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This report aims to provide cultural awareness guidance to hotel stuffs by creating guidebook considering a UK hotel and Japanese guests. The report also discussed the importance of intercultural competence in business and hospitality management. The report discussed about the hospitality aspects of the two cultures and showed similarity and contrasts in those cultures. It also took help from the Hofstede’s cultural dimension model and compared the scores between UK and Japan to understand the differences between the two cultures. The report suggested a do’s and don’ts list for hotel staffs at the end of the report and suggested how the hotel should run. 
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[bookmark: _Toc89619931]Introduction
 Intercultural competence is very important in hotel business. Intercultural competence means the understanding of own and other culture. In business, intercultural competence is an essential thing to maintain business communication (Deardorff, 2011). In hospitality industry, understanding different culture is very important. For this, reason hotel staffs should be aware of cultural differences and apply the norms in accordance with the background of the customer (Byram, et al 2001). This handbook is made for a hotel which is located in UK and the hotel regularly hosts guests from Japan. This handbook will provide a guideline for staffs on how to handle Japanese guests more efficiently regarding intercultural awareness. It will also use Hofstede cultural model to understand key difference/similarities between two countries. 
[bookmark: _Toc89619932]Importance of cultural awareness for hotel staffs 
Cultural awareness in tourism and hospitality management is very important to build communication and defuse any tension arise in workplace. For hospitality workers providing culturally sensitive service help to induce further engagements and increase the reach of the hotel to more customers. One of the key aspects of hospitality industry is that, it facilitates dialogue between different communities and opens path for trade (Grobelna, 2015). In hotel management, cultural sensitiveness must be kept in mind while forming marketing, management and business operation strategies. Hotels have direct relationship with cross cultural and business operations. Business operation, management and marketing of hotels are designed to serve both local and foreign guests. Any cross cultural incidents may lead to unwanted consequences for the hotel, especially if it’s a global brand. One incident may lead to PR problems for the entire hotel chain. That is the reason hospitality industry workers not only have to have academic skill but also need to poses social, cultural skill to provide optimum services to the consumers (Sosnina, 2015). Cultural awareness is the intangible item in this business which may have the maximum impact on the growth of business. As the business grows, more diverse the consumer base becomes. From housekeeping to personal space guests from different cultural backgrounds measure these services from different perspective. That’s why HR department of the hotel must train employees about cultural differences and provide a manual after the target audiences are identified. 
[bookmark: _Toc89619933]Analysis of hospitality aspect of the two cultures
In this part, the cultural difference between two countries will be discussed with hospitality aspect. 
UK: the British are famous for their well manner. The British handshake is firm and not strong like other countries, while greeting with close friends, they kiss each other’s cheek. Otherwise, it’s a simple nod. British don’t yell at waiters; they simply wait for eye contact and then they nod or raise hand. From a staff, British guest expects smile while starting any conversation. So, hotel staffs should keep an eye for British guests. British customers normally value privacy very high. It’s all about personal space which makes some regular housekeeping work very tough. (O’Doherty, 2016).  
Japan: The Japanese don’t shake hands, they simply bow. The practice of etiquette in Japan is known as Omotenashi (Dunn, 2013). To Japanese customers dress up according to profession is very important. So, staffs need to be well dress up while servicing Japanese customers. Smile is considered uncomfortable in Japan. So, a welcoming smile is uncomfortable to them. They don’t like hand gesture during conversation. Japanese hardly use any negative terms, so, conversing with them can be tricky sometimes. 
[bookmark: _Toc89619934]Hofstede cultural dimensional model 
Here the scores of Japan and UK in Hofstede’s model will be compared to provide guidance about employee actions to serve overseas customers and find key differences and similarities between two cultures.  
Power distance: Power distance means the level of power inequalities accepted by people of a country. A higher degree of power distance means it’s a hierarchical society. A lower degree of power distance means people questions power and authority in that society (Hofstede, 2011). 
Avoidance of Uncertainty: It means the degree on which uncertainly is accepted in a country (Merkin, 2006).  It is also a measure of the acceptance of the ambiguity in a society. If the score in this case is higher, it means the guidance, law and behavior of this society depends more on absolute truth. If the score in this case is lower, it means the society tends to fewer regulations and free flowing environment.  
Collectivism: Collectivism means the society is more about ‘we’ than ’I’. In collectivism, the overall well being of the society is seen greater than individual goals (Brewer, et al, 2011). Individualistic society is often faced with loose family ties but show more productivity. On the other hand, collective societies are often act together in case of greater danger. But anomalies in both cases can be found in many cultures. 
Masculinity: A high masculine society is more assertive and aggressive in competition. The driving force of the society is about power (Sugihara et al 1999). Most of the cultures around the world are masculine. However, in some rare cases, feminists’ societies can be found in different cultures. Notably, feminists’ cultures are modest in nature. In masculine culture women are also tend to be assertive and competitive. 
[bookmark: _Toc72335188]Indulgence: Indulgence means the dimension of the people in a degree on which people control their impulses. The control on impulses defines a human. The weak on impulses are called indulgence and people who can control impulses and desires are regarded as restraint (Sun, et al 2019).  
Future orientation: This dimension is about how future is perceived in terms of past. Cultures with low scores in this case means, the country values its future considering its past. On the other hand, cultures with high future orientation tend to be pragmatic and adaptive to circumstances (Hofstede, 2003). 
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[bookmark: _Toc89619936]A table of DO’s & don’t for Hotel staff to serve Japanese customers 
The following lists are for serving guests based on the basis of Japanese cultural norms. 
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[bookmark: _Toc89619937]Conclusion
So, intercultural competence should be kept in mind writing handbook for staffs. Small details can help to achieve big goals. In a globalized world keeping pace with the diversity is the secret behind success. For success in hospitality industry there is no alternative for highly trained staffs. This study used Hofstede’s model to understand the importance of cross cultural frameworks. It also analysed the difference between two cultures and provided a recommendation/handbook for staffs to utilize.  

