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[bookmark: _Toc150334254]Executive Summary

Diversity Hotel & Spa, a prestigious five-star hotel chain based in London, is to expand its operations in Japan, a country with a deep and unique culture. This report examines the essence of Japanese culture, focusing on business and hospitality aspects, to prepare staff and management for operational success in this new location. The GLOBE (Global Leadership and Organisational Behaviour Effectiveness) study was used as a basis to better understand cultural differences, highlighting Japanese particularities in the areas of nine cultural dimensions: uncertainty avoidance, power distance, institutional collectivism, in-group collectivism, gender egalitarianism, future orientation, assertiveness, performance orientation, and human orientation. Understanding and respecting these cultural values is important to the hotel chain’s success in Japan. The recommendations provided are aimed at optimising hotel services to match customer expectations and to ensure effective communication between the management team and local staff.
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[bookmark: _Toc149084337][bookmark: _Toc149588132][bookmark: _Toc150334255]Introduction
In a globalised world, understanding cultural differences is critical to business success, especially in the hospitality industry, where customer satisfaction is closely tied to their cultural experiences and interactions (Kelly, 2023). As Diversity Hotel & Spa expands its operations in Japan, it is vital to inform and adapt to the complexities and nuances of the local culture. This report will take a detailed look at key aspects of Japanese organisational behaviour and culture and provide recommendations for effectively addressing the challenges and opportunities. 
[bookmark: _Toc149084338][bookmark: _Toc149588133][bookmark: _Toc150334256]Main Body
            According to Britannica (2019), Japan is recognised globally for its deep and diverse culture, which combines ancient traditions with modern innovations. This unique mix presents several opportunities as well as challenges for foreign companies looking to expand into the Japanese market.
[bookmark: _Toc149084339][bookmark: _Toc149588134][bookmark: _Toc150334257]Culture overview
Language: Japanese is the main language. However, in the big cities, English is commonly spoken, especially in business.
Religion and Traditions: Japan has two main religions: Shintoism and Buddhism, both influence daily habits and behaviours.
Etiquette: The Japanese value respect and politeness. Bowing is common, and businesspeople must exchange business cards with both hands. 
(Britannica, 2019).
[bookmark: _Toc149084341][bookmark: _Toc149588136]    Cultural and Behavioural Differences Table
	Feature 
	UK
	Japan

	Hello 
	Handshake
	Bow

	Communication
	Direct and open
	Indirect and subtle

	Punctuality 
	Important, but with a certain flexibility
	Essential, being late is considered rude

	Work style 
	Individualistic
	Collectivist

	Gifts
	Occasional
	Often given and have special meanings


[bookmark: _Toc149084342](Jessica, 2023).
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Language can be a major barrier. Although many Japanese learn English, the level of proficiency can vary, Japanese culture values subtlety and non-verbal communication, which can lead to misunderstandings (Buarqoub, 2019). 
The influence of value incongruence on the affective commitment is moderated by national cultural values. Specifically, the more central a corporate value is inside the value system of the host country, the more harmful the impact of value incongruence (Minbaeva, Rabbiosi and Stahl, 2018).
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        According to House et al (2002), the characteristics and practices that distinguish one culture from another, as well as strategic organizational contingencies, values and beliefs are predictive of the leader's behaviour, and organizational practices.
A cultural visualisation presented in the models below shows Japan (Model 1) and the United Kingdom (Model 2) indicating nine cultural dimensions and country analysis leadership and cultural practice through GLOBE practice and country value score.














