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This report has its focus on importance of cultural intelligence and also the communication barrier with effect on one of the hotels in London, St Martin’s Lane Hotel, located in Covent Garden. The main point of this report will be how the international guests experience the service and what differences related to cultural behaviour there are. All these and also the departments that are related and implicated in serving the international guests will be presented within the report.
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The importance of communication is well-known in any industry and it has its number one focus within the hotel industry as it is the first step towards establishing a good relationship with the customers. In this report will be illustrated the importance of the cultural behaviour and cultural intelligence along with Hofstede theory which will support the importance of cross-cultural barriers. Additionally, will be presented as well what are staff members allowed to do and what they are not, captured within a do’s and don’ts overview. To study these differences and approaches of the staff members of the hotel, the Japan culture will be taken into account.  
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[bookmark: _Toc105859407]Cultural intelligence and sensitivity - importance

Cultural Intelligence describes the skill to relate and work effectively in culturally varied situations. It's the capability to go across borders and flourish in numerous societies. People with high cultural knowledge are attuned to the worth’s, ideas as well as designs of communication of individuals from various cultures. They use this expertise to help them connect to others with empathy and understanding. Unlike IQ, social knowledge is not something that can be evaluated by a score. Cultural knowledge aids create an in-depth understanding of functioning designs in other cultures. A culturally intelligent labour force will certainly demonstrate better resistance, trust as well as understanding of international colleagues. Cultural sensitivity indicates that a person knows as well as approving of cultural differences. It indicates that the person holds back judgment of cross-cultural methods, and that he can deal properly with these distinctions. Cultural level of sensitivity is important in any type of cross-cultural partnership (Livermore, 2011).
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The services of St Martin's Lane Resort London, which emphasize excellent communication in a variety of languages, may help to open up the market. With a focus on sanitation and quality cuisine options, the resort's clientele may help to improve the establishment's image. According to several experts, one of the most significant impediments for customers from other countries is the language barrier (Torres et al. 2019).
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During the 2000s, Bulgarian scholastic Michael Minkov utilized information from a review (Minkov, 2007) to make a new calculation of the fifth aspect, as well as the consideration of a 6th aspect (Hofstede, Hofstede and Minkov, 2010). The six aspects are recognized as follows:
1. The idea of force distance, which is connected to various answers for the fundamental issue of human disparity;
2. Vulnerability Avoidance, which alludes to a culture's degree of uneasiness when defied with an obscure future;
3. Independence versus Community, which is worried about the incorporation of people into bigger gatherings;
4. Manliness versus Femininity, which alludes to the partition of profound capacities among people;
5. Long haul versus Transient Orientation, which alludes to whether a singular's endeavours ought to be centred around the future or the present and past.
6. Extravagance versus Restriction, which alludes to the satisfaction versus control of normal human longings for joy throughout everyday life.
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As the front desk is the first to greet the guests, it is imperious necessary to have them prepared for Japanese guests as well, and to enforce some short trainings on cultural differences, what to say and what to do not to be interpreted as rude or not polite (Allen et al. 2018). It is as well important to teach the staff to greet in their language, the international guests. 
Housekeeping – with the help of this service, door-to-door serving takes place at a high standard. As the discussion is around Japanese guests, they cannot address any complaint immediately as they hit the language barrier. Therefore, a training for staff is mandatory to make sure they freeze or lower the differences of culture (Black, 2001).
Restaurants or the serving in general – In terms of serving, the Japanese guests prefer to serve usually their traditional food, but at the same time, the restaurant must have their own dishes as well. The menu has to be in an international language, in this case English, and if there is still a lack of communication, maybe the menu should be translated into Japanese or hire a translator for few days, via online services.
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	DO’s
	DON’Ts

	Offer a warm welcome in their own language
	Not miss any gesture or request from Japanese guests

	Treat with priority their requests
	Staff member unavailability

	Give full attention when they have special requests 
	Not to invade their personal space

	Maintain cordial interaction with them and offer them the best services, to promote tourism
	Managers not to be present around

	If possible, focus on their behaviour and try to anticipate their requests or tastes
	Gossip behind corners about different things, in English, when guests pass by
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In order to promote international guests’ services within their hotels, the managers should embrace and teach their staff members about cultural intelligence and sensitivity. It is mandatory to have same communication trainings on staff members and also to learn some cultural behaviour from different cultures around the globe. 
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