its guests, Qatar's hospitality industry must be aware of the cultural differences between Qatar and Spain. Cultural intelligence and sensitivity are essential components of providing a successful guest experience, and understanding the nuances of Spanish culture can create a welcoming environment that respects both countries' cultures. With an expansive hospitality industry, Qatar is well-equipped to provide an exceptional experience for its guests, no matter their cultural background.
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[bookmark: _Toc128852562]Introduction
Qatar has seen a significant rise in international tourism over the past decade, becoming a hub for travellers from around the world (Kamrava, 2020). With an expansive hospitality industry, Qatar seeks to provide an exceptional experience for its guests, regardless of their cultural background. Qatar has seen an increase in visitors from Spain, with over 40,000 Spanish tourists visiting the country in 2018 (Qatar Tourism Authority, 2018). To ensure that the experience for these international guests is positive, Qatar's hospitality industry must be cognisant of the cross-cultural differences between Qatar and Spain.
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Figure: Qatar tourism industry from 2013 to 2022
Source: Statista, 2022
Cultural intelligence (CQ) and sensitivity are essential components of providing a successful guest experience (Paparoidamis, Tran and Leonidou, 2019). It is a critical skill for Qatar's hospitality industry when catering to Spanish guests, as there are stark differences between the two countries in regards to cultural norms. By understanding the nuances of Spanish culture, Qatar's hospitality staff can create a welcoming environment that respects and appreciates the cultural differences between the two countries.
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Cultural intelligence and sensitivity are essential for hoteling personnel in order to provide quality service to international guests (Peterson, 2021). It is important for personnel to understand the cultural norms and values of the host country (Qatar) and the guest country (Spain) in order to create a comfortable and respectful environment for the guests. Additionally, cultural intelligence and sensitivity is necessary for personnel to understand the expectations of the guests and to be able to adjust to their needs. Cultural intelligence and sensitivity is also necessary for hotel personnel to prevent misunderstandings and ensure that the guests have a positive experience (Jhaiyanuntana and Nomnian, 2020).
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Figure: Hofstede model of Qatar
Source: (Hofstede Insights, 2020)

	• Individualism vs Collectivism:
	Qatar is a highly collectivist society where people have strong interdependence on each other (Kabasakal and Bodur, 2018). It is also a hierarchical culture, with strong emphasis on respect for elders and authority figures.

	• Long-term vs Short-term Orientation:
	Qatar is a long-term oriented society that values patience and hard work. People in Qatar prioritise the future over the present and are willing to make sacrifices for their long-term goals.

	• Masculine vs Feminine Notions:
	Qatar is a patriarchal society, with a strong emphasis on masculine values such as assertiveness and competitiveness (Theodoropoulou and Ahmed, 2018). Women are expected to be passive and submissive.

	• Avoiding Uncertainties:
	Qatar has high avoidance of uncertainty, meaning that people prefer to plan for the future and take steps to minimise risks.

	• Indulgence vs Restraint:
	Qatar is a restrained society that values moderation and self-control. People in Qatar are expected to control their emotions and impulses and to display good manners in public.

	• Power Distance:
	Qatar has a high power distance, meaning that there is a strong sense of hierarchy and respect for authority figures. People in Qatar are expected to obey their superiors and show deference to those in positions of power.
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Figure: Hofstede model of Spain
Source: (Hofstede Insights, 2020)

	• Individualism vs Collectivism:
	Spain is a collectivist society where people prioritise collective goals over individual goals (Bobowik et al. 2018). People in Spain tend to value their family and group connections strongly and prefer to work together when it comes to making decisions. 

	• Long term vs Short term orientation of ideas:
	Spain is a long-term oriented society where people tend to value long-term planning, taking into account the consequences of their actions on the future.

	• Masculine against Feminine notions:
	Spain is a feminine society, where people focus on relationships, quality of life, and nurturing others (Hofstede Insights, 2020).

	• The index of avoiding uncertainties in dealings:
	Spain is a high-uncertainty avoidance society, where people are open to taking risks and trying new things.

	• Indulgence against restraint values:
	Spain is an indulgent society where people tend to be more emotional and express themselves openly, and where the emphasis is on enjoying life.

	• Power distance:
	Spain is a low power distance society than Qatar, where people tend to be more egalitarian, and there is less acceptance of hierarchical power structures.
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In terms of hospitality, both Qatar and Spain take pride in their traditional cuisine and are passionate about sharing it with others. Qatar is known for its authentic Middle Eastern dishes, such as hummus and falafel, and its traditional pastries and desserts (Savvaidis et al. 2022). Spain is famous for its tapas and paella dishes, as well as its world-renowned churros. Both countries also have a strong tradition of hospitality, where guests are expected to be treated with respect and kindness.
Qatar and Spain also differ in terms of their respective languages. In Qatar, the official language is Arabic, while Spanish is the main language spoken in Spain. This difference in language can present a challenge for international visitors, as they may need to use an interpreter or translator in order to communicate effectively.
Finally, Qatar and Spain have different customs regarding dress code. Qatar has a more traditional dress code, and women are expected to dress modestly in order to be respectful of the local culture. In Spain, there is not as strict a dress code and visitors are generally expected to dress casually.


[bookmark: _Toc128852567][bookmark: _Toc128852568]Hotel handbook (Do’s and Don’ts)
Spain
	Do's
	Don'ts

	• Respect the traditional Spanish diet and provide options for gluten-free and vegan meals.
	• Refrain from asking personal questions or making assumptions about Spanish visitors.


	• Be aware of different Spanish customs and make sure to display appropriate etiquette.
	• Refrain from speaking in English before attempting to speak in Spanish.

	• Offer a greeting in Spanish or use a universal greeting such as a handshake or a bow.
	• Do not be too loud in public or when interacting with Spanish visitors.

	• Make sure to provide information and services in Spanish for the comfort of the guests.
	• Avoid making jokes about Spanish culture or customs.
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	Do’s
	Don'ts

	• Greet people in the traditional manner by shaking hands with the right hand and say ‘As-Salam Alaykum’ (Peace be upon you). 
	• Refrain from public displays of affection such as holding hands or kissing.

	• Learn some basic Arabic phrases such as ‘Shukran’ (Thank you) and ‘Ahlan’ (Welcome). 
	• Avoid discussions about religion and politics. 


	• Dress modestly; women should wear a headscarf, long sleeve shirts and trousers or skirts that go below the knee. 
	• Do not drink alcohol in public places. 


	• Try the local cuisine, as this is an important part of the culture.
	• Do not use your left hand when eating, handing something to someone or greeting someone.
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Cross-cultural sensitivity and intelligence are essential for the hospitality industry, as it requires interacting with customers from diverse backgrounds. A sense of culture and relevant skills is a distinctive human characteristic (Abramson and Moran, 2017). To foster a successful business, cross-cultural training should be an integral part of the industry’s operations.  This will allow employees to understand and respect different cultural practices and norms, creating a positive environment and ensuring an excellent customer experience.
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