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Executive Summary


This report aims to evaluate the key cultural differences between us and our visitor to help our staff in preparing and managing the guest experience for international visitors. The cultural differences are reflected by Hofstede’s model of national culture. The report also provides a handbook of do’s and don’t for both countries to understand the culture and cultural differences in short. 
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Introduction
This report is a handbook for the staff of the Marriot Hotel, Kensington, London to prepare and manage the guest experience for the visitor of Japan. The report is based on the cultural dimensions of the Hofstede model. The six dimensions of the Hofstede Model are power distance, individualism, masculinity, uncertainty avoidance, and long-term orientation. Based on this model the report identifies the cultural differences between the two countries and then suggests how to deal with the guest from other cultures. 

Country A : The UK
London Marriott Hotel, Kensington is situated in Kensington London, the capital of the UK.  (Marriot, 2022). The country adopts a multinational diverse culture where everybody is treated equally. Moreover, the people in the UK are private, success-driven, comfortable in any situation, prefer to maintain tradition, can take a pragmatic approach, and are indulgent. 
Country B: Japan
Our guest is from Japan. It is an island country in East Asia.  In Japan, power is unequally distributed where people must follow their seniors.  People are mostly self-dependent. They always drive for excellence and perfection and always prepare themselves for any uncertain situation. People in Japan are also long-time oriented and restrained. 



UK JAPAN: COUNTRY COMPARISON
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Critical analysis
Hofstede’s first dimension is power distance which measures the existing degree of inequality. The United Kingdom ranks 35 in the power distance index which indicates the minimization of inequalities among the people. Therefore, the UK society is based on a flat structure rather than a hierarchy. Power is evenly distributed in this dimension and therefore, both supervisors and subordinates can play almost the same role and work as a team. 
On the other hand, with a score of 54, Japan is a marginal hierarchical society.  In this country, power is not evenly distributed and therefore inequity exists in the society. Subordinates need to follow their seniors or top management to complete a task which results in a slow decision-making process and minimal initiative from the subordinates. 
The next dimension is individualism which indicates the degree of independence maintained by a society among its people.  The UK scores 89 in this dimension which that the country is highly individualist. Therefore, in the UK, people like to be private.  There is a high valuation of people’s time and their necessity for freedom (Hofstede-Insights, 2010).
However, the score of Japan in this dimension is 46 which shows Japanese society as a collective society. Therefore, a group’s harmony is more important than the individual’s expression and opinion. There is a strong concept of ‘face’ in this norm where losing face is a great shame for this society and therefore people should not embarrass each other. 
Hofstede’s third dimension is Masculinity which deals with the motivating factors of people whether they want to be the best (Masculinity) or they do what they like (Feminine). The UK is mostly a masculine society with a score of 66. British people are success-driven, and they live to work with a clear performance ambition. However, there is not any significant distinction between men and women regarding this performance and successful women are similarly respected as men in this society.  (Hofstede-Insights, 2010)
Japan on the other hand is one of the most masculine societies in the world as it scores 95 in this dimension. Japanese people are always competitive and success driven. They drive for excellence and perfection in their material production, services, and presentation in every aspect. Another expression of Japanese masculinity is their culture of workaholism. Women in Japan mostly struggle to succeed in this strong masculine norm with hard and long working hours (Litvin, 2019)
Uncertainty avoidance is the fourth dimension in Hofstede’s model. This dimension deals with the degree of anxiety of the society members regarding the uncertain future. This indicates the control or acceptance of the future by society (Seo, 2012). 
The UK’s score of 35 in this dimension shows that the country is always ready to accept any uncertain situation. Therefore, the country has an informal attitude in every aspect where they pay more attention to the essence rather than the form and they can accept any risk and change. They are more concerned about long-term strategy rather than day-to-day activities. They can face the change when needed and can propose options to change the existing situations with the implied risk (Nazarian et al, 2017)
As seen from the score of uncertainty avoidance, which is 92, Japanese people are always prepared for any uncertain situation. One of the main reasons for this high score is the constant threat of natural disasters in this country. There are always prescribed norms everywhere for maximum predictability. Changes are very difficult in Japan due to this high uncertainty avoidance (Reisinger and Turner, 2012). 
The fifth dimension of the Hofstede model is a long-term orientation which indicates how every society deals with the present and future challenges while maintaining links with the past. These two existential goals are prioritized by people in different ways. A normative society with a low score prefers maintaining time-honored norms and tradition and views the social change with suspicion. On the other hand, societies with high scores take a pragmatic approach and encourage thrift and efforts to prepare themselves for the future. 
The UK scores 51 in this dimension which is an intermediate score and therefore it is hard to determine the dominant preference of the British culture. However, Japan scores 88 which makes the country one of the most long-term-oriented societies. The life of Japanese people is guided by virtues and real good examples. 
Indulgence is the final dimension of the Hofstede model. This dimension defines the extent to which people can control their expectations and impulses. Indulgence refers to the weak control whereas restraint refers to the strong one. Since the UK scores 60 in this dimension, its culture is classified as indulgent where people are intended to realize their impulses and expectations while enjoying life. People in this society are positive and optimistic and they enjoy and give utter importance to their leisure. 
Japan on the other hand has a culture of restraint with a score of 42. The people of this society have the tendency of pessimism and cynicism. Moreover, they do not give much importance to leisure and they control the fulfillment of their expectations. They feel that they are restrained by social norms and therefore do not try to indulge themselves (Hofstede-Insights, 2010)  

Hotel Handbook (do’s & don’t)
UK
	Do’s
	Don’t

	Greeting with the first name 
	Nodding

	Solid handshake 
	Order room service but not fully dressed

	Making small talk with the guest while bringing up the meal 
	Asking for anything too outrageous 

	Giving feedback 
	Getting angry to the staff while visiting guest’s room

	Putting room service order in advance
	Speaking Loud

	Telling a little about yourself 
	Asking about celebrities in the hotel 







Japan 
	Do’s
	Don’t

	Putting Yukata (traditional garment) on correctly (Cultrual Trip, n.d)
	Wearing shoes indoors

	Letting know the staff about any specific dietary requirements  
	Placing luggage on the tokonama (wooden alcove)

	Covering up tattoos during hot bath  
	Wearing bathroom slippers in the room  

	Using private bath time  
	Taking clothes or towels into the bath

	Putting room service order in advance
	

	Telling a little about yourself 
	




Conclusion
This report is a snapshot of welcoming guests from Japan. The report summarised the significant differences of cultures between our culture and our guest’s culture. Based on these reports and the cultural differences, the hotel staff can prepare themselves to welcome our guests in the highest professional standard and they will be able to use this experience in the future to welcome any other international guest. 
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