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Executive Summary
The report focused on the importance of cross-cultural awareness in hospitality management and has specifically addressed the accountability of the hotel staff towards international guests. In order to improve guest service and bring about customer satisfaction, by applying a wide range of cross-cultural models of management and communication, recommendations have been provided to the chosen hotel organisation. In the report, the international country chosen is Japan and their customs have been explained based on which several changes have been made to the hotel operations in various departments. 
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[bookmark: _Toc128713410]Introduction 
Cross-cultural intelligence and awareness are essential for effective work operations in the hotel industry as it facilitates effective employee engagement and also cater to efficient guest services (Ratasuk, 2020). The report aims to analyse the significance of cultural sensitivity in hotel operations and guest services by obtaining specific changes to be made to the existing operations of hotel management. The chosen country is Japan and the specific changes to be made to improve the guest experience have been stated effectively. 
[bookmark: _Toc128713411]Importance of cultural intelligence and sensitivity for hotel personnel 
Cross-cultural understanding and awareness help hotel managers and employees to effectively communicate with the guests and provide improved services (Fan et al., 2021). It caters to the betterment of competitive advantage for the company and ensures the growth of hotel services. Cultural awareness is important for employees in the hotel industry as it helps them to approach customers properly and satisfy them (Ying et al., 2020). It is often viewed that a lack of cultural awareness and differences in norms have offended guests and this has affected the brand image of the hotels. The hospitality industry needs to respect the dignity of every guest culture and abide by the norms to ensure effective management and improve guest services (Hanners and Malvini Redden, 2021). 
“Trompenaars Cultural Model” has been identified as a strong communication tool in organisational management that helps to understand the significance of understanding cross-cultural awareness to avoid barriers (Kampermann et al., 2021). The seven parameters cater to the understanding of cultural differences play a huge role in generating barriers which can affect hospitality operations. Based on it, hotel managers must understand that cultural differences would reside among the guests which can easily offend their values and beliefs (Daskalaki, 2020). If the guests are offended, it would affect the hotel’s profitability and consequently affect customer loyalty. For example, guests who arrive at Hilton Hotels may have traditional ethics and values which are affected due to the outgoing nature of the UK workers, which would offend the guests. 
[bookmark: _Toc128713412]Implications of cross-cultural understanding for guest service from Japan 
Cross-cultural differences need to identify by the hotel leaders so that the employees can be effectively trained for bringing about improvement in services (Lu and Zhu, 2019). With the application of “Hofstede’s cultural dimensions”, the cultural differences between the UK and Japan can be explained effectively. Based on the analysis, it has been viewed that Japan is culturally strict, emotionally more traditional and follows norms and customs. Japan has low individualism and emphasises on collective approach, ensuring a sense of community (hofstede-insights.com, 2023). Moreover, Japan has a high uncertainty avoidance which caters to the understanding of laying emphasising work and valuing the efforts made to gain growth in future. On the other hand, the UK is viewed to be a nation which is relaxed about the future and acquires individualistic views. 
[image: ]
Figure 1: Hofstede's theory applied to the country comparison
(Source: hofstede-insights.com, 2023)
Japanese culture has various norms and traditions which are valued by the people, considering respect and dignity. Japanese people bow to each other as a sign of showing respect, and formal and polite behaviour while communicating (Risda and Judiasri, 2020). These factors are different compared to the English tradition, whereby people in the UK shake hands when they greet each other and tend to have an impersonal and informal approach in conversations. Western culture is different compared to Asian culture on several terms and it is viewed that there are many Western traditions that do not sit well with Japanese people. For example, Japanese people do not like being addressed by their first names, especially if the person is older. They do not like hugging or shaking hands as it is against their norms. 
[bookmark: _Toc128713413]Necessary adaptations for improving service delivery to accommodate guests 
Hilton Hotels serving Japanese guests should obtain a wide range of changes for facilitating improvements in service delivery. The receptionists and manager should be accustomed to the customs of Japan and while greeting guests, should bow their heads to pay respect. The restaurant service of the hotel should maintain a meal course designed especially for Japanese guests, and keep authentic chopsticks and bowls to enhance their experience at the hotel. As per Zarezadeh et al. (2022), customers are satisfied when hotels customise and personalise their experience with attention to small details. Service delivery can be effectively improved to properly accommodate Japanese guests. It is viewed that Japanese do not wear shoes inside rooms and therefore, housekeeping staff should take their shoes off before entering rooms. 
[bookmark: _Toc128713414]Briefing Document comprising of the Do’s and Don’ts 
	Do’s
	Don’ts

	· Japanese guests are to be greeted by the bowing head as a sign of respect and dignity 
	· Housekeeping must not wear footwear inside rooms

	· Waiters should maintain formal behaviour while serving food 
	· Managers and employees should not be informal and shake hands with guests

	· Restaurants should include diverse Japanese food on the menu 
	

	· Cleanliness is to be maintained 
	


Table 1: Briefing document

[bookmark: _Toc128713415]Conclusion 
It can be concluded that several changes are to be brought about by the hotel staff if the Japanese guests are to be satisfied. For better communication and improved guest services, staff should maintain cleanliness, avoid physical contact, and include a traditional Japanese menu and authentic food in the menu to satisfy consumers. In hospitality management, it is important all the staffs are provided with proper training to improve the facilities available in the hotel. 
[bookmark: _Toc128713416]Recommendations 
Therefore, effective recommendations have been made to improve the communication of the hotel staff with international guests so that cross-cultural barriers are overcome. The RESPECT model of cross-cultural communication can be applied to the mitigation of cultural barriers and help to create awareness effectively. It can be applied to help the hotel staff train for being culturally sensitive and acknowledge the differences present between Japanese and English people. RESPECT model stands for “rapport, empathy, support, partnership, explanations, cultural competence and trust” (Choi et al., 2020). It helps to understand that intercultural competence is extremely important for customer satisfaction in the tourism and hospitality sector (Koc, 2020). It would allow staff to understand the perspective of the guests, the integrity of the traditions and customs, need to follow such norms for obtaining customer satisfaction. 
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