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[bookmark: _Toc191043830]Project Overview
[bookmark: _Toc191043831]Project Title
Developing a Culturally Adaptive Front Desk Training Programme for a Five-Star Hotel in Tokyo
[bookmark: _Toc191043832]Project Purpose
This consultancy project aims to design an effective training programme for the front desk team of a world-renowned five-star hotel in Tokyo, Japan. Front desk operations are integral to the hospitality industry, as they set the tone for guest experiences. Given my interest in hotel management but limited direct experience in front desk operations, this project presents a valuable learning opportunity. By developing this training programme, I will gain insight into best practices for front desk management, customer service excellence, and cross-cultural hospitality approaches. Additionally, the project will explore how the Japanese hospitality philosophy of omotenashi can be integrated into front desk training applicable to both Japanese and British hotels.

This project will serve as a professional development exercise, providing me with a tangible output that I can present to future employers. The training programme will showcase my ability to develop structured staff training initiatives and apply cultural hospitality theories in practical settings. Moreover, it will contribute to existing research on international hospitality training methodologies and how cultural service philosophies can be adapted for diverse environments.
[bookmark: _Toc191043833]Project Objectives
The key objectives of this project are:
· To design a comprehensive front desk training programme tailored for a luxury hotel environment, ensuring all necessary skills and competencies are covered.
· To integrate omotenashi principles into front desk operations to enhance guest satisfaction, creating a deeper understanding of Japanese hospitality within an international context.
· To ensure the training programme is applicable to both Japanese and British hotel environments by incorporating universal customer service principles, allowing for adaptability across cultures.
· To apply (Royce, 1970)’s Waterfall Model in the development of the training programme, following a structured, sequential approach that ensures systematic progression.
· To provide a detailed research analysis using a mixed-methods approach, gathering qualitative and quantitative data to support the training programme's development and validity.
· To create a training programme that will serve as an academic and professional asset, demonstrating my expertise in hospitality training and cross-cultural service standards.
[bookmark: _Toc191043834]Scope Statement
[bookmark: _Toc191043835]Scope
The scope of this dissertation project includes:
· Primary Research:
· Conducting surveys/questionnaires targeted at UK-based hotel front desk staff and Japanese hotel professionals to gain insights into existing training practices and challenges.
· Carrying out semi-structured interviews with front desk professionals from UK hotels to understand their experiences and expectations for effective training.
· Secondary Research:
· Conducting an in-depth literature review on front desk operations, omotenashi principles, and international hospitality training methodologies.
· Reviewing case studies on existing training programmes to identify best practices and potential areas for innovation.
· Application of the Waterfall Model
· Implementing a structured, step-by-step approach to the design and execution of the training programme, ensuring logical progression from requirements gathering to final assessment.
· Development of a Structured Training Programme:
· The training programme will include modules covering essential front desk skills, cross-cultural communication, customer service excellence, and the application of omotenashi in both Japanese and Western hospitality settings.
[bookmark: _Toc191043836]Deliverables
The project will result in the following deliverables:
· Survey results and statistical analysis to support training programme recommendations.
· Interview transcripts and thematic analysis providing qualitative insights into front desk operations.
· A final structured training programme document outlining modules, learning objectives, and implementation strategies.
· An academic report discussing the application of omotenashi in hotel settings and its cross-cultural implications.
[bookmark: _Toc191043837]Stakeholders
[bookmark: _Toc191043838]Identified Stakeholders
The following key stakeholders will be involved in the project:
· My Independent Project Supervisor as he will be overseeing the entire project.
· Front Desk Teams (UK and Japan) who will provide practical insights and validate the training needs.
· Cerulean Tower Hotel, Tokyo, as the primary case study hotel.
· Hotel Management Professionals and Training Managers, who can assess the feasibility and effectiveness of the proposed training programme.
· Academics and Researchers in Hospitality and Tourism, whose literature and insights will inform the programme’s development.
[bookmark: _Toc191043839]Roles and Responsibilities
· Survey respondents: Provide data on current training practices and front desk challenges.
· Interviewees: Share practical experiences and discuss gaps in existing training methodologies.
· Hotel managers: Evaluate the feasibility of the proposed training programme.
[bookmark: _Toc191043840]Western Hospitality Training Overview
[bookmark: _Toc191043841]Key Training Programmes in Western Hospitality
· Marriott’s Spirit to Serve: Focuses on guest interaction, problem-solving, and brand loyalty.
· Hilton’s Leadership Training: Prioritizes guest engagement, crisis management, and employee leadership.
· Disney’s Approach to Guest Service: Uses immersive training (e.g., “Disney Traditions” training) to embed company values.
[bookmark: _Toc191043842]The Role of Technology in Western Hospitality Training
· E-learning platforms (e.g., LinkedIn Learning, Coursera hospitality courses).
· Use of AI chatbots and VR training for simulated customer interactions.
· Digital feedback systems for tracking employee performance.
[bookmark: _Toc191043843]Western Customer Service Models
· SERVQUAL Model: Measures service quality based on tangibles, reliability, responsiveness, assurance, and empathy.
· Moments of Truth (Carlzon, Moments of Truth, 1985): Every interaction with a guest is an opportunity to make a positive impression.
· The Five Diamond Standards (AAA Ratings): Focuses on luxury, attentiveness, and personalized service.
[bookmark: _Toc191043844]Cross-Cultural Training for Western Hotels Adapting Omotenashi
· How luxury Western hotels (e.g., The Ritz-Carlton) integrate Japanese-style service elements.
· Case studies of Japanese hotel brands expanding to Western markets (e.g., Hoshino Resorts adapting for global travellers).
[bookmark: _Toc191043845]Timeline & Schedule
[bookmark: _Toc191043846]Timeline Model
I will be using the Waterfall Method which means my timeline will follow the classic Waterfall model created by (Royce, 1970), where each phase must be completed before moving to the next.
[bookmark: _Toc191043847]Schedule
	Project Phase
	Target Completion Date

