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Introduction
This report is prepared for the Multicultural Hotel & Spa, London, England, following a visit to the company's branch in Barcelona, Spain. The purpose of the visit was to observe hotel operations, brand standards, and prepare for the integration of Spanish employees into the London-based team starting July 2024. This report focuses on cultural differences between England and Spain, particularly through the lens of the GLOBE Project's cultural and leadership study. Understanding these cultural nuances is critical for effective intercultural leadership in the hospitality industry and fostering a harmonious team environment.
Key Differences Between England and Spain
Culture and Customs:
· Pace of Life: England leans towards a more reserved and individualistic culture, with a focus on efficiency and punctuality. Spain, on the other hand, reflects a more relaxed and relationship-oriented approach. Meetings in Spain often begin later and business interactions can be more informal (Hofstede, 1980).
· Communication Style: English communication is generally indirect and relies on subtle cues. Spaniards tend towards a more direct and expressive communication style (Samovar, et al., 2017).
· Work-Life Balance: While both countries prioritize work-life balance, the emphasis differs. England often keeps work and personal life separate, while Spanish culture integrates them more seamlessly, with longer lunch breaks and later working hours (Bond & Martínez, 2019).
GLOBE Project Analysis
The GLOBE Project provides a framework for comparing cultures based on nine dimensions:
· Performance Orientation: Both England and Spain score high, indicating a focus on results and achievement. However, England may place more emphasis on individual performance, while Spain may value teamwork (House et al., 2004).
· Assertiveness: England scores lower, reflecting a more reserved communication style. Spain scores higher, suggesting a more direct and confrontational approach (House et al., 2004).
· Future Orientation: Both countries score moderately high, valuing planning and goals. However, Spain may have a more "present-time" orientation, evident in the relaxed work pace (House et al., 2004).
· Humane Orientation: Both score high, valuing helping others and social responsibility.
· Institutional Collectivism: England scores lower, emphasizing individual initiative. Spain scores higher, prioritizing group harmony and collective decision-making (House et al., 2004).
· In-Group Collectivism: Both score high, valuing loyalty to family and close associates. However, the concept of "in-group" may be broader in Spain, extending to colleagues and friends (House et al., 2004).
· Gender Egalitarianism: Both countries are moving towards gender equality, though England scores slightly higher. However, traditional gender roles may still hold some influence in Spain (House et al., 2004).
· Power Distance: England scores lower, reflecting a more egalitarian approach to power dynamics. Spain scores higher, with a more hierarchical structure and respect for authority figures (House et al., 2004).
· Uncertainty Avoidance: England scores higher, demonstrating a preference for clear rules and procedures. Spain scores lower, exhibiting greater tolerance for ambiguity and flexibility (House et al., 2004).
Challenges of Intercultural Leadership in Hospitality
Managing an intercultural team presents unique challenges:
· Communication Barriers: Differences in communication styles (direct vs indirect) can lead to misunderstandings. Clear and concise communication, encouraging open dialogue, and fostering an environment of active listening are crucial (Chen, 2013).
· Motivation and Work Styles: Understanding cultural differences in performance orientation and work-life balance preferences allows for tailoring leadership styles. English employees might be motivated by individual recognition, while Spanish workers might respond better to team-based incentives. Respecting flexible schedules in Spain, while maintaining core business hours, can show respect for cultural norms (Adler, 2018).
· Decision-Making: England's focus on individual initiative and Spain's emphasis on group consensus require a leadership approach that balances both. Facilitating discussions, encouraging diverse perspectives, and ultimately making clear decisions will build trust and team cohesion (Earley & Mosakowski, 2004).
Potential Areas of Conflict in the Multicultural Hotel
· Scheduling and Punctuality: English expectations of strict punctuality might clash with Spanish norms of a more relaxed approach. Setting realistic expectations, while emphasizing the importance of time management for smooth operations, can bridge this gap (Gomez-Mejia, et al).
· Feedback and Delegation: English managers may be more direct with feedback, while Spanish employees might find it critical. Providing constructive criticism in a private and respectful manner, focusing on improvement, will foster trust and receptivity (Tung & Vermier, 2010). Similarly, delegating tasks can be challenging. Understanding Spanish preferences for collaborative work and clear communication of expectations will ensure successful task completion.
· Guest Service: Both countries value delivering excellent service. However, the expression of that service can differ. English staff might be more reserved, while Spanish staff might be more expressive. Training both teams on the hotel's guest service standards, while acknowledging cultural variations in communication styles, will ensure a consistent and positive guest experience.
Recommendations for Intercultural Leadership Success
· Cultural Awareness Training: Providing training for both the English and Spanish teams on cultural differences can foster understanding and empathy.
· Team-Building Activities: Organizing team-building activities that encourage collaboration and interaction outside of work can help build relationships and break down cultural barriers.
· Mentorship Program: Implementing a mentorship program can pair experienced English employees with new Spanish staff to facilitate adaptation and knowledge transfer.
· Leadership Style Flexibility: Leaders need to adapt their style to accommodate different cultural preferences. Being more direct with English staff and more collaborative with Spanish staff can create a comfortable and productive work environment for all.
· Celebrate Diversity: Recognizing and celebrating the diverse cultural backgrounds of the team can create a sense of belonging and value individual contributions.
Conclusion
Imagine the Multicultural Hotel & Spa in London as a beautiful tapestry. The threads making up this vibrant design come from England and Spain, each with its unique colours and textures. By understanding the cultural differences between these threads, we can weave them together with skill and care. This intercultural leadership approach will ensure a strong, resilient, and ultimately more beautiful tapestry – a hotel environment where guests feel welcomed and staff thrive. Through cultural awareness training, team-building activities, and a leadership style that celebrates diversity, the Multicultural Hotel & Spa can become a true exemplar of hospitality excellence on the world stage.
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