Model 1 JAPAN Globe2020, Country map Japan, (2023a)
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     Part of the Confucian Asia cluster Japan, according to the GLOBE study, has a relatively high-power distance in practice, meaning that hierarchy is respected and valued in the business environment. Japanese culture is largely collectivist. Team orientated leadership and group harmony are essential, with desire for performance orientation (Globe2020, 2023).
    The Japanese managers need to ask for every detail before making important decisions because of the high uncertainty avoidance. They appreciate clear regulations and well-defined procedures, but changes are difficult to put into practice in Japan, with long-term orientation Japan is constantly open for investments (Hofstede Insights, 2023).
According to the Globe Japan country map (2023a) as presented above Japan tends to have a different score in practice than value as we can see in assertiveness and institutional collectivism. GLOBE offers managers an intriguing beginning point for preparing for cross-cultural communication and conflict resolution. Knowing that values like uncertainty avoidance, for example, might help a manager plan and enforce timeliness (Javidan and House, 2001).
Japanese culture has distinctive features, in the recent study of ethical or unethical leadership in Japanese culture resulted in low “consideration and respect for others” low character and high "Lack of accountability, compliance, and transparency”, the lowest percentage in "Deception and dishonesty”, and "Lack of personal values or moral code”, leaders working in Japan need to pay attention to these traits, and related practices and understand Japanese ethical leadership for successful development (Kimura and Nishikawa, 2018).
English managers can achieve success by learning about the Japanese negotiating style. The Japanese value humility, and harmony, focusing on the group rather than the individual. They also believe that work should never be done for personal gain, even though work is very important in Japan compared to the British who view work as leisure time. The Japanese also hide their emotions, face-saving is important in making decisions (Deresky, 2017).
Expressions of "no" in Japanese can lead to misunderstandings in the communication process, they avoid saying "no," but "it is very difficult" also counts as a "no", and "yes" does not always mean "yes." Instead, they communicate indirectly through a high-context culture, avoiding words and hand gestures, and lowering their eyes as a sign of respect, in contrast to British people, the Japanese place a high value on peace and loyalty (Abramson and Moran, 2018).


[bookmark: _Toc149084345][bookmark: _Toc149588140]Model 2 ENGLAND GLOBE2020 Country Map England, (2023b)[image: A screenshot of a computer

Description automatically generated]         England is recognised as a wealthy country with people that value innovation and creativity, culture can influence creativity and which is not perceived in other culture like east Asia where they are less creative, values like power distance, collectivism and high uncertainty avoidance can influence unique ideas in contrast values like high individualism, low power distance and low uncertainty avoidance they are more likely to development and express unique ideas (Kwan and Liou, 2018). English manager must be aware of culture-creativity/innovation in the new hotel in Japan, team creativity can be influenced by cultural values and norms, even if both countries have similar scores on cultural practices (see Appendix 1). 
[bookmark: _Toc150334260]The importance of cultural intelligence
According to Lacalle (2021), in the hospitality industry, understanding and adapting to the local culture is essential, cultural differences can influence customer expectations, staff-customer interaction, and service standards, and a lack of cultural sensitivity can lead to misunderstandings and potentially negative reviews. 
[bookmark: _Toc149084346][bookmark: _Toc149588141][bookmark: _Toc150334261]Conclusion
Adapting to a new culture is a journey, full of opportunities to learn and grow. With its rich traditions and deep values, Japan presents challenges and opportunities for Diversity Hotel & Spa. Success depends on the ability to navigate these cultural differences sensitively and respectfully. By understanding and capitalizing on these differences, can provide an exceptional experience to customers and grow the brand in the heart of Japan. 
[bookmark: _Toc149084347][bookmark: _Toc149588142][bookmark: _Toc150334262]Recommendation
	Based on the analysis of Japanese culture and the potential challenges identified, the following recommendations for the general manager are to ensure the operational success of Diversity Hotel & Spa in Japan:
· Cultural adaptability: motivate the employers, build personal relationships, and understand Japanese life and culture. 
· Aware of the high context culture, careful about manners and behaviour
· [bookmark: _Toc149588143][bookmark: _Toc150334263] Hire local bilingual staff to facilitate communication between management teams. It will serve as a bridge between the local culture and the international needs of the hotel. 
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Appendix1 
Cultural practice score Japan vs England
	
	Japan- Confucian Asia
	England-Anglo cluster

	Performance orientation
	4.22
	4.08

	Assertiveness
	3.59
	4.15

	Future orientation
	4.29
	4.28

	Human orientation
	4.3
	3.72

	Institutional collectivism
	5.19
	4.27

	In group collectivism
	4.63
	4.08

	Gender egalitarianism
	3.19
	3.67

	Power Distance
	5.11
	5.15

	Uncertainty Avoidance
	4.07
	4.65


Very low (1) low (2) relatively low (3) medium (4) relatively high (5) high (6) very high (7) 

Results from GLOBE 2020:
Available at: https://globeproject.com/results/countries/GBR?menu=list#country (Accessed date: 30 October 2023).
 Available at: https://globeproject.com/results/countries/JPN?menu=country#country (Accessed date: 30 October 2023).
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