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In the recent years, people working in the Hospitality Industry have inevitably noticed and experienced what huge impact “culture” has on the global management and business strategies (de Mooji, Hofstede,2010).
It is certainly true that in order to have a successful business, we must adapt it to the culture of our guests (de Mooji, Hofstede,2010).
Our associates represent our brand, the way they act and speak says a lot of the entire organisation (Solomon,2019).
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Our hotel is located in New Delhi, Capital City of India. 
After China, India is one of the most populous and ethnically diverse countries in the world. Its population consists of thousands of ethnic groups with hundreds of different languages (Pady,2019).
According to Moran (2014), Hinduism, which is the principal religion of the country influences the culture and the relationship between people.
Birth is destiny so that rights and privileges, as well as all disadvantages are passed on by inheritance (Moran,2014).


In the next few months, we are expecting to see more and more Japanese people coming to the hotel, therefore this handbook has been created to allow our associates to get a better understanding of the cultural differences between India and Japan.
It is extremely crucial to be sensitive to the Japanese culture in order to meet and exceed their expectations.

Japanese culture is extremely different to other cultures around the world (Mitrovic, 2017), hence why it is important to take extra care and attention when delivering services to these guests. The aim is to satisfy their expectations and be sensitive to their culture and values by showing appreciation and respect. 
Japanese guests will take notes of all aspects of the service the team is performing (British Airways ,2022).
Punctuality is part of their culture, which is why Japanese people are used to doing everything “on time”. On the other hand, Indian culture forgives a lack of punctuality or a last-minute change of plan because time is not linear and as important as for many other western societies (Hofstede Insights).
Japanese people do not like to argue in public, their manners are usually very elegant and courteous; when meeting someone whether it is the first time or a usual friend, they smile and bow politely (Jin,2017), whereas Indians are known to be argumentative and sometimes aggressive in tone and behaviour (Abhishek, 2022).
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One of the models that has been used to understand cultural differences, is the Hofstede model (Hofstede, 2005).
This model explains why it is vital for a brand to change strategies and ways of communication when it comes to different cultural values which define the self and personality of guests (de Mooji, Hofstede,2010).

Awareness of cultural values of guests allows the business to build strong and effective business strategies, enabling people of the organisation to deliver the perfect and suitable service for each individual guest, making their stay memorable and unique (Mancio,2020).

According to the Hofstede mode, culture can be divided in five dimensions (de Mooji, Hofstede,2010):

· power distance
· individualism and collectivism
· masculinity and femininity
· uncertainty avoidance
· long- and short-term orientation

