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Executive summary
The hotel industry experiences international visitors regularly. So, the hotel staff should be culturally sensitive and intelligent so that they can manage guests’ experiences in a better way. The hotel in France encounters guests from Saudi Arabia. So, the requirements for sensitivity and cultural intelligence among hotel staff to serve those guests have been evaluated using the cultural dimension model of Geert Hofstede. The staff should be aware and respectful of the difference since there are differences among people in these two countries in terms of time orientation, power distance, uncertainty avoidance and so on. Incorporating better communication updated resources and training facilities, the departments of the hotel can adapt themselves according to the requirements and cultural norms of international guests.
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[bookmark: _Toc137398174]Introduction
Cross-cultural differences are a common phenomenon in hotel industries as they have to encounter international guests who come from different areas of the world (Moran, 2018). So, here a handbook is prepared to help hotel personnel in their management of hotel guest experiences. First, there will be an evaluation of the requirements of cultural intelligence and sensitivity among the hotel personnel. The evaluation will be conducted following Hofstede’s cultural dimension model. Then there will an identification of the ways through which hotel departments can adapt according to the cultural requirements and norms of international guests. As an endpoint, there will be a list of do’s and don’ts for the staff of the hotel. 
[bookmark: _Toc137398175]Requirement of cultural sensitivity and intelligence among hotel staff 
As the hotel welcomes international guests, there are a lot of guests from Saudi Arabia. Since, there are huge differences in the language, beliefs and cultural thinking between France and Saudi Arabia; hotel staff requires to have proper cultural intelligence and sensitivity. The requirement of having cultural intelligence and sensitivity among hotel staff are evaluated below implying the cultural dimension model of Geert Hofstede: 
[image: ]
Figure 1: Cultural dimension model of Geert Hofstede.
Source: (Jandt, 2016).
Power distance: Through power distance, it is indicated how much authority or power distribution is accepted by society (Samovar, 2009). The score of France is low here which means that people here maintain equality in power distribution. Saudia Arabia is in the opposite position where people prefer the regulation of higher authorities (Taylor and Lonsdale, 2019). So, their expectations of customer service will also be different in the hotel. For instance, they may want respect according to their age, title or status. So, hotel staffs need to be aware of these differences so that any miscommunication does not occur. 
Collectivism vs individualism: This dimension indicates the degree of emphasis on individual achievement vs group achievements (Cooper and Wahab, 2007). French people love to be treated individually. Whares, people in Saudi Arabia prefer group value, contribution and loyalty. The intelligence and sensitivity about this cultural difference can be helpful for hotel staff while dealing with these international guests. Because, this guest may prefer respect for values, commitment and loyalty. 
Risk avoidance: It is the degree to which people accept uncertainty (Timm, 2011). People in France are comfortable with a high number of risks. But people in Saudia Arabia prefer stability and avoid uncertain circumstances. In the case of hotel services, they will prefer stable and comfortable service without any major interruption. So, having an idea about these differences will help hotel personnel provide satisfactory service to these international guests. 
Time orientation: It indicates the preferences for past, present and future relationships and incidents (Frew and White, 2011). In France, people mainly consider the present situation. But in Saudi Arabia, people are concerned about their future states (Kalargyrou and Costen, 2017). So, guests from Saudi Arabia may want to have further services from the same hotel in the future. Having cultural intelligence and sensitivity will be helpful to hotel staff in considering the difference in the requirements of guests. Thus, they can focus on providing satisfactory services to these customers so that they repeat their visits to the same hotel again. 
Masculinity vs femineity: It is the preference for objective outcomes and assertiveness vs preferences for emotion, value and relationships (Methan, 2001). Both culture crore high in masculinity. Hence, staff should have an idea about this so that they can appropriately respond to the needs of guests of Saudia Arabia. 
[bookmark: _Toc137398176]Strategies for the adaptation of hotel departments and functions
There are various departments in a hotel like front office, food, maintenance, housekeeping, human resource and so on that combinedly manage the operations of the overall hotel brand (Kalargyrou and Costen, 2017). Since the hotel invites international guests; it has to adapt its departments according to the requirements and cultural norms of those guests so that they feel comfortable and become satisfied. In the following way, the hotel can perform the adaptation of the departments and functions according to the unique cultural needs and norms:
First of all, the management department of the hotel should update policies and regulations so that equality, diversity and respect are ensured in terms of cross-cultural differences. Then a strong communication channel can be established with and among the departments so that they can share necessary information and respond to cultural norms and requirements. For the adaptation of the staff, training should be arranged in all departments. Along with this, there is a requirement for enough resources to support this adaptation process (Jain and Sharma, 2018). For instance, if the housekeeping department wants to decorate the room of international guests according to their cultural specialities, there will be a requirement for accessories and furniture. For this, they will need help from the accounts department. The accounts department should adapt their budget to fulfil this need. This indicates that departments can combinedly adapt themselves to fulfil the requirements and cultural norms.
[bookmark: _Toc137398177]List of do’s and don’ts for hotel personnel
	Do’s
	Don’ts 

	Self-awareness is a must for the hotel staff
	Never show disrespect to any culture, language or belief. 

	Better communication skills have to be adopted to communicate in cross-cultural situations
	Stereotyping is strictly forbidden (Mackay, 2011).

	Appreciation of differences is necessary for a cross-cultural situation
	Never be judgemental of anyone 

	Be mindful while using gestures (Gudykunst, 2010).
	Discrimination should be avoided (Cotilla and Soria, 2021).



[bookmark: _Toc137398178]Conclusion
In the hotel industry, there are guests from different corners of the world. So, this handbook has been prepared as a guide for the hotel staff to help them in generating a better customer experience. Since the hotel has guests from Saudia Arabia quite often and there are huge differences in the culture between these two countries, the hotel personnel should be culturally intelligent and sensitive. The hotel can adapt its departments to accommodate the needs and cultural norms of its customers in different ways. 
[bookmark: _Toc137398179]Recommendations
· Staff of the hotel should have cultural awareness so that they can identify the differences and can take action accordingly.
· Hotel staff should be supportive, and respectful of cross-cultural differences and try to ensure equality and diversity in the service providence (Vaiman and Brewster, 2021). 
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