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[bookmark: _Toc134891761]Introduction
Cultural intelligence can allow proper sensitivity and crucial for performing hotel services and manage exceptional hotel facilities (Jandt, 2016). Understanding cultural norms, values, and expectations for the guests to manage the staffs to deliver personalized and satisfactory experience. This report will evaluate diverse importance of cultural intelligence and sensitivity in the hospitality industry to examine and the service implications for the guests. Intelligence and sensitivity in the service implications for guests from Japan to manage in the right aspects. Moreover, the table of Do’s and Don’ts can allow to act in the right brief and document for relevant staff in the hotel. 
[bookmark: _Toc134891762]Cultural intelligence and sensitivity 
Moran, R. (2018) cited that cultural intelligence and sensitivity can allow to manage diverse activities in the right aspects. Hospitality industry can encourage for the caters from different cultures. Ethnicities and backgrounds can allow to perform for the caters to manage different cultural activities. For instance, cultural intelligence and sensitivity are essential for hotel personnel to go through them in the right aspects. Awareness and understanding of the cultural differences can manage proper interactions in all the areas. Performing proper abilities to adopt and manage tasks without difficulties. Implications of managing the areas can enhance practices. 
[bookmark: _Toc134891763]Cross-cultural theories and models
Diverse cross-cultural theories and models are essential to hotel personal development and cultural intelligence and sensitivity (Samovar, (2009). Managing the activities on the uncertainty practices can help to manage tasks. There are six different cross-cultural theories and models focusing on six dimensions; including power distance, individualism, masculinity, uncertainty avoidance, long-term orientation, and indulgence. Developed by Hofstede, these practices are categories as per one country overall cultural dimension and their abilities. Trompenaars model is another one that mainly focuses on seven dimensions including universalism vs. particularism, individualism vs. communitarianism, neutral vs. emotional, specific vs. diffuse, achievement vs. ascription, sequential vs. synchronous, and internal vs. external control (Timm, 2011).
Cultural intelligence and sensitivity for the guests can allow to encourage international country practices and manages them in the right aspects (Cooper and Wahab, 2007). There are different facilities and management activities that can help the guests from Japan to emphasize more. Proper aspects on the distinct practices can allow to manage proper respect, politeness, and etiquette to reflect on all the areas for the behaviour. For instance, bowing, gift-giving and removing shoes before entering a home or restaurant is one example on Japanese culture. As such, hotel management needs to be aware of the cultural norms and values to provide the best service delivery facilities to the guests. Adaptation of the norms and making sure proper service delivery facilities can allow to enhance overall development of the guests from Japan.  
Below are some examples of hotel functions need to adapt by the service management team of the delivery management from Japan: 

Front Desk:
Do’s:
There needs to greet guests with a bow and use honorific language to show respect. 
Guest offering to carry luggage to their room. 
Providing proper information on the hotel’s amenities, services, and nearby attractions.
Making sure proper health and hygienic facilities are followed. 

Don’ts:
Shaking hands with the guests can manage physical contact on following common greeting in Japan. 
Speaking in the loud environment or guest interruptions is considered as impolite. 
Assume guests understand English or any other foreign language. 

Housekeeping:
Do’s:
Using proper slippers or indoor shoes at cleaning guests’ room might impact on the guests’ facilities. 
Placing yukata or a causal summer kimono in the guest’s room for their wear needs to make sure in right aspect. 
Providing wash let toilet sear or bidet toilet for guests can encourage their overall performance management. 

Don’ts:
Cleaning the guest’s room in the morning might disturb guest sleep. 
Touch or move any personal staffs of guests without taking permission. 
Leave the dirty cloths, bedding or others for longer period or not changing them.

Food and Beverage:
Do’s:
Provide proper chopsticks, soy sauce and wasabi with meals.
Offering green tea s a complimentary drink.
Serve sushi and other traditional dishes of Japan. 

Don’ts:
Serving alcoholic drinks without asking guests permission. 
Use of knives of forks to serve Japanese dishes instead chopsticks.
Making expectations of guests to leave a tip. 

[bookmark: _Toc134891764]Table of ‘Do’s and Don’ts’ for Hotel Personnel
	Department/Function
	Do’s
	Don’ts

	Front Desk
	Greet guests with a bow and use honorific language to show respect. 
Guest offering to carry luggage to their room. 
Providing proper information on the hotel’s amenities, services, and nearby attractions. Proper health and hygienic facilities are followed. 

	Shaking hands with the guests.
Speaking in the loud environment or guest interruptions. Assume guests understand English or any other foreign language. 


	Housekeeping
	Using proper slippers or indoor shoes. Placing yukata or a causal summer kimono. Providing wash let toilet sear or bidet toilet
	Using proper slippers or indoor shoes. Placing yukata or a causal summer kimono. Providing wash let toilet sear or bidet toilet.


	Food and Beverage
	Provide proper chopsticks, soy sauce and wasabi with meals. Offering green tea as a complimentary drink. Serve sushi and other traditional dishes of Japan. 
	Serving alcoholic drinks without asking guests permission. 
Use of knives of forks to serve Japanese dishes instead chopsticks.
Making expectations of guests to leave a tip. 
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Conclusion 
Cultural intelligence and sensitivity are essential skills for hotel personnel to ensure proper exceptional services to guests from different cultures. Making sure proper understanding of the cultural norms, values and expectation of guests can allow hotel staff to deliver the best personalized services to them. There are diverse theories and models that are available for the guests that can allow to ensure proper understanding of the activities with the implications. The Hofstede and Trompenaars models can help hotel personnel develop cultural intelligence and sensitivity. There has been made diverse examinations of service implications for guests from Japan and provided examples of different hotel departments or functions that needs to adapt to manage proper accommodations facilities to manage the tasks in right aspects to perform in the most comfortable way. There need to ensure that guests from Japan have a memorable and comfortable stay.
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