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Diversity Hotel & Spa Expansion Intercultural Competence Report
[bookmark: _1fob9te]Introduction
Due diligence requires a comprehensive analysis of local customs and cultural complexities when venturing into a new country, acknowledging their essential role in defining societal standards. This prerequisite is fundamental in the hospitality business, where seamless integration into the host culture is critical to the success of facilities like hotels (Qiu et al., 2020). As the Diversity Hotel & Spa has expanded to a new international territory, Japan, this report will explore Japan's varied landscape. Using the cultural components of the GLOBE Project, this report will investigate and highlight the leadership approaches most relevant to the Japanese cultural setting. Furthermore, it will critically examine the importance of cultural sensitivity and intelligence in the hotel industry, clarifying the tremendous influence such competencies may have on guests and overall organisational success. The report will also outline recommendations, which will assist leaders in arranging a training program compatible with Japan's cultural fabric, fostering an environment of understanding and excellence.
[bookmark: _3znysh7]Japan’s culture overview
A diverse set of values and practices distinguishes Japan's culture and customs. Respect for hierarchy and authority is a prominent characteristic of Japanese society, which can influence communication styles and decision-making processes in a hotel setting (Brown et al. 2006). Punctuality and dependability are highly valued in Japanese culture, with punctuality regarded as a show of respect. Gift-giving and hospitality are also essential in Japan, with gift-giving considered a vital aspect of relationship building and hospitality highly valued. Finally, Japanese culture emphasises intricacy and quality, accentuating ongoing improvement and refinement.
[bookmark: _2et92p0]GLOBE country analysis
Drawing from the “Global Leadership and Organizational Behavior Effectiveness” (GLOBE) Project's cultural dimensions, various leadership factors are highly valued in Japan. One of these factors is the importance of hierarchical order and deference to authority, as shown by a high Power Distance Index (PDI) (House et al. 2004). Japan falls under the Confucian Asia cluster, and from the GLOBE project analysis, it is; therefore, no surprise that the leadership styles preferred in Japan are the team-oriented style, which "highly values team cohesiveness and a common purpose or goals," and the group protective style that "focuses on the safety and security of the individual and the group" (House et al. 2004). These preferences of the leadership styles are showcased in the figure below. Collectivism triumphs over individualism, emphasizing Japanese society's cohesion. Long-Term Orientation is also visible, emphasizing perseverance and a propensity to invest in long-term relationships.  
[image: ]
Figure 1: Ranking of societal clusters using relative country cluster scores (Dickson et al., 2012: 443)
[bookmark: _tyjcwt]Cultural intelligence and sensitivity
In light of the aforementioned particular customs and cultures in Japan, the imperative of cultural intelligence and sensitivity within Diversity Hotel & Spa in Japan cannot be overstated. Rooted in recognising that effective intercultural interactions are foundational to success in this global business landscape, cultural intelligence and sensitivity are not mere luxuries but strategic imperatives. Cultural intelligence, often called CQ, denotes an individual's capability to function effectively in culturally diverse settings, encompassing understanding and adapting to cultural norms, values, and behaviours (Li, 2020). See Figure 2 below on the cultural intelligence factors. On the other hand, sensitivity involves an acute awareness and respect for the nuances of diverse cultures. 
[image: Socsci 10 00312 g001]
Figure 2: Four-dimensional model of cultural intelligence (Wawrosz et al., 2021: 5). 
The fundamental product of the hotel sector is hospitality, and the visitor experience is significant (Lam et al. 2021). Cultural intelligence improves communication by ensuring personnel can perceive and respond to guests' demands in culturally appropriate ways. It includes comprehending communication styles, nonverbal clues, contextual appropriateness, and language skills. Guests who feel understood and valued are more likely to be pleased with their stay, resulting in favourable feedback and repeat business.
Cultural sensitivity is critical in avoiding unintended cultural blunders in this new environment (Madon et al., 2023). Misinterpretations or insensitivity to cultural differences can result in misunderstandings, discomfort, or even insult (Li, 2020). Avoiding such blunders is not only a matter of cultural respect in a service-oriented industry like hospitality, where establishing a welcome atmosphere is vital, but it is also a commercial imperative to retain the hotel's reputation (Yang et al., 2022). As a result, cultural intelligence and sensitivity act as bridges between cultures, generating a sense of inclusion and acceptance. Diversity Hotel & Spa in Japan's hotel workforce comprises people from various cultural backgrounds, and creating an environment where cultural differences are acknowledged and celebrated is critical to creating a positive workplace culture and improving employee morale and teamwork.
[bookmark: _3dy6vkm]Conclusion
In the global hospitality market, travellers seek unique and authentic experiences. Therefore, this hotel must demonstrate cultural intelligence and sensitivity to gain a competitive edge. By doing so, guests will be increasingly drawn to the hotel, going beyond the standardised approach and offering a culturally immersive experience (Lam et al. 2021). It will attract a diverse clientele and contribute to the hotel's brand differentiation.
[bookmark: _1t3h5sf]Recommendations
Various recommendations would be helpful in this context in preparation for the upcoming training session for the Diversity Hotel & Spa's expansion into Japan and are as follows:
· Extensive cultural training programs are recommended due to their usefulness in educating hotel workers on the complexities of Japanese customs, communication styles, and hospitality expectations. As elucidated by Li (2020), a well-rounded cultural training project will provide workers with the necessary skills to connect with guests and traverse the nuances of Japanese society.
· It is critical to emphasise adopting adaptive leadership styles within the hotel's managerial framework. Leaders should use a collaborative approach consistent with the collectivist nature of Japanese society, as this will help build a sense of collective responsibility and harmony within the hotel staff. The hotel may build a management culture that connects positively with personnel and visitors by integrating leadership tactics that resonate with Japanese cultural preferences.
· Furthermore, it is critical to incorporate cross-cultural communication tools into daily operations (Kamal Abdien et al. 2019). This plan involves practical steps such as multilingual assistance, cultural awareness items in guest rooms, and regular staff training on efficient international communication. These technologies act as cultural bridges, promoting smooth communication and ensuring guests feel welcomed and fully understood during their stay.
These recommendations comprise a complete approach for cultivating a culturally knowledgeable and sensitive atmosphere within Diversity Hotel & Spa's new venture in Japan. By applying the aforementioned guidelines, the hotel will not be able to traverse the difficulties of the Japanese market effectively. Still, it will also be able to establish itself as a beacon of cultural inclusion and quality in the international hospitality arena.
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