[bookmark: _Toc89619938]References

Brewer, P. and Venaik, S., 2011. Individualism–collectivism in Hofstede and GLOBE.
Byram, M., Nichols, A. and Stevens, D. eds., 2001. Developing intercultural competence in practice (Vol. 1). Clevedon: Multilingual Matters.
Deardorff, D.K., 2011. Assessing intercultural competence. New directions for institutional research, 2011(149), p.65.
Dunn, C.D., 2013. Speaking politely, kindly, and beautifully: Ideologies of politeness in Japanese business etiquette training.
Grobelna, A., 2015. Intercultural challenges facing the hospitality industry. Implications for education and hospitality management. Journal of Intercultural Management, 7(3), pp.101-117.
Hofstede, G., 2003. Cultural dimensions. www. geert-hofstede. com.
Hofstede, G., 2011. Dimensionalizing cultures: The Hofstede model in context. Online readings in psychology and culture, 2(1), pp.2307-0919.
Merkin, R.S., 2006. Uncertainty avoidance and facework: A test of the Hofstede model. International Journal of intercultural relations, 30(2), pp.213-228.
O’Doherty, D., 2016. Manners, taste and etiquette: new practices of ‘politesse’in business and management. In The Routledge Companion to Reinventing Management Education (pp. 539-553). Routledge.
Sosnina, N.G., 2021. THE DEVELOPMENT OF INTERCULTURAL COMPETENCE OF HOSPITALITY MANAGERS. In Актуальные вопросы преподавания иностранного языка в высшей школе (pp. 396-398).
Sugihara, Y. and Katsurada, E., 1999. Masculinity and femininity in Japanese culture: A pilot study. Sex Roles, 40(7), pp.635-646.
Sun, J., Yoo, S., Park, J. and Hayati, B., 2019. Indulgence versus restraint: The moderating role of cultural differences on the relationship between corporate social performance and corporate financial performance. Journal of Global Marketing, 32(2), pp.83-92.







1

image1.png
Tnited Kingdom ‘Hofstede’s Dimensions | Japan

TR scores only 35 which|  PowerDistance | Japan G+ high power

make it a country with low distance country with 2

power distance. score of 54

TR scores 16 making an Collectivism Tapan G defandy 3

individualistic coun collective society with 2
score of 89.

TK & wlerant about|  Avoidanceof | Japan scores 92 in i

uncertainey with a score of Uncertainty part

35

TK scores 66 making It Nasculinity Tapan has the highest

relatively low masculine

country compared to Japan

score with 95. But overall
both countries can be

considered as masculine.

UK scores 69 making it an Tadulgence Tapan scores 12 making it

indulgent country a restraint,  pessimist
country

UK &s relafively less Tufure | Fufure orientafion | Japan & a Wighly fufure

oriented society with a score

of 51

oriented society with a

score of 88.

Similarities/

Differences





image2.png
Front office Department

Housekeeping

Food and Beverage services

Catering Department

In room services

For saffs from all

deparment

Don't shake hands
Don't smile as it makes

Tapanese

uncomfortable
Don't use hand gestures
Don't interrupt the privacy

while housekeeping

Don't take away foods

unless the guest say so

Don't pour tea or wine

unless the guest say

so.

Never hung empty gla
upside down

In case of handling complain
never use negative terms.
Don't use smart phone in

front of guests





