Report     5






Name: Sougkoumi Kim
Student ID: 2011245
Module: BMIH5003
Lecturer: Mike Davies

REPORT

Cultural intelligence is very important because an individual can deal with different people in work and also in behavior; This comes in when people of different cultures come together in a business or an organization to bring benefits to the organization;  Individuals also gain experience of getting insights on how cultures of different people work to have a common professional language or behavior that is used for problem-solving (Caputo et al., 2019).
In this paper, I will be reporting to the staff of Minn Kamata on preparing and managing the guest experience for visitors from the United States. Minn Kamata is located in Japan. In Japan, there is a diverse population; There are different religions- Shinto, Christianity, Buddhist; The Japanese have a chopstick etiquette. Karate, sumo, and kendo are some popular games. Foods are fine and most cuisine; The drinks include beer, whiskey, green tea, and many soft drinks. Minn Kamata hotel has multilingual staff, but the main language used is English. The acceptable credit cards are American Express, Visa, Discover Card, Diners Club, and MasterCard.
One way the staff can improve the guest experience from the USA is by making them feel welcome (Nurminen, 2007). Guest experience is achieved by welcoming them with the language they are common with. The Americans fast-paced lifestyle, fashion aren't the only things that define American society. It is also a civilization with a wide range of religions, races, and nationalities. It is a culture that promotes competition and political correctness while also attempting to protect freedom of expression.
 The hotel staff should be fluent and be able to speak English.  When communication flow, the visitors have a good experience.  As a staff, you should communicate effectively to make the visitors feel more welcomed and cared for.  Before the visitor gets into the hotel, they should get a text message or email.  The message should contain information about the guest and the visitor's preferences. The information is obtained from the booking process.  The welcome message should contain vital information about the hotel's directions, contacts in different ways, and activity recommendations (Padma and Ahn, 2020).
Engaging the guests through text messaging and mobile is an important factor that improves the guest experience (Dixit, 2020).  The interaction between the visitors and the staff makes the visitors' stay enjoyable.  Communications are personalized in the language of the visitors. The visitors from the USA should be communicated using American English. The hotel should develop a welcome card written in American English when the staff cannot communicate. The guests should be issued with the card to send messages in American English to make orders or ask questions. Instant communication with visitors in a language that both parties understand benefits hotel management; online platforms and websites should be personalized to change languages based on the visitor's location.
Introducing the mobile app integration improves the guest experience. A visitor can check-in, book a room, bypass, and check out through mobile without physical contact with employees, reducing congestion and queuing in the booking process (Kim et al., 2021).  The mobile booking should be easy to use that have displayed options. These options are to book now, pay later; This improves the speed of booking without engaging in a telephone call.  The applications should contain room codes that act as keys. 
The staff should implement robot technology or trolleys to carry the guests' luggage to their respective rooms. Guests who arrive maybe have heavy luggage that needs to be ferried to where they have come to stay. Helping the guest carry their luggage may attract them because of the good services they get from the hotel staff (Xu et al., 2020); 
The rooms should be kept clean, well-maintained, and aesthetic upkeep of rooms. There should be regulated lighting and ventilation.  Americans are people who are neat and need a clean environment. Therefore, the staff should ensure cleanliness in the hotels and rooms (Park et al., 2019). The surrounding compounds should be trimmed well and have good shades that are soothing to the guests; this way, the guests get pleasure. 
 	Guest requesting meals should be offered with menu items. The guests are free to add or remove items on the menu (Batat, 2021).  The hotel staff should listen to the guests and offer what the visitors want. Once the customers are valued, their hotel experience will be good, and they will like to come back. Good customer service will make the hotel more popular. 
The department of food should offer good quality foods and delicious meals. The drinks should be kept in favorable conditions and served according to the visitors' preference. Before serving a customer, the hotel staff should request whatever they prefer (Stone et al., 2018). The beverages should be well served. The food should be well be categorized on the menu with prices marked accurately. The menu items should be easy to see without straining. Foods are prepared with the best methods.  Foods prepared include mac and cheese, corn dogs, hot dogs, buffalo wings, grilled cheese, chili, cornbread, apple pie (Mancino et al.,2018). Once the hotel staff ensures that these foods are prepared well, the guest experience of American visitors is improved. 
The hotel staff should implement an organized sales and marketing department; The department should advertise and promote the hotel's products; the products should communicate messages to attract customers (Susskind et al., 2018).  

Summary
	Dos 
	Don’ts’ 

	· Make visitors feel welcomed
· Engage the guests in telephones
· Introduce mobile app integration
· Implement robot technology

· Quality foods and well organized menus
· Working sales and marketing department
· Development of websites and online services
· customize hotel rooms based on a customer's culture


	· No use of unfamiliar language to the visitors
· Do not serve foods or beverages before consulting the visitors
· Avoid dirtiness 
· Avoid complicated menus
· Don’t install too much in the rooms
· Avoid insecurity for visitors
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