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This report will be comparing the culture of the United Kingdom and The Kingdom of Saudi Arabia to help hotel departments in London better understand and serve customers arriving from Saudi Arabia.
Language
Saudi people speak Arabic as their first language, and it is the official language of the kingdom. Additionally, some can speak English as they are taught it in school as a second language. Similarly, the United Kingdom speaks English as their official language but for example in schools they can be taught Welsh, Spanish, and French.
Cultural Sensitivity
Men and women dress completely differently compared to British styles. Saudi women tend to cover every body part from head to toe, unlike women in the UK who generally wear cropped clothing or knee length skirts etc. Men cover their hair and wear black or white loose dresses called thobe or thaw whereas British men wear a variety of casual clothes. Saudi people do not stay in closed areas, speak to or shake hands with members of the opposite sex. Also, the most common religion of Saudi Arabia is Islam whereas in the UK it is Christianity which means there are differences in collective beliefs and social norms and values of the Kingdoms.
Halal food options
As most of the Saudi Arabian population is Muslim, it is important to provide halal food options. Halal food is prepared according to Islamic dietary laws and does not contain pork or alcohol. Whereas in the UK people eat pork and drink alcohol or cook food with alcohol which is not allowed to be provided to Muslim people.
Tourist Attractions
The UK has many popular tourist attractions, in London for example, you can see Buckingham Palace, the British Museum, and the London Eye. Whereas The Kingdom of Saudi Arabia has less attractions, yet they have a religious pilgrimage called ‘Haram’.
Transportation
In Saudi Arabia, most men drive their own cars and just recently, women have been permitted to drive cars as well. Whereas in the UK, whilst many people drive, public transport is a lot more common and popular than in Saudi Arabia. The UK provides trains, subways, busses, coaches, public bikes, taxis and Ubers.
Accommodation
In Britain, mixed gender accommodations are allowed in British culture, but it is forbidden in Saudi Arabia’s culture. 
Culture plays an important role in the success of a hotel's operation and hospitality experiences. Understanding culture is essential because it enables a hotel to create a welcoming environment that is respectful of guests' customs, beliefs, and practices. Here are some specific reasons why an understanding of culture is essential for a successful hotel's operation and a guest’s hospitality experience:
1.    Respectful and welcoming environment: A hotel that respects and understands different cultures can create an environment that is welcoming to all guests. 
2.    Meeting guests needs: By understanding these differences, a hotel can tailor its services to meet the specific needs of each guest. For example, some guests may require halal or kosher food, while others may require specific religious or cultural accommodations. By understanding these needs, a hotel can provide a more personalized and enjoyable experience for its guests.
3.    Avoiding cultural misunderstandings: Cultural misunderstandings can lead to uncomfortable or even offensive situations for guests. By understanding the different cultural norms and practices, a hotel can avoid these misunderstandings and provide a more seamless and enjoyable experience for its guests.
4.    Enhancing guest experience: A hotel that understands and respects different cultures can create a more enriching and memorable experience for its guests. By providing cultural experiences and activities, a hotel can enhance the guest experience and create lasting memories.
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Introduction 
In this report, I am going to explain why cultural intelligence and sensitivity are essential for any hotel customer service. Cultural intelligence and sensitivity are essential for hotel personnel because of the global nature of the hospitality industry. As hotels serve guests from other cultures and backgrounds, hotel employees must have the skills and knowledge to communicate and respond effectively to guests from different cultural backgrounds.
Cultural intelligence refers to the ability to understand, appreciate, and navigate different cultural contexts. This includes knowing culture, values, and requirements, as well as the ability to adapt to cultural differences in communication and behaviour. Cultural sensitivity involves being aware of and respectful of cultural differences and avoiding actions or behaviours that may offend or disrespect guests.
Now, focusing on the hotel guest service implications for guests from Saudi Arabia, it is essential to recognize and understand the cultural differences and customs that may impact their stay.
One significant aspect of Saudi Arabian culture is the importance of privacy. For instance, women in Saudi Arabia dress modestly, covering their hair and wearing loose-fitting clothing. Therefore, hotel employees should be aware of these cultures and provide appropriate accommodations, such as offering private female-only spaces or providing a hijab for female guests who may not have one. (AFS-USA, 2023)
Another important aspect of Saudi Arabian culture is the emphasis on hospitality and generosity. Guests from Saudi Arabia may expect to be treated with great respect and hospitality during their stay. This can include providing personalized attention and ensuring that their needs and options are met. For example, hotel staff may provide prayer mats and instructions on how to face Muslim Qibla or know the easy direction to a mosque. They could also ensure that halal food is available for Muslim guests or otherwise find them a halal restaurant.
Main Body

