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[bookmark: _Toc128583960]Executive Summary
This Hotel Handbook helps hotel workers serve foreign guests, particularly Japanese tourists. The book equips hotel workers with important cultural intelligence and sensitivity for foreign customers. The handbook includes "Do's and Don'ts" to help hotel workers deliver excellent service to all clients.
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[bookmark: _Toc128650342]Introduction
With global hotel competition on the rise, it may be challenging to communicate with guests who speak a language other than English. Throughout the research how having someone on team with exceptional cultural awareness and understanding is vital (Ang and Linn Van Dyne, 2015). The importance of bridging cultural gaps and providing recommendations for what hotel workers should and should not do according to Hofstede's theory will also be highlighted. The hotel staff will likely make accommodations for the language and cultural barrier that may occur while interacting with a guest from Japan. One major conclusion from the study is how to prioritize the needs of Japanese tourists.


[bookmark: _Toc119340238][bookmark: _Toc128650343]Cultural Intelligence and Sensitivity
[bookmark: _Toc128650344]The Importance of Learning About Other Cultures
The hotel staff recognizes the importance of cultural knowledge and sensitivity. In today's competitive hospitality sector, hotel managers must put their customers' needs first. The hotel's reputation rises because of the efforts of its personnel, who prioritize respect for other cultures (Bock, 2020). This reduces tensions between different communities and makes it easier for companies to meet the cultural preferences of their clients. Also, it may aid in strengthening international links with different nations and facilitating easier interpersonal relationships. Knowing and respecting visitors' cultural backgrounds may considerably improve guest service and communication.
[bookmark: _Toc128650345]Guest Service Implications
Offerings from any hotel with a focus on improving service via the effective use of many languages should give rise to a more competitive market (Wood and Brotherton, 2008). If employees treat guests with respect, maintain a spotless hotel, and provide delicious food, the hotel's reputation is sure to soar. This must take into account the fact that there is a language barrier between and potential international clients.
[bookmark: _Toc128650346]Hofstede's cultural theory
Effective cross-cultural communication is central to Geert Hofstede's cultural dimensions theory, which he first developed in 1997. It investigates the two-way street on which societal standards and individual conduct may be found. In plain English, this says that trading practices and channels vary from country to country due to cultural variations. This section discusses the following five types of hypotheses:
Avoiding Uncertainty
In Hofstede's view, this has to do with the natural apprehension of entering a novel setting (Dellner, 2014). For example, a Japanese tourist in the United Kingdom can feel unwelcome due to communication difficulties and cultural differences.
Distance of Power
To put it another way, "the gap of power" refers to the culturally accepted and perceived socioeconomic imbalance across countries (Tomalin and Stempleski, 2014). According to Hofstede, this indicates that large distances may have a significant impact on people's actions. An establishment may attract and retain guests by demonstrating concern for their feelings of social injustice, for instance.
Gender Roles
Gender disparity highlights the need of listening to and adjusting to the needs of all members of society (DR FEROZ KHAN, 2012). Hotels that cater to guests based on their gender have found that their business has increased productivity.
Collectivism and Individualism
Unlike individualism, collectivism praises the ties that bind us together as members of communities and families. Some hotels can satisfy the demands of Japanese families traveling to London, for example. Conversely, individualism is the value placed on one's autonomy and discretion.
Perspective on the long run
The fifth and final theory of Hofstede's examines the differences across cultures in their expectations for the future and their understanding of the past (Fotini Diamantidaki, 2019). The foster parent is the primary goal here because of the important role they play in breaking down barriers of diversity. For example, Japanese tourists visiting the United Kingdom often expect and appreciate being treated as the most important customers in the business.
[bookmark: _Toc128650347]Hotel Departments
[bookmark: _Toc128650348]Front Office Department
The front desk employees at hotels often provide customers with a warm welcome. Conversations are had, and guests are given helpful hotel information (J Adam Carter et al., 2018). It's really difficult to strike up a conversation with Japanese tourists because of cultural barriers. As a result, the hotel should invest in language instruction for its staff.
[bookmark: _Toc128650349]Housekeeping Department
The hotel's housekeeping crew provides excellent door-to-door service. Japanese clients, however, have no direct line of contact with which to voice their dissatisfaction (Perso and Hayward, 2015). Hence, from now on, the maid service will be able to understand cultural cues to a certain extent.
[bookmark: _Toc128650350]Restaurant Department
The restaurant chain serves up some of Britain's most beloved classics, while sushi and other fish-based meals are the most popular among Japanese diners. When individuals are unable to freely discuss their preferences because of linguistic barriers, democracy suffers (Kim, 2017). To ensure smooth communication with the foreign guest, a translator should be appointed to this situation.
[bookmark: _Toc119340241][bookmark: _Toc128650351]Do’s and DONT’s for Hotel Staff
[bookmark: _Toc128650352]Do’s
· After the Japanese tourists are met by kind staff members, their nerves will begin to calm down.
· Putting the wants of Japanese consumers first is an absolute imperative.
· Customers from Japan want personalized attention that takes their preferences into account.
· More Japanese tourists may be attracted to the nation if Japanese hotel guests felt welcome.
[bookmark: _Toc128650353]DONT’s
· Japanese tourists are notoriously picky; therefore, this individual must do their best to accommodate them.
· Because of the potential deterrent effect on Japanese tourism if staff members are absent for a lengthy time.
· Employees shouldn't intrude on the personal space of Japanese tourists.
· Managers and higher-ups, as well as the personnel who aren't directly serving Japanese tourists, may turn them off.
[bookmark: _Toc128650354]Summary
The Hotel Handbook is intended to serve as a reference for hotel employees in the United Kingdom who may be providing service to Japanese tourists. The "Dos and Don'ts" in the manual are there to help the personnel deliver the best possible service to all clients. The manual is meant to educate hotel employees on cultural norms and practices so that they may better serve guests from other countries (Kraft, 2019).
[bookmark: _Toc128650355]Recommendations
· Hotel employees would benefit greatly from training on cultural differences and traditions to meet the expectations of their foreign clients (Minkov, 2012).
· Hotels should make arrangements for customers who do not speak English to communicate with a member of staff who can translate or use a language service.


[bookmark: _Toc128650356]Conclusion
The report's indication of cultural awareness and sensitivity has been successful in luring visitors (Perso and Hayward, 2015). Large cultural differences have prompted much reflection in Japan. The report describes the various sections of the hotel and offers suggestions on how staff members should and should not go about their work.
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