Hofstede’s cultural dimensions theory has been often criticized for being outdated (Weil, 2020).
As a matter of fact, the world map has changed throughout the years as well as the different cultures around the world.
Critics have also pointed out the fact that Hofstede conclusions are based on insufficient samples, only 40 countries were used for the research (Weil,2020).
However, it can certainly be used as a useful tool to get an overall view of how countries across the world have different cultures and values.
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Even though India and Japan are situated in the same continent they are very different when it comes to work culture and behavioural features.
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The Globe southern Asia is where India is located.  The main characteristic of this cluster is its high-power distance.
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Being a high-power distance country means that people living in the country are expecting and accepting that the power within the society or an organisation is distributed unequally. People do appreciate the existence of hierarchy and they do accept the unequal rights between top leaders and who are at the bottom of the organisation (Hofstede Insights).
The second dimension shows how India is inclined to be collectivist (Rangan, 2017). It prioritizes the principle of belonginess to a group rather than the single individual. Within a larger social framework people get a sense of security and in exchange they give their loyalty. In other words, in a collectivist society the key value is the relationship between people.
According to Moran (2014), the individualistic part of the Indian society is more a result of their strong religious culture. Hinduism believes in a cycle of death and rebirth and the way each individual lives the preceding life has a huge impact on each rebirth.
India is considered to be a masculine society (Hofstede Insights), where success, competition and achievement are way more important than the quality of life. Work is considered to be the centre of each individual’s life where ambition and assertiveness are the core values.
India scores 40 on uncertainty avoidance which denotes a medium low preference for avoiding uncertainty. Indian people embrace and welcome changes with patience and tolerance (Hofstede Insights).
India scores 51 on long term orientation which indicated a preference for a more pragmatic, long term and perseverant culture. Indian people work hard and sacrifice a lot for long term benefits such as their children’s education for example. India’s main religion and philosophical thought is based on karma (Hofstede Insights).
The last dimension is referred to the ability of people to manage their impulses and desires. A weak control is identified as indulgence and a strong control is known as restraint. India scores 26 in this dimension which classifies the country as a restrain culture with inclination to pessimism and cynicism (Hofstede Insights).
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Japan is part of the East Asian cluster which covers about 28% of the Asian continent (Mitrovik, 2017). 
According to Hofstede’s survey, Japan has a clear hierarchical management layer. However, Japan gets an intermediate score on power distance, probably due to their education system based on the principle where everyone is born equal and with same human rights and hardworking can bring people wherever they want.
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Japan scores 46 on individualism which makes of it a collectivistic society. Japanese people care about the group, and they take decisions based on everyone’s thoughts. However, when approaching Asian standards Japan also shows individualist features (Jin, 2017).
With a score of 95, Japan is considered to be one of the most masculine countries in the world. Since their young age, Japanese people are encouraged to compete. They love to exceed in everything they do by hard working and preparation (Hofstede Insights).
Japan scores 92 for uncertainty avoidance. The constant fear of natural disasters makes Japan one of the most uncertainty avoiding country in the world. Japanese people are reluctant for changes and before taking any decision they want to have a clear view of the situation through detailed figures and facts (Landis, 2018).
With a score of 88, Japan is one of the most long-term orientation focused societies. According to their culture, people must do everything they can to guarantee a better future for themselves and the generation to come (Mitrovic, 2017)
On the last dimension, Japan scores 42 which highlights a pessimist and restrained society, very similar to the Indian society (Hofstede Insights).
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Cultural sensitivity is the key to the success of our business. Therefore, all departments within the hotel should take the time to consider how to be able to meet the expectations of our valued Japanese guests. 
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Please follow the following suggestions to make our valued Japanese Guests “Feel at home”, in order to make their stay memorable and unique!
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· When guests arrive at the reception greet them with a warm and friendly welcome.
· When meeting the guest anywhere in the hotel bow to them and say hello.
· When speaking to the guest, please do come down to their level.
· Assign rooms located in a quitter area, silence is golden for the Japanese culture.
· Please use both hands when giving or taking anything from the guest.
· Please use your palm facing guests when directing or highlighting anything.
· Please say “excuse me” before leaving a guest for a moment to fulfil their request.
· At the restaurant, do everything to meet the guest request, particularly for meals and drinks choices. Promptly clear the table after a meal and make sure no rubbish is on the table or on the floor.
· Chopsticks should be placed horizontally above the plate (Everything chopsticks, 2022).
· Cleanliness and tidiness are extremely important in order to create a memorable hospitality experience (British Airways, 2022).
· Please use your hands when moving any items, do not use your feet as it is considered insulting in Japanese culture.
· Please do not point with fingers as it is considered extremely rude in Japanese culture.
· Please do not interrupt when the guest is speaking and do not get repetitive.
· Please do not make any compliments, modesty is key.
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· Hello – Konnichi Wa! (KON-NI-CHI-WAH)
· Thank you – Arigato Gozaimasu! (AH-REE-GAH-TOE GOH-ZAI-MAS-SU)
· Excuse me – Smeemasen! (SMEE-MAH-SEN)
· Goodbye – Sayoonara (SAY-OH-NAH-RAH)
· I am sorry – Gomennasgh (GO-MEN-NA-SIGH)
· Coffee – Kohhee (KOH- HEE)
· Tea – koh/ cha (KOH / CHA)
· Fish – Sakana (SAH-KAH-NAH)
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