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EXECUTIVE SUMMARY
In this report we discuss and analyse two countries and their cultures and try and put together a handbook for employees to use as a guide to make guests feel welcome, with cultural awareness in mind.
One useful framework for understanding how basic values underlie organisational behaviour is Hofstede’s cultural dimension. We use Hofstede’s theory to look at both countries.
Cultural awareness and sensitivity is extremely important in hotels, from both a guest and staff perspective, wherever the hotel is situated you must consider that culture of visitors may be very different to yours, and it’s also likely you will hire staff from diverse backgrounds too.
Including this in your hotel management strategy will improve your level of guest and staff satisfaction, resulting in better and improved reputation for your hotel.
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INTRODUCTION COUNTRY A (HOTEL LOCATION)
Italy is a peninsula in southern Europe. It has approximately 61 million inhabitants,96% of whom are Italians. The remaining 4% of residents include north Africans, italo-Albanions, Germans and, Austrians. Italy is the homeland of the roman empire, the roman catholic church and the main centre of renaissance.
Around 90% of Italians are Roman Catholics. Rome is home to Vatican City, which is the hub of Roman Catholicism, and where the pope resides. The remaining10% of Italians are protestant, Jewish or Muslim.
Italian is the official language in Italy, however there are a number of dialects and languages that are spoken by native Italians such as Albanian, Catalan, Corsican ,French ,German and Greek.(Barrera,2017)
Italian culture traces its root back to the ancient world and has influenced art, fashion and food around the world.
Family is an extremely important value within the Italian culture, their family solidarity is focused on extended family rather than the wests idea of the” nuclear family” of just mum dad and kids. Children are reared to remain close to the family upon adulthood and incorporate their future family into the larger network.(Zimmermann,Gordan,2022)


INTRODUCTION COUNTRY B (GUESTS HOME AND CULTURE)
Saudi Arabia is a kingdom covering most of the Arabian Peninsula. The majority of the population is ethnically Arab. Saudi culture is fundamentally traditional and conservative. Islam has an extensive influence on society, guiding peoples social, familial, political, and social lives. The Saudi people generally share a strong moral code and cultural values, such as hospitality loyalty and a sense of duty to support their community. They are often highly aware of their personal honour and integrity. (Evason,2019)
Saudi traditions are rooted in Islamic teachings and Arab customs, which Saudis learn about at an early age from their families and schools. Arab traditions play an important role in Saudi life, they include generosity and hospitality which every Saudi family offers to strangers friends and family. The simplest expression of hospitality is coffee its preparation alone is an intricate cultural tradition, it is often served in small cups along with dates and sweets. Another gesture of hospitality is the burning of incense (oud) to welcome guests.(Saudiembassy)

COUNTRY ANALYSIS
Analysing both these countries there is one clear similarity, and this is family values. Both Italians and Arabs share this culture and tradition of family values and putting family first. Both countries are religious with their own way of interpreting religion. Arabs religion is Islam and Italians is Catholicism, very different religions and how it is practised but a vital in both the Arab and Italian families.
It is common for Italian friends and families to kiss on the cheek when they meet irrespective of gender, whereas Arabs generally do not make physical contact with members of the opposite gender.it is best practice to simply greet them verbally with a nod of the head and wait to see if they are comfortable extending their hand. (Evason,2017)
Italian culture tends to be very hierarchical meaning that great respect is given to age, experience and position. The oldest couple of the family hold the maximum responsibility and power in the hierarchical structure of Italian families. (Hierarchystructure,2022) 
Saudi Arabia is a monarchy based on Islam. The government is headed by the king. Because Saudi is an Islamic state its judicial system is based on Islamic law (shariah) the king is at the top of the legal system. The family has also relied heavily on its long relationship with the Wahabi religious hierarchy to maintain social and political control, (Britannica) through Hofstede’s findings we can see Saudi Arabia scores high on this dimension which means that people accept a hierarchical order in which everybody has a place, and which needs no justification.(Hofstede)
Appearance is a common significant denominator for Italians, how you dress can point out your social status your family back ground and your education level, indeed the concept of “Bella Figura” (good impression) is of utter importance.(Palumbo,2019)
In Saudi Arabia it is important to dress modestly at all times women must dress modestly covering their whole body, women are expected to wear the black long gown called the abaya while in public making sure the fabric is not see through and tight. The hijab and niqab is common for women to wear. Although the abaya and hijab is optional for tourists you will need to wear it while entering mosques in respect of Muslim culture. Also, footwear must be removed while entering religious institutions, and in Saudi house its expected to remove footwear before entering as a sign of etiquette.(Saudiarabiavisa,n.d)
For Italians it is a sign of rudeness to open shoes in front of people.

HOTEL HANDBOOK
Here is a hotel handbook of do’s and dont’s to make the guests feel welcome when they come from Saudi Arabia to Italy.
Do
Greet your guests with respect and politeness.
Try say Assalamu Alaikum (peace be upon you) greeting.
Show interest in their wellbeing and their families.
Respect guest’s religious beliefs and make accommodation to allow guests to observe rituals of prayer (and fasting if in the month of Ramadan holy month).
Let them know there is separate room to observe prayer.
If guests are fasting food will be available to break their fast at sunset and at sunrise for pre-dawn meal.
Let them know halal menu is available.


DONT
Physically greet a guest especially female gender.
Use left hand to give something (room card).
Check the time whilst in conversation with guests it is considered rude.
Sit in a position that allows one’s shoe to face the guests or cross your legs.
Display alcohol or offer to your guests.

CONCLUSION
Culture is a complex and dynamic topic that can be difficult for today’s managers or anyone to deal with. Your culture is formed with a wide range of environmental factors such as climate, legal systems, religion. This forms general values, norms and beliefs, which influences attitude and individual behaviour.by learning about other cultures you are more likely to develop cultural sensitivity, or an ability to understand different perspectives and care about another person’s culture developing openness and empathy. This perception may help you take a more personalised approach in staff supervision and providing customer service that leads to higher satisfaction for both employee and customer (ehotelier,2022). 
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