                        Hotel Handbook 
 Module name: Cultural Awareness , BMIH5003
Lecture name: Rodrigo F. Aguilera 

Student name: Cristina Luca 

Student number: 1914670 , 1914670@student.uwtsd.ac.uk
EXECUTIVE SUMMARY


The overall report majorly describes the ways through which the hotel staff will be able to manage the overall guest experience of the international visitors. The cross- cultural theories as well as models are also applied and the diverse ways by which the hotel departments and functions might need to adapt their overall service delivery for the purpose of adequate accommodation of the cultural norms as per the guests are also analysed.
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INTRODUCTION


Cultural awareness refers to being sensitive to the major differences as well as the similarities in between the two cultures at the time of interacting as well as communicating with the members of the other cultural groups (Wang, Yang and Yang., 2022). Foreign language is one major barrier that is addressed deliberately within the international market of the hospitality industry. This report will particularly elucidate the importance of the cultural intelligence and the sensitivity. The Hofstede's theory is also implemented and international country of Japan will be chosen on the basis of the cultural and the language related differences which are addressed while serving the guests within the hotel.

MAIN BODY

Hotel handbook


Cultural intelligence majorly refers to the capability to specifically relate, connect as well as work in a manner that is effective across the different cultures. Sensitivity also is a similar concept which focuses on giving respect to the diverse cultures that are present all across the world (Alon And et.al., 2016). This not only contributes to a better communication quality but also leads to effective leadership via the enhanced quality of sensitivity as well as understanding. The major relationship in between cultural intelligence and cultural sensitivity is that cultural intelligence is considered as a trait which enhances as well as fosters the aspect of cultural sensitivity. There are various countries across the world that have their own respective cultures and like the overall working to be done in accordance to them only (Hurst And et.al., 2021). Specially if the individuals from those countries are investing their money into something then they specifically demand utmost levels of respect regarding their cultural aspects.


Japan is one of such countries which is rich in culture and the citizens of the country are very precise and particular regarding their cultural differences (Suzuki., 2019). The Japanese culture is something that the hotel staff needs to take care of, the way they greet each other, the way they talk, the way they sit, the way they gift, the way they conclude their conversations, etc. For better understanding regarding the cultural aspects of Japan, the Hofstede's cultural dimensions are identified and evaluated further.
Hofstede's cultural dimensions:
Power distance.

Japanese particularly have a hierarchy which is not as strong. Japanese are specifically born with an ideology due to which they believe that everybody is born equal, and a specific individual is a creator of their own successful future if he or she can work hard enough. Hence, Japan got a score of 54 in this (Jain and Jain., 2018).
Uncertainty avoidance.

In this Japan has a score of 92 and is the most uncertainty avoiding country across the world. Most of the rituals or the events in the country are planned in depth and are also prescribed. Therefore, it is considered difficult to realize changes within Japan (Hardisty and Pfeffer., 2017).
Individualism vs. collectivism.

Japan has an important  level of individualism dimension which is 46. There is presence of overall harmony and shame of losing in front of everyone but still the Japanese do not have systems such as the extended family system (Andrijauskienė and Dumčiuvienė., 2017).
Masculinity vs. femininity.

Japan comes among the most masculine cultures across the world and has a score of 95. Japanese are considered to be extremely competitive and workaholism is another dominant feature among them. Which further results in making it very hard for the females to be successful in their work life (Vasile., 2016).
Long term orientation.

The score is of Japan is 88 and it is also considered right to refer to the Japanese as fatalists. It is an important factor for Japanese to build long term relationships, if they have a good experience then they will be associated with that place, person or organization for a long time (Gerlach and Eriksson., 2021).
Indulgence vs. restraint.


Japan has a score of 42 and is considered as a restraint society. It is specifically characterized by cynicism and pessimism. They see indulging as something wrong and also have little leisure time.


As per the overall evaluation of the Japanese culture it is essential for the hotel staff to take care of several things when interacting with a Japanese guest (Choi, Meng and Lee., 2018). Firstly, the Japanese give utmost importance to the first impression which majorly focuses on dressing, greeting and saying goodbye. Therefore, it is essential to be well- dressed and confident in the way of communicating. Not only that but also they can be greeted by bowing. Also, the guests should be greeted before and after eating. They should also not be asked for paying any kind of tips to the servers as it is considered as an improper action in the Japanese culture. It is also relevant to have a polite as well as humble style of communication in order to sustain the Japanese guests.


First come the front office department (hotel frontline workers), who majorly include the guard at the front door, the valet and the receptionist. The polite words, greetings and dressing is expected from their side. Then the housekeeping department also needs to take care of the cleanliness and no tip rule. Further, the food and beverage department need to take care of the availability of chopsticks and  greet the guests before and after their meals.
CONCLUSION


The above report majorly discusses regarding the ways through which the hotel staff can be prepared for the efficient management of the guest experience for the international visitors. Also, the use of cross- cultural theories is presented in order to understand better regarding the diverse aspects of cultural awareness. The international country which is chosen is Japan and the complete the Do's as well as the Dont's are also presented in the above report in a manner which is precise.

RECOMMENDATIONS


The two major recommendations for the hotel staff are as follows:

· Focus on the idea of “Omotenashi” which focuses on treating guests with utmost care.

· Focus on making every act ritualistic and methodical right from cleaning.
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