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Executive Summary
The report has discussed the importance of cultural intelligence and communication barrier for the staff of St Martin's Lane Hotel London. The report has also focused on international guests from Japan with communication gaps and cultural behaviour differences. Additionally, the hotel department serving the guest has been stated in the report.
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[bookmark: _Toc97215534]Introduction
The foreign language is one of the barriers which is deliberately addressed in the international market of the hotel industry. The report will illustrate the significance of Cultural Intelligence and Sensitivity. Additionally, the theory of Hofstede will be demonstrated, stating the importance of cross-cultural barriers along with do's and don’ts for St Martin's Lane Hotel London staff members. The international country of Japan will be chosen based on their cultural and language difference, which is probably addressed while serving the guest in the hotel. Prioritising the preferences of guests from Japan will be illustrated in the report.
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Importance of Cultural Intelligence and Sensitivity
Cultural intelligence, including sensitivity, is extremely significant from the staff and hotel viewpoint. Hotel management can focus on improving the level of guest satisfaction and enhancing the services in the competitive market. Employees working in the hotel giving utmost priority to cultural intelligence upgrade the level of reputation (Frías et al., 2018). Therefore, it removes the cultural disparity among the peers and can serve the guests as per their preferences. On the same side, it can contribute to improving the connection with respective international guests and enhance the smooth interpersonal relationship. Cultural sensitivity can develop the mutual understanding between the staff and guests, hence, assisting in serving and communicate them according to their preference.
Service Implication for guests
The services provided by St Martin's Lane Hotel London, focusing on enhancing the service with effective communication of different foreign languages, can lead to a competitive market. The guests in the hotel, if served with the best possible efforts and focusing on cleanliness and quality food services, can increase the reputation of the mentioned hotel. Guests from international countries have the language barrier, which is one of the drawbacks counted.
[bookmark: _Toc97215536]Hofstede’s cultural dimensions theory
Hofstede's cultural dimensions theory focuses on cross-cultural communication, which was establised by Geert Hofstede in 1997. It concentrates on the effects of the societies cultural values and relates the values with the behaviour of individuals. In simple words, it signifies the cultural difference across the countries discern the ways in which the hotel provides services across their branches. There are five types of theories included, which are stated below:-
Power Distance: The power of distance is referred to the social inequality which is accepted and perceived in various cultures. According to Hofstede, it signifies that the high power of distance can influence the behaviour of individuals in a sophisticated manner. For instance, St Martin's Lane Hotel London, focusing on welcoming the guest and making them feel like they belong to the country.
Uncertainty avoidance: As per the theory of Hofstede, it relates to the threat that an individual might feel due to an unfamiliar situation. For instance, a tourist from Japan visiting the UK might feel insecure due to the cultural barrier and differences in communication.
Collectivism/Individualism: Collectivism refers to focusing on interdependence social unit, likewise, the family members despite focusing on the individual. For instance, the mentioned hotel in London, focusing on guests travelling with families from the international country of Japan, will provide effective services (kgk, 2022). On the contrary, Individualism is termed as giving importance to individual or autonomous preferences.
Femininity/Masculinity: The feminine and masculine differences state the significance of managing the difference between both gender of the society and different preferences. For example, the guests in the mentioned hotel served according to their preferences based on their gender can increase their productivity.
Long-term orientation: It is the last theory of Hofstede, which focus on dealing with cultural orientation dealing with future and past perspective. This focuses mainly on the foster, for breaking the sealing of difference. For instance, the guests from Japan visit the nation of UK, by providing best of the best services the guests feel like flying down with priority and attention given to them.
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Front Office Department
The front office department consisting of a receptionistin the mentioned hotel, welcomes the guest. They communicate with them and inform them regarding the hotel (Akgunduz, Alkan and Adan, 2021). Tourists arriving from Japan find it extremely difficult in communicating with them due to cultural barriers. Therefore, the hotel needs to train the staff members and educate them in foreign languages.
Housekeeping Department
The housekeeping department provides door to door services in the mentioned hotel and serves them adequately (Bbc, 2022). Guests from Japan cannot state their issues directly to the housekeeping members. Henceforth, the housekeeping members learning cultural gestures will be able to understand them relatively.
Restaurant Department
The restaurant department serves authentic British delicacies and, on the contrary, Japanese guests prefer sushi and other fish stuffed foods. Due to communication barriers, they cannot open up with their food preferences. According to the scenario, a translator must be appointed by the mentioned hotel and make focusing on serving the international guest efficiently.
[bookmark: _Toc97215538]DO’s and DON’T’s for hotel staff members 
	DO’s
	DON’T’s

	1. The staff members giving a warm welcome to the guest of Japan will settle their comfort level.
	1.The staff should not even miss on peculiar things as the Japanese guest isquite strict regarding their culturalcustoms.

	2. The guests from Japan must be given utmost priority and always be available for their preferences.
	2. The staff members not being available for a longer duration of time might discourage the guest from Japan(Frías et al., 2018).

	3. Paying them attention as per their desires, as the guest from Japan has a different preference (businessinsider, 2017).
	3. The staff members should not try to be overfriendly with the guest, as the Japanese guest prefers privacy.

	4. Developing a friendly relationship with the guest of Japan while their stay in the mentioned hotel will encourage tourism.
	4. The management and authority, including staff members not serving the guest from Japan, can discourage them.
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Recommendation
The staff members of St Martin's Lane Hotel London, learning the foreign language of different countries, will be able to serve guests from Japan and other countries respectively. The management authority should take the initiative and schedule foreign classes in order to educate them. It will increase the reputation of the mentioned hotel in the international market.
Conclusion 
The report has signified the cultural and sensitivity intelligence in order to encourage guest services from international countries. Japan has been focused on immense cultural differences. The various hotel departments has been discussed in the report, including the do's and don’ts for the hotel staff members.
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