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Cultural intelligence and sensitivity are of crucial importance for hospitality businesses today as it ensures that diversity is maintained within the premises. The following report aspires to assess this significance using Hofstede’s national culture model while identifying how Premier Inn must modify and develop its service for a Japanese guest so that the cultural differences are maintained in the best possible manner. It will also assess how service delivery may be adapted by different hotel departments so that the varying cultural norms are accommodated well. Lastly, a concise briefing document will be developed wherein the hotel staff in Premier Inn will be informed about what they must or must not do while catering to the service needs of the Japanese guest.
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Importance of cultural intelligence and sensitivity for hotel staff using Hofstede’s national culture model 
Cultural awareness and sensitivity have become crucial for hotel staff today as this ensures that higher levels of customer satisfaction are attained (Afsar et al., 2019). When hotels like Premier Inn consider the varying cultures of their visitors, they can improve customer experiences thereby leading to better reviews and a higher business reputation in the market. For example, when people travel abroad, they are usually eager to try new things. However, they also desire access to what they are familiar with and therefore hotels like Premier Inn must gain awareness of historical trends and collect adequate data about their guests. Hofstede’s national cultural model may be considered to understand these cultural differences well. 
For example, individualistic traits are not accepted in the hotel sector as it needs an effective team spirit. It requires a concrete collectivist approach so that diverse customer needs and preferences are met in the best possible manner. On the other hand, uncertainty avoidance may be determined by how far the peoples of a particular culture feel threatened by unknown and uncertain situations (Dimitrov, 2018). There are usually a lot of formal procedures and regulations in countries that have a high rate of uncertainty avoidance. Understanding the cultural differences prove pivotal for hotel staff so that guests coming from countries across the globe are catered to in the best possible manner. 
Implications of service for a Japanese guest in Premier Inn 
The authorities in Premier Inn must ensure that the Japanese guest is catered to well so that he feels comfortable in the foreign country. For example, along with encouraging him to try authentic British dishes, there must also be traditional Japanese food options. In addition, the staff members of Premier Inn must be trained on ‘omotenashi’ or the Japanese art of hospitality so that the guest feels at home in the hotel (Nakagawa and Kuwahara, 2017).  For example, the authorities in the hotel may try to pick the correct flowers to match the personality of the guest and try to offer him seasonal confections. Little intricacies like pointing the cup in the appropriate direction or a warm greeting would go a long way in satisfying the Japanese guest.
Care must be taken to ensure that the guest slippers are pointed in a direction that allows the guest to take off his shoes and immediately slip into them. Following the Japanese culture, the cashier in the hotel must turn the cash upright so that it is not upside down to the guest. Contrary to the prevailing customs in the UK, newspapers must be given with two hands while ensuring that it is turned appropriately so that the guest may read them immediately (Baldwin, 2017). Following the ‘omotenashi’ beliefs, tea must be made completely in front of the guest. The acts must be ritualistic and methodical as it ensures that the host is honest and does not hide anything from the guest. Thus, the staff members in Premier Inn must ensure that genuine hospitality is offered to the Japanese guest while seeing to it that it remains unprotected and unhidden. 
Adaptation of service delivery by different hotel departments to accommodate diverse cultural norms       
As may be understood from the discussions above, it will be crucial for the different departments in Premier Inn to ensure that the diverse cultural norms are maintained while catering to the Japanese guests. For example, the front office staff must learn their art of greeting and ensure that he is assured of the transparency in procedures followed within the hotel premises. The room service and food availability aspects have to be curated keeping the above mentioned ‘Omotenashi’ aspect in mind so that the guest feels welcome in the hotel. The authorities must ensure that correct names and titles are used while addressing the guest as this proves to be a crucial aspect of Japanese hospitality (Expert World Travel, 2021). While handing him the daily newspaper, the room service or front office staff must ensure that they use both hands. Cleanliness and hygiene are pivotal hospitality factors and these must be assured for the guest so that he may gain maximum satisfaction and happiness out of the services.
Briefing document (Do’s and Don’t) 
	BRIEFING DOCUMENT

	Do’s
	Don’t

	DO bow while greeting the guest
	Don’t offer the guest morning newspaper with one hand

	Do bend your waist while keeping the back relatively straight 
	Don’t hide any service aspect from the guest

	Do arrange the slippers at appropriate positions so that they may be worn easily
	Avoid  the term ‘san’ after a child’s name

	 offer appropriate flowers as per the guest taste
	Don’t keep the slippers disorganised or inappropriately placed 


Table 1: Briefing Document
(Source: Created by the learner)
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It may therefore be concluded from these discussions that it would be crucial for the authorities in Premier Inn to ensure that all cultural aspects are assessed well so that the guest is catered to in the best possible manner. The Japanese hospitality intricacies must be understood well while also ensuring that relevant cultural models are assessed by the authorities so that the importance of cultural awareness and intelligence is realised. This would ensure that the guest has a positive experience in Premier Inn as his cultural and diverse other needs would be catered to in the best possible manner. 
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