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Executive Summary
This report is created to help for The Midland Hotel Manchester’s staff. To understand and manage the guest experience for international visitors from Japan.
This Handbook explains the significance of own and others culture’s norms and values sensitivities and not to have Misunderstood them. Furthermore, define prevention adversities alongside do’s & don’ts.
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Introduction
Cultural awareness and intercultural intelligence knowledge are extremely important for both staff and a guest aspect in hotel industry regardless of wherever your hotel situated. Cultural understanding and competency are especially important for management to make strategic decisions which will surely impact on next level of guest and staff satisfaction. It reflects as better reviews and resulting good reputation for business.
 Our world is a global village because peoples are traveling continuously to and from different countries. So that’s why hotel industry sector faces challenges in regarding to accommodating these diverse cultural influences (Seo, 2012).

Cross Cultural Theories and Models
Two leading models of cross-cultural management theories conducted by Geert Hofstede in 1980 and Fons Trompenaars’s published 1993. Hofstede’s primary goal was to assess the worth of work and studies tell Trompenaars was to investigate employee’s behaviour at work and in their spare time. Trompenaars model tell us about people are thinking and seeing. Its outlines their logic arrangement and behavioural foundation. On the other hand, Hofstede discuss the values that people have and how they influence their behaviour.
Hofstede’s work has been questioned from a different angle. Such as its five dimensions cannot tell the whole story. And it’s not on basis data ext. Trompenaars’s theory is not supported by database. Its results and analysis factor collated at country level. This report talks very briefly about weakness of these models.




Country of Visit
The Midland hotel serving Manchester over 118 years. The administration understands the challenge of dealing with customers from Japan have a face linguistic barrier. Hotel management know how important staff training for understand excellent explanation of the core determinants of British culture in comparison to guest cultural background.
Hofstede’s dimensions theory focuses on the effects of public’s behaviour factors and connect the rates with them lifestyle. We know national cultural not meet criteria Japan’s cultural. But organisational culture is essential for each other as a member of staff to connect their work to the outside world. 

Country of Guest
The United Kingdom and Japan have strong cultural, sporting ties, which is resulting in an increase tourism day to day. Studies shows 9% increase in number from 2017 to 2019 of Japanese visitors into UK according to VisitBritain.
Cultural values of Japan are thoroughly in all aspects of life. Family ties are strong in Japan. Mostly people are very honest. No one see them kissing and hugging on the street because Japanese are not physically demonstrative in public. 

Hofstede’s theory of social diversity
According to Hofstede, culture is a communal but frequently intangible entity. However, it is what differentiates one organisation or country from another. Various correspondence is the focus of Hofstede’s social aspects hypothesis. Here are different types of hypotheses, which are defined in relation to face with other culture.
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Power Distance
According to Hofstede power gap is the degree to which people with and without tolerate existing disparity is referred to as the “power distance dimension”. In low distance nation which sits at 35 ranking of PDI such as United Kingdom’s society that believes people’s differences will typically be kept to a minimum. For example, focusing on addressing social insufficiency for the customers can help them, says The Midland hotel Manchester.
Japan has a potentially hierarchical society with a score of 54 on the intermediate scale. Japanese people usually recognise their hierarchy and conduct themselves accordingly. Japanese people believe customer is King. Thus, Customer from Japan are treated with respect, tolerance and politeness when receiving services.
Masculinity vs. Femininity
At 66,Britain is a masculine society that values accomplishment greatly. A low score on this feminine indicates that quality of life and compassion for others are the primary social ideals. The gender dominant pattern in both traditional and contemporary societies is referred to as masculinity and femininity
Japan has most high 95 ranking masculine and in other hand low score Feminine societies in the world. The core question is: what drives people- desire to excel masculine OR enjoyment of one’s work ? feminine, , according to Hofstede (2001).


Individualism vs. Collectivism
Individualism vs. collectivism is a factor that evaluates how societies are incorporated into groups. Undoubtedly, Japanese has many traits of a collective society. On the individualism dimension, Japan receives a 46.
The United Kingdom has one of the highest individualist scores, with a score of 89. Cooperation refers to focusing on the relational social grouping, as well as the relatives although focusing on the individual. 
Departments of The Midland Hotel Manchester
Reception Office
The Midland hotel has been dazzling visitors ever since first opened its doors in 1903. The desk greets the visitor. Front office staff knows travellers arriving from Japan may have difficult to communicate in English, so staff use their own language likewise “Hajimemashite” mean nice to meet you in English. The Midlands are aware of the need to train  staff members in other languages.
Food & Drink at The Midland
The restaurant’s every item on the constantly changing menu has the best possible fresh and regionally sourced ingredients. Moreover, restaurant provides classic British fare, although Japanese diners favour sushi and other fish-cantered dishes. 
Not to be misunderstood, The Midland knows the importance of the translator who will focus on correctly treating the foreign guests.
Housekeeping 
The housekeeping department provides enough house-to-house support, as noted in. the cleaning staff members learning social gestures will need to have a basic understanding of them, otherwise Japanese guests may find it difficult to communicate their concerns directly with the housekeeping staff.


Remember to DO’s
· Try to employ what little Japanese you do know; any attempt is greatly appreciated 
· Fostering cooperation with Japanese tourist when they are staying at your hotel.
· Do bow when Japanese people bow to you.
· Always deal with them with management level staff because Japanese are strictly hierarchical society 
· Their sense of comfort will rise when staff members greet Japanese guest with a pleasant smile.
Things not to Do
· Don’t pour soy sauce directly over sushi or sashimi, 
· Do not pointing at people or thinks, its offensive in their culture 
· Don’t expect OR ask for tip, there is not any tipping culture in Japanese.
· Given that Japanese guest behaves in a very stern manner, the staff shouldn’t overlook certain details
· Do not give or receive thigs with one hand
Recommendation and conclusions
The workers at The Midland Hotel Manchester may not assist any international guest like Japan or others individually due to their lack of knowledge of foreign languages.
International tourism is a constantly expanding business area in the modern, globalisation society. Identifying hotel visitor categories and improving visitor understanding are essential. It has taken a lot of work to figure out what influence’s customer satisfaction and service quality assessment procedures.
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