	PID Submission
	22nd February 2025

	Survey Created
	1st March 2025

	Survey & Interviews Completed
	20th April 2025

	Editing & Transcripts
	21st – 24th April 2025

	Final Proofreading & Formatting
	25th April 2025

	Submission
	2nd May 2025






[bookmark: _Toc191043848]Budget & Funding
· Estimated Costs:
· Transport for hotel visits (interviews).
· Funding Source: Self-funded.
[bookmark: _Toc191043849]Resources
[bookmark: _Toc191043850]Personnel
· Front desk staff (UK) willing to participate in the study.
[bookmark: _Toc191043851]Equipment & Materials
· Device for data collection and report writing.
· Recording device for interviews (if permitted) by the interviewee.
[bookmark: _Toc191043852]Methodology
[bookmark: _Toc191043853]Research Approach
· This project follows a Mixed Methods approach, integrating both qualitative and quantitative research.
· Qualitative: Semi-structured interviews with front desk teams to explore their experiences, challenges, and training preferences.
· Quantitative: Surveys to collect statistical data on training effectiveness and industry trends.
· Waterfall Model: The development of the training programme follows a sequential process:
· Requirement Gathering – Understanding the needs of front desk teams.
· Analysis – Identifying key training gaps.
· Design – Structuring the training programme modules.
· Implementation – Applying theoretical frameworks.
· Testing & Evaluation – Assessing programme effectiveness.
[bookmark: _Toc191043854]Data Analysis
· Thematic analysis for qualitative interview data.
· Descriptive statistics for survey responses.
[bookmark: _Toc191043855]Risk Management
[bookmark: _Toc191043856]Risk Assessment
· Limited survey/interview participation: Risk of low response rates.
· Time constraints: Balancing research, data analysis, and programme development.
· Budget constraints: No travel funding to visit the case study hotel.
[bookmark: _Toc191043857]Mitigation Strategies
· Increase outreach efforts through online platforms and academic networks.
· Careful time management to ensure completion of all research phases.
· Leverage secondary research to supplement primary data.
· If little to no participation in interviews and surveys, I will be using online reviews from various hotels around the UK and the case study hotel to create expected results.
[bookmark: _Toc191043858]Success Criteria
[bookmark: _Toc191043859]Performance Measures
· Completion of survey/interviews within set deadlines.
· Development of a training programme with structured learning outcomes.
[bookmark: _Toc191043860]Acceptance Measures
· The training programme is comprehensive, culturally adaptive, and aligned with industry best practices.
· The final dissertation meets academic standards and contributes to hospitality training research.
[bookmark: _Toc191043861]Constraints & Limitations
[bookmark: _Toc191043862]Constraints
· Budget limitations (self-funded research).
· Time constraints due to dissertation deadlines.
· Regulatory requirements (GDPR compliance for surveys).
· Inability to travel to Cerulean Tower Hotel to directly assess training needs.
[bookmark: _Toc191043863]Overcoming Constraints
· Relying on digital communication (emails, video calls) to connect with industry professionals.
· Using existing literature and case studies to bridge research gaps.
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