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[bookmark: _Toc129274691]Executive Summary

This Hotel Handbook is designed to assist hotel staff in managing the guest service experiences for international visitors, with a focus on guests from Japan. The Handbook provides critical evaluation of cultural intelligence and sensitivity, highlighting its importance in providing quality service to international guests. It also identifies key cultural differences, customs, and behavior of Japanese guests, and provides practical guidelines for hotel staff to adapt their service delivery to accommodate the guests' specific cultural norms and requirements. The Handbook includes a list of Do's and Don'ts for hotel staff and concludes with two recommendations for staff to enhance their cultural intelligence and sensitivity.
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The hospitality industry is a global business, and hotel personnel must be able to provide quality service to guests from diverse cultural backgrounds. Understanding and respecting cultural differences and customs is crucial to creating a positive guest experience and building a strong reputation for the hotel. This Handbook aims to provide hotel staff with an understanding of cultural intelligence and sensitivity and practical guidelines for accommodating the specific cultural norms and requirements of guests from Japan.

[bookmark: _Toc129274693]Cultural Intelligence and Sensitivity

Cultural intelligence (CQ) is the ability to understand and effectively navigate cultural differences (Chen & Li, 2017). It involves four capabilities: cognitive, physical, emotional, and behavioral. Cognitive CQ involves the ability to understand and interpret cultural differences. Physical CQ involves the ability to adapt to different physical environments. Emotional CQ involves the ability to manage and regulate emotions in intercultural interactions. Behavioral CQ involves the ability to modify behavior to adapt to different cultural norms and expectations (Earley & Ang, 2003).

Cultural sensitivity involves being aware of and respectful of cultural differences and customs. It requires recognizing that different cultures have different values, beliefs, and behaviors, and being willing to adapt one's behavior to accommodate these differences. Cultural sensitivity involves being mindful of one's own cultural biases and assumptions and being open to learning about other cultures (Chen & Li, 2017).

[bookmark: _Toc129274694]Japanese Culture and Customs

Japan is a country with a rich and unique culture, and it is important for hotel staff to understand and respect the customs and behaviors of Japanese guests. Japanese culture values politeness, respect, and harmony. It is important to address guests by their last name with the appropriate honorific suffix, such as -san, -sama, or -sensei, depending on their status and relationship with the guest (Kurosu, 2017). Guests may also bow as a sign of respect or gratitude, and hotel staff should return the bow with a slight bow of their own (Yamada, 2016).

Japanese guests often wear yukata, a traditional cotton robe, in their hotel room, and hotel staff should provide yukata and slippers for guests to use during their stay (Yamada, 2016). Japanese cuisine is an important aspect of Japanese culture, and hotels should offer Japanese cuisine options on the menu, such as sushi and tempura (Kurosu, 2017). Guests may also appreciate chopsticks and a wet towel (oshibori) to clean their hands before and after the meal (Yamada, 2016).

[bookmark: _Toc129274695]Adapting Service Delivery for Japanese Guests

[bookmark: _Toc129274696]Guest Rooms:

1. Provide yukata and slippers for guests to use during their stay.
2. Offer Japanese-style toilets and washlets.
3. Provide tea and a tea set

[bookmark: _Toc129274697]Food and Beverage:

1. Offer Japanese cuisine options on the menu, such as sushi and tempura.
2. Provide chopsticks and a wet towel (oshibori) to clean hands before and after the meal.
3. Serve dishes in traditional Japanese-style dishes, such as lacquerware or pottery.


[bookmark: _Toc129274698]Front Desk and Concierge:

1. Address guests by their last name with the appropriate honorific suffix.
2. Offer a bow in return when guests bow.
3. Provide maps and guides in Japanese.
4. Arrange transportation for guests in a timely and efficient manner.
5. Offer suggestions for local Japanese cultural experiences and events.


[bookmark: _Toc129274699]Housekeeping and Maintenance:

1. Avoid touching or moving personal belongings, especially if they appear to be in a specific arrangement.
2. Use quiet cleaning equipment to avoid disturbing guests.
3. Provide a separate trash bin for used towels and yukata.
4. Do's and Don'ts for Hotel Staff

[bookmark: _Toc129274700]DO:

· Show respect and politeness towards Japanese guests.
· Provide yukata, slippers, tea sets, and chopsticks for guests to use during their stay.
· Offer Japanese cuisine options on the menu.
· Address guests by their last name with the appropriate honorific suffix.
· Offer a bow in return when guests bow.
· Provide maps and guides in Japanese.
· Arrange transportation for guests in a timely and efficient manner.
· Offer suggestions for local Japanese cultural experiences and events.
· Use quiet cleaning equipment to avoid disturbing guests.
· Provide a separate trash bin for used towels and yukata.
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· Touch or move personal belongings without permission.
· Speak too loudly or use aggressive body language.
· Offer food or drinks that may not be suitable for Japanese guests, such as pork or alcohol.
· Assume that all Japanese guests have the same cultural norms and behaviors.
· Disrespect or disregard Japanese cultural customs and traditions.


[bookmark: _Toc129274702]Summary

The Hotel Handbook for managing guest service experiences for Japanese visitors highlights the importance of cultural intelligence and sensitivity in the hospitality industry. The Handbook provides practical guidelines for adapting service delivery to accommodate the specific cultural norms and requirements of Japanese guests. It includes a list of Do's and Don'ts for hotel staff to ensure a positive guest experience and a strong reputation for the hotel.

Recommendations for Staff

1. Attend cultural sensitivity training to enhance their understanding and respect for different cultures.
2. Offer language courses to staff to improve their communication with Japanese guests.
3. Provide cultural resources for staff to learn about Japanese customs and etiquette, such as books, videos, and online resources. This will allow staff to better understand and appreciate the cultural differences of Japanese guests.
4. Hire staff members who are fluent in Japanese or have experience working with Japanese guests. This will ensure that guests feel more comfortable and confident communicating with hotel staff, which will lead to a more positive guest experience.





















[bookmark: _Toc129274703]REFERENCES 

Chen, G., & Li, M. (2017). Cultural intelligence: Conceptualization, measurement, and implications for global management. In Handbook of Research on Cross-Cultural Business Education (pp. 19-34). IGI Global.

Earley, P. C., & Ang, S. (2003). Cultural intelligence: Individual interactions across cultures. Stanford University Press.

Kurosu, M. (2017). Cultural Aspects of Japanese Hospitality. Journal of Tourism and Hospitality Management, 5(1), 1-12.

Yamada, Y. (2016). The Essential Guide to Being Polite in Japan. Tuttle Publishing.