The functions and services offered in the hospitality industry.
Saudi Arabia has a very special social culture, and hotel department functions should consider these when providing service to Saudi Arabian guests. 

Front Desk and Reception
The front desk staff should be aware of Saudi Arabian customs such as gender separation and greeting customs. For example, when greeting Saudi Arabian guests, staff should say "Assalamu alaikum" (peace be upon you) and should not shake hands with guests of the opposite gender, however, if the customer wants to shake your hand, then you can shake hands. The front desk should also ensure that the rooms assigned to Saudi Arabian guests are not located next to rooms occupied by guests of the opposite gender.

Food and Beverage department
The hotel's food and beverage department should provide halal food options to accommodate Saudi Arabian guests' religious dietary requirements. No Alcohol or pork products are allowed near or in the same place of the cooking or the serving of food, also all meat and poultry must be supplied from halal butchers. The department should also ensure that non-halal items are not mixed with halal items and that halal items are stored and prepared separately. All drinks must be free of alcohol and be made in separate places from the alcohol bar.

Housekeeping
Saudi Arabian guests have specific requests related to the housekeeping service. For example, female housekeepers may not be allowed to clean the room of a male guest, and male housekeepers may not be allowed to clean the room of a female guest. Therefore, the housekeeping department should ensure that the gender of the housekeeper assigned to a room is appropriate. Also do not forget to remove any drinks containing alcohol from the mini bar including non-halal snacks.


Recreation and Leisure
Saudi Arabian customers cannot use mixed-gender spas or health clubs or even swim in a mixed-gender swimming pool, so hotels must provide times that can separate genders in the leisure club.

Business Centre
The business centre should be equipped with appropriate facilities to meet these requirements. Such as a place to pray to face the Qibla, providing the right hours according to Saudi Arabia’s time zone, providing familiar TV channels, and Quran Chanels.

Dos and Don’ts’ briefing document to relevant staff in the hotel.
	DO
	DO NOT

	· Serve HALAL food only.
· Place prayer mats in the accommodation room.
· Speak politely and try to say “Assalamu alaikum" (peace be upon you) as greeting.
· Serve Muslim TV channels. 
· Arrange times at the spa and pool for same gender only.
· Arrange designated prayer area.
· Hire Arabic speaking translator and staff.
	· Serve alcoholic drinks.
· Serve opposite genders.
· Arrange mixed gender transport.
· Shake hands with the opposite gender.
· Show explicit media programmes. 
· Cleaning opposite gender’s rooms
· Non-Halal food or snacks
· Offer gambling games or services.








Conclusion,
Cultural intelligence and sensitivity are essential for hotel personnel, particularly when it comes to serving guests from different cultural backgrounds. By understanding and respecting cultural differences, hotel employees can provide exceptional service that meets the needs and expectations of all guests, including those from Saudi Arabia.
Overall, it is essential for hotel departments and functions to be aware of the cultural norms and requirements of Saudi Arabian guests and to adapt their service delivery accordingly. By doing so, hotels can provide a comfortable and enjoyable experience for all guests, regardless of their cultural background.
Remember, the key to successful guest service experiences is to be sensitive to cultural differences, provide helpful information, and make guests feel welcome and comfortable. In conclusion, an understanding of culture is essential for a successful hotel's operation and guest hospitality experience. It allows hotels to create a respectful and welcoming environment, meet guest needs, avoid cultural misunderstandings, and enhance the guest experience.
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