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Executive Summary
This report is based on the topic of cultural awareness and intercultural differences as well as how these differences can impact business between people from these cultures. In this study, the cultural differences between retaining and Japan will be studied to understand how a British hotel employee should treat a Japanese guest by minding the cultural differences and their potential preferences. For this reason, two different cultural frameworks by Edward T. Hall and Geert Hofstede will be used which differentiate the cultures based on many dimensions. Then based on the understanding of these differences, some guidelines will be provided for the hotel staff as well as some Do's and Don'ts regarding managing foreign guests. Lastly, some recommendations will also be provided for the hotel handbook in this report.   


Introduction	
This study will be focused on constructing an employee handbook for ensuring the appropriate planning, service and management of the international guests in a hotel. The guests will be from Japan and to manage them best, the differences between the culture of Britain and Japan will be identified at first using Edward T. Hall’s cultural framework (Moran, 2018). Then several guidelines will be provided for the hotel employees to manage the Japanese guests effectively with high satisfaction. Lastly, some do’s and don’ts will be provided for those employees while dealing with the Japanese guests that must be maintained throughout their stay.
Assessing the cultural differences between Britain and Japan using Hall’s cultural framework
To understand how to manage an international guest, it is important to realise the differences between their culture and the employee’s own culture (Jandt, 2016). For this reason, Hall’s cultural framework will be implemented which differentiates between cultures based on the context, time and space dimensions.
Japan belongs to the high-context culture where there are many unwritten rules and nonverbal clues throughout the conversations, making the communication indirect (Cardon, 2018). But the British can be considered low-context who are pretty direct with their words and there are no indirect clues in a conversation (Kittler, Rygl and Mackinnon, 2021).  
In the case of time culture, Britain is monochromic, which means the people finish one job before doing another and there is strict punctuality that is maintained, even though Japan is also monochromic, they can be polychromic too based on the party they are dealing with (Brislin and Kim, 2020).
Lastly, The Japanese have low territoriality and despite being private people, prefer to work together in open spaces. But the British have high territoriality and they need personal space to work or have as their own, also having a high sense of ownership (Birdwhistell, 2019). 	
Assessing the cultural differences using Hofstede’s cultural dimensions
	Dimensions of culture
	The UK
	Japan
	Implication

	Individualism v/s collectivism
	The UK has a high score of 89 on this dimension, indicating its high individualistic culture. It means that people tend to focus more on themselves and are more self-dependent (Wenxin and Yue, 2022).
	Japan on the other hand scores 46, which means it is a collectivist culture. The people here tend to focus on collective development, harmony and cooperation.
	This difference shows how the British employees should keep in mind that Japanese guests would prefer company instead of being isolated, also constantly checking up on their needs might be appreciated.

	Uncertainty avoidance index
	The UK has a very low score of 35 in this dimension, meaning they embrace and promote some uncertainty, as well as see this as a potential opportunity for growth. 
	Japan has a very high score hereof 92, which means they try to avoid and prevent as much uncertainty as possible (Yeh, 2020).
	It indicates that the services offers and every other thing provided for the Japanese guests must be planned in advance and executed appropriately. For example, a British guest might appreciate a special menu due to not having the ordered item available for the day, but a Japanese guest might find it uncomfortable and see it as a lack of cultural appropriation. 

	Indulgence v/s restraint
	The UK has an indulgent culture with a score of 69, meaning the people are more optimistic, enjoy their leisure and find spending time and money on entertainment options gratifying and fulfilling. 
	Japan has a restraint culture with a score of 42, which means that the people are more pessimistic in nature and hold back from enjoying leisure activities. 
	This difference indicates that a Japanese guest might not appreciate the tourism or leisure packages the hotel has to offer much. So the employees must not insist on trying out any package, only asking once and then letting it be if they politely decline the first time. 





Guidelines for the Hotel employees to prepare and manage a Japanese guest
Some of the guidelines for the employees to manage the Japanese guest effectively are:
· Be Friendly to the guest
The British are known to be more stiff and impersonal compared to the Japanese, so even if the Japanese are private people, they highly appreciate a warm welcome and friendly conversation, which must be kept in mind by the employees (Rylance, 2020). 
· Look out for the body language and nonverbal clues
The Japanese have a high context culture and they depend a lot on gestures, postures as well as nonverbal clues to communicate with others (Pryor, Butler and Boehringer, 2021). The employees must keep special care to pay attention to their body language to understand if they are uncomfortable with anything and ask those questions regarding it. 
· Write down the specific details and preferences of the guest
The Japanese have high attention to detail and they also express their specific preferences only if asked, even though they remain unsatisfied with the offered services at times (Turpin, 2020). So the employees must write down any such details if expressed and utilise those for future service offerings, gaining more customer satisfaction.
· Ask for their diet preferences
As there are differences in food habits based on the culture and country of individuals, the employees need to make sure they are not offering anything that the Japanese will not appreciate (Egusa, 2021). The regular food offered at the hotel will be the same for the Japanese guests, but they should be asked for any additional services they might need. 
· Mind the wording and length of speech
As the Japanese are known for being very shy, polite and private; the employees must keep in mind that even if the guests will appreciate a warm conversation, too much directness and lengthy conversations can cause them discomfort (Kita and Ide, 2019). They will not show dissatisfaction or answer rudely out of politeness but it will register as unprofessionalism and a lack of cultural awareness by the Japanese guests.
Do’s and Don’ts for the hotel staff 
	Do’s
	Don’ts

	· Give attention to their needs and preferences in detail, as there are many clues to pick up and understand how to serve them best
	· Do not be on your cell phone while expected to serve or manage a foreign guest as it is considered impolite

	· Ask questions explicitly to confirm if he/she is content with the offered service and offer any improvements if needed
	· Do not touch their personal belongings without permission, not even to clean those in their absence for room service

	· Offer services such as housekeeping and food arrangements on time but offer flexibility over the time if they ask for such
	· Do not ask personal questions even though holding polite conversation will be appreciated

	· Always be ready for front-office calls if they need anything and ask for time politely to answer their queries after collecting the necessary information 
	· Do not show any kind of displeasure while conversing with them as the Japanese are very polite and sensitive 

	· Be patient  with them and hold a smile while waiting for their answer to any question as they tend to have a slower decision-making process
	· Do not be too formal and stiff in the conversation with them as they will find it unflattering



Recommendations
Some of the recommendations for the hotel staff will be provided below:
Directly asking for the needs and preferences of the Japanese guests, as well as conducting follow-ups on if they are satisfied with the service they are being provided with during their stay.
Not indulging in too much conversation to the point of it becoming invasive, as Japanese are very polite and cannot bluntly interrupt many conversations. But at the same time they appreciate hospitality so indulging them in some pleasant conversations will be appreciated.
Offering them some specially made Japanese cuisine might be appreciated by the guests, also letting them know of authentic Japanese restaurants to enjoy while on a long-term stay will also be taken positively.  

Conclusion
This study has shown how one culture can differ so highly from another and also how these differences affect the interaction of people from different cultures. The cultural framework has shown the differences between Britain and Japan from several aspects and this knowledge has helped in understanding how to better manage the foreign Japanese guests in a British hotel. The guidelines will help employees navigate the general aspects of service with an awareness of the specific needs of the Japanese guests. Lastly, the do's and don'ts will be helpful for quick decision making and understanding of how to deal with certain situations. 
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