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Handbook for hotel staff   handling Japanese guests


Executive Summary
 This essay explores the cultural difference between Japan and the UK. With the improvement of the transportation industry, more people are travelling to other countries. This has led to growth in the tourism and hotel industries. However, this indicates that the hotel staffs have to be aware of the cultural difference between the guests. They need to understand their cultural difference in order to be able to offer the service that generates more business. Understanding culture will help the hotel staffs cater to the specific needs of the guests. They can also design their offerings of goods and services according to the preference of the guests. This essay intends to act as an instruction for the staff of the hotel, located in the UK. The common factor between the UK and Japan is that both nations are economically strong and technologically developed. However, Japan has some strong traditional linkage that shapes its preferences and choices. For instance, Japanese society believes in the hierarchical position and everyone accepts and respects people of higher positions. This determines many of their business decisions. However, Japan also respects education and treats everyone as equal, and believes that anyone can reach a higher position on the back of higher education. Japanese are hardworking people and they expect excellence in every form. As such the staffs in a UK hotel need to remember these aspects while attending to a Japanese guest. They need to be polite and well-prepared.  This essay explores the various aspects of the cultural difference between Japan and the UK. This essay includes a list of Do’s and Don’ts for the hotel staff that will help them to stay prepared for Japanese guests.  
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[bookmark: _gjdgxs]Introduction 
The hotel industry deals with people from various backgrounds and cultures (Complete Hospitality Training 2022). With globalization and improvement in transportation and trade, more people travel the globe for leisure and business. This makes it important for the people in the hotel industry to understand the culture of other countries in order to be able to deliver proper service to them and generate business.  The hotel which is taken into consideration is located in the United Kingdom. 
[bookmark: _30j0zll]Host country: UK
UK is a highly developed state, with well-established entertainment & hotel industry and great global reach (BBC News 2022). The UK is made up of three countries, England, Wales, and Scotland. Most of the population in the UK speaks English. During the covid pandemic, the hotel industry across the world faced tough times due to travel restrictions (Rajgopal, S 2022). The UK received 7.1 international visitors in the year 2021, which declined sharply from 41 million recorded in the year 2019 due to travel restrictions (Statista 2022). This implies people from various diversified backgrounds visit the country for a leisure or business trip. However, the hotel industry is gaining strong consumer demands as the government has eased travel restrictions. The UK authorities expected 26.7 million international travellers in 2022, which implies that the hotel industry should be prepared to cater to clients from various backgrounds and culture (Statista 2022).
[bookmark: _1fob9te]Home Country of Guest: Japan
Japan is a nation of five island groups with strong traditions and culture. Each region is culturally distinct (Scroope 2021).  The Japanese economy is technologically advanced and economically developed. Japanese culture includes its traditional values along with modern diversity. The culture of Japan is considerably different, which includes values, manners, etiquette, etc. The communication style is polite and humble. People are respectful and appreciate art and different forms of entertainment. Japanese culture includes various aspects of nature and beautiful landscapes (Scroope 2021). 
[bookmark: _3znysh7]Country analysis
Dr. G. Hofstede provided a framework that helped to identify the cultural differences among the various nations in the world (Venaik & Brewer 2016). Knowledge about cultural differences helps in business interaction. The UK and Japan are very different nations in terms of culture. However, both nations are economically advanced and have strong technological backgrounds. According to Hofstede, Japan is a hierarchical society with a strong power distance, comparatively, the UK has a lesser power distance. Higher power distance implies that the Japanese consider people with higher social status, income, and education with great regard and that attitude reflects across all their transactions. However, the Japanese also believe that everybody is born equal and that education can help anyone reach a higher status. Japan is mostly a collective society where the common good is more important than individual wellbeing. This attribute is a sharp contrast with the UK which gives high importance on the wellbeing of individuals. Hence loyalty plays a big role in Japanese society. Japan is highly masculine as a society, however, the combination with its collectivism indicates that Japanese people are highly motivated and always driven for excellence. Japanese are known for their workaholic nature. Japanese are risk averse and are always prepared for uncertainty, which is a sharp contrast compared to the UK. This also implies that the Japanese engage in a long-term commitment, which is also different from the U.K. UK is bothered much by uncertainty or long-term orientation. Japan shows a culture of restraint, which indicate that its indulgence score is much lower than the UK. Japanese society is more likely to accept cynicism and pessimism, with lesser importance to leisure time and gratification of wishes; UK is more open to indulgence. 
[bookmark: _2et92p0]Hotel Handbook for Staff
	Do
	Do not

	· Be polite and respectful and greet guests with a smile and a natural tone
· Listen carefully (Fouts 2019)
· Respond to the guests immediately
· Wear a clean and ironed uniform and ensure you have perfect grooming
· While attending the guest walks straight and maintain posture
· Ensure that everything you offer to guests is perfectly cleaned and presented
· Communicate discreetly 
· Be prepared for the guest and ensure everything in the room is placed correctly
· Ask guests for specifications in terms of food preferences and travel arrangement
· Be prepared with audio translation devices in case the guest is not comfortable with English.
	· Do not involve with any last-minute preparation
· Do not smoke or drink while at work
· Do not talk disrespectfully with the guests
· Avoid any arguments and deal with any problem calmly, else call a supervisor
· Do not eat in front of the guest, eat at areas designated for staff
· Do not engage in any personal conversation with other staff in front of guests
· Do not use a mobile phone in front of guests
· Refrain from engaging in a personal conversation with guests
· Do not attend to guests if you have any illness, such as a cough or cold
· Do not ask for tips


[bookmark: _tyjcwt]Conclusion 
Japan is a hierarchical society compared to the UK which can determine many of its transactions. Japanese are very hard-working and they aim for excellence, also give a lot of importance to the wellbeing of the group, which is different from the UK. However, Japan is economically strong and technologically advanced nation, which is a part of its lifestyle. The UK hotel needs to ensure that they are well prepared in their hotel infrastructure and other services. Japan is a very respectful country and there are an increasing number of tourists from Japan exploring countries across the world. Many of these Japanese travel for vacation and they enjoy the culture, art, and scenic beauty of other countries. The UK hotel staff should be knowledgeable about the culture and basic sentiments of Japanese tourists, being disciplined about the service they provide. This indicates they should be prepared and polite, language may be a barrier. The hotel may utilize digital translator to help the staff understand the guests; also need to understand that Japanese guests may exhibit restraints in terms of indulgence, to respect that and advice the guest accordingly.   
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