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Executive Summary 
In the research, St Jame’s Hotel & Club's cultural intelligence and communication barriers have been highlighted as critical factors in its success. The focus of the study was on Japanese visitors from other countries who presented communication and behavioural challenges. In addition, the department of the hotel where the guest is staying was mentioned in the report.
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[bookmark: _Toc105892173]Introduction 
When it comes to doing business in a foreign country, foreign language hurdles are a major concern. To succeed in the studies, Cultural Intelligence and Sensitivity will be emphasised. An emphasis on cross-cultural obstacles and do's and don'ts for hotel staff will be made using Hofstede's theory. The cultural and linguistic differences between Japan and the rest of the world are likely to be addressed while the client is being served in the hotel (Byram, De and Al, 2012). The study will show how guests from Japan's choices should take precedence.


[bookmark: _Toc105892174]Cultural Intelligence and Sensitivity
Cultural Intelligence and Sensitivity Have a Major Impact: The ability of hotel workers and guests to communicate across cultures is critical. In a competitive market, hotel management might focus on increasing customer satisfaction and improving services (O’fallon and Rutherford, 2012). The hotel's good name is boosted by its staff, who place a high importance on cultural sensitivity. As a result, it eliminates the cultural divide among its colleagues and can better satisfy the needs of its customers (Lustig and Koester, 2017). On the other hand, it has the potential to strengthen bilateral ties between countries and individuals around the world. To better serve hotel guests and communicate with them, awareness of cultural differences is an asset.
The guest's experience with the service: St Jame’s Hotel & Club's services, which place an emphasis on improving customer satisfaction through the use of multiple foreign languages, may help the hotel stand out in a crowded market. Customers may help the hotel's reputation by focusing on cleanliness and high-quality food. There is a language barrier for overseas customers.
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Cross-cultural communication is at the heart of Geert Hofstede's cultural dimensions concept or theory, which he established in 1997 (Cronjé, 2011). Individuals' behaviour is examined in relation to the cultural ideals of society as a whole. In a nutshell, it demonstrates the cultural differences across countries and how business is conducted and moved through them. The following is a list of the five theories that are included:
· Power Distance: Social disparity is referred to as the power of distance because of the way it is accepted and perceived in different societies (Leadbetter, 2011). It means, according to Hofstede, that people's behaviour might be influenced in a subtle way by the tremendous power of distance. For example, St Jame’s Hotel & Club which focuses on reducing social disparity for its customers is capable of serving them.
· Uncertainty avoidance: A person's fear of being in a new situation is what Hofstede calls "uncertainty avoidance" in this theory. Cultural and linguistic differences, for example, can cause a traveller from Japan to the UK to feel uneasy while in the country.
· Collectivism/Individualism: When it comes to the concept of dependency within a group, such as a family, or even within a single person, we use the terms "collectivism" and "individualism" interchangeably (Triandis, 2019). For example, a hotel in London that caters to families from Japan will be able to give effective services. On the other side, individualism is defined as valuing one's freedom and one's own choices over the interests of the group.
· Femininity/Masculinity: The distinctions between women and men demonstrate the importance of balancing the societal expectations for men and women as well as their own personal preferences. It is possible, for example, that customers in the aforementioned hotel will be more productive if they are served based on their gender preferences.
· Long-term orientation: Finally, Hofstede's long-term orientation hypothesis deals with cultural orientation in terms of future and past, as opposed to the short-term orientation hypothesis. This focuses mostly on the foster in an effort to break down the barrier of difference. For example, when Japanese tourists visit the United Kingdom, they feel like they are flying down the runway because of the attention and importance given to them.
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· Front Office Department: The hotel's receptionist serves as the face of the hotel's front desk. When it comes to the hotel, they keep in touch with the guests and keep them up to date on everything (Woods et al., 2014). Visitors from Japan have difficulty communicating with locals due to cultural differences. As a result, the hotel's staff must receive language education and training.
· The Department of Housekeeping: The hotel's housekeeping staff delivers excellent door-to-door service to guests, according to the hotel's website. Customers in Japan are unable to directly confront housekeeping employees about their issues (Casado, 2012). Cultural gestures will now be more understandable to housekeeping staff members who have been taught about them through cultural immersion.
· Restaurant Department: Sushi and other fish-stuffed meals are popular in Japan, where the restaurant department serves British specialities. This is because of the difficulties they have in exchanging their opinions openly (Chiffriller, 2014). The hotel in question should engage a translator to ensure that the overseas guest is well taken care of, as per the hypothetical scenario.
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DO’s and DON’T’s for hotel staff members
	DO’s
	DON’T’s

	1. Guests to Japan will feel at ease when they are greeted with a warm welcome from Japan's workers.
	1. An extremely conscientious Japanese guest expects nothing less from his hosts than perfection in all areas of service.

	2. Priority must be given to meeting the needs of Japanese clients, and businesses must constantly be ready to do so. (O’fallon and Rutherford, 2012).
	2. Japanese visitors may be put off by staff workers who are unavailable for an extended period.

	3. As a guest from Japan has a different choice, it is important to provide them with the attention they need.
	3. The Japanese client prefers not to have their personal space invaded, thus the person should avoid being overly nice.

	4. Visitors visiting Japan will be more likely to return to the hotel if they had a positive experience with the staff.
	4. They can be discouraged by the management and authority, even if they are not servicing guests from Japan.
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Staff at St Jame’s Hotel & Club will not be able to service clients from Japan and other nations despite their efforts to learn foreign languages. Management should take the lead and organise foreign language training to better prepare its employees for the workforce of the future (Winitz, 2012). Increasing the hotel's reputation in the worldwide market will benefit it greatly.
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The paper has highlighted the importance of cultural and sensitive intelligence in promoting international guest services. Japan's attention has been drawn to the country's vast cultural diversity (Laban/Bartenieff Institute Of Movement Studies, 2016). Various aspects of hotel operations, such as what hotel employees should and should not do, were covered in the report.
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