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[bookmark: _Toc166606153]Executive Summary
This report attempts to put it on display through a critical exploration of how the cultural background of managers impacts the performance of the front desk management team at Ibis Styles Birmingham. A case study approach is used to explore the nature of various management strategies employed at the hotel and their effect on different criteria, including employee satisfaction, customer loyalty, day-to-day efficiency, and the hotel's environmental and social resilience. Relying on the analysis of a wide range of literature sources and the examination of the case study's key emphases, this report provides a comprehensive exploration of how the identified thematic dimensions and issues that were explored relate to each other within the premise of the hospitality sector. The review of literature explores various theoretical aspects of the idea of management and explains the complexity of decision-making strategies and the management of hotel facilities. The in-depth case study analyses allow looking at how the management of Ibis Styles Birming by examining the specifics of the implementation of managers’ practices and approaches in front desk personnel’s environment and guest satisfaction. Moreover, the thematic enquiry sheds light on the importance of an organization’s cultural background for the development of an inclusive work setting. As a result, the recommendation section is designed to suggest the instruments and framework that could be used for the improvement of both the case study hotel and the characteristics of the broader hospitality environment.
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[bookmark: _Toc166606154]Introduction
The hospitality industry is a dynamic and multifaceted field, and managerial practices are one of the linchpins that facilitate not only guest satisfaction but also staff engagement and operational efficacy. In this highly varied context, the front desk management team at Ibis Styles Birmingham will be the focus of my report, as I attempt to understand how the cultural backgrounds of managers manifest in their performance outcomes. The location of this business in Birmingham, a major city in the UK, ensures that this piece will be highly relevant; moreover, the specific management practices of Ibis, as well as its guest-oriented and highly sustainable business model, ensure the complexity of the context that will be considered.
By conducting a comprehensive literature review and then proceeding to an empirical imbroglio through a thematic analysis and proceeding with an in-depth case study analysis, I will gain crucial insights into the functioning of this management area with the Ibis Hotel. This will allow me to make inferences as to how managerial strategies are influenced by the cultural backgrounds of managers and shape the operations of their units. The ultimate goal is to gain insights allowing me to recommend ways to improve service in the hospitality industry.
The rational synthesis of existing theory and empirical data will allow me to gain a profound understanding of how the cultural backgrounds of managers intersect with the practices they employ and the businesses they run. Moreover, by considering the context of Ibis Styles Birmingham, I will also propose recommendations for the Ibis Hotel, which could be further expanded to benefit other businesses in the field. This piece will be important for the understanding of managerial practices from a rather narrow, hospitality industry-based perspective and for the generation of insights that may facilitate experiences within this industry for a wider business audience.


[bookmark: _Toc166606155]Literature Review
The hospitality business, which has always been dynamic and diverse in nature, relies heavily on effective management practices that balance complexities of organizational performance and total customer satisfaction according to Afsar et al.(2015). This literature review critically analyzes existing research and academic writing concerning hotel management, leadership styles, and how diversity in an organization affects its performance. Through a combination of journal articles, industry reports, and case studies, it provides a comprehensive theoretical framework for understanding the intricate dynamics of how managers exert influence within the hospitality sector.
Inclusive leadership is a cornerstone where diverse teams can coexist and work collaboratively. Scholars like Cox (2013) have highlighted the profound positive effects that cultural diversity management produces on various aspects of organizational dynamics, such as creativity, innovation and teamwork. He succinctly captures the essence of today's global business environment, noting that because it is now a market with consumers from all countries and every kind of background, diversity must be embraced as not merely a moral duty but one that provides a valuable strategic advantage to businesses. By drawing upon special perspectives and experiences which have their origins in many different cultural traditions, organizations can with this type of innovation and adaptability set themselves apart from others on the market (Johnson et al., 2016).
With the growing recognition of its value and efficiency in driving the organization's performance, cultural diversity management has become an important method to cultivate interspersal. Organizations that manage cultural diversity are better able to comprehend the multitude of advantages that differing viewpoints bring. By fostering an environment which respects difference and can make it an asset, organizations promote creativity, improve problem-solving skills, and make employees feel at home (Kirkman & Shapiro, 2021).
The significance of leadership styles extends beyond championing inclusion and diversity in definition. By shaping an organization's culture, they contribute significantly to employee engagementTransformational leadership described in Northouse (2018), however, in Northouse's words, transformational leadership with visionary leadership, inspirational motivation and individualized consideration is associated with higher levels of employee satisfaction, and higher organizational performanceTransformational leaders inspire and enable followers to reach their full potential, creating a shared sense of purpose and vision that inspires employees to distinguish themselves in their workThe role of inclusive leaders in establishing an organisation-wide culture of inclusion and belonging is also emphasised in Garden, Swartz, Rowe (2023). Leaders are the crux of their groundbreaking study, they create an environment where every employee feels valued, respected, and included and can contribute uniqueness such as individual talents or viewpoints into cooperative endeavours welcoming to all people. By fostering open lines of communication and encouraging diverse opinions, leaders can instil a sense of psychological safety which motivates employees to speak out their thoughts without fear of punishment. Or, more literally, at the strategic level promoting cultural diversity emerges as a major factor contributing to organizational performance and in creating an atmosphere of inclusivity. Because organizations are increasingly functioning within multicultural settings, effective management of cultural differences has become an essential prerequisite for harmonious teamwork and collaborationAnthropologists such as Hofstede (2021) have provided frameworks for understanding the impact of cultural differences on organizational behaviour. If organisations understand these cultural nuances and pay proper respect to them, then diversity becomes a source of strength and competitive advantage pesticide.
Further research supporting this conclusion, Podsakoff, K. M., Moorman, R. H.F., & Fetter, R. (2020). The literature also emphasizes the necessity for multicultural communication in addition to inclusive leadership and cultural diversity strategizing when working together in a multi-ethnic team. Efficient communication is the keystone that universalizes language. It harmonizes words from all people into one vocal tune you can understand and allows a man with a different idea and habitat culture from your own to get along without hate or fear (Jackson & Ruderman, 2019). For instance, studies have found rationalizations in multicultural team communication practice--these same studies show that training alone cannot solve all communication problems and inequities which must be resolved for better understanding among international staff (Hall, 2016).
Leadership styles profoundly influence organizational culture and staff participation. For example, transformational leadership–with its hallmarks of visionary, inspiring, considerate and individualized extravagance towards every person–is associated with employee satisfaction at high levels as well as institutional performance (Avolio & Bass, 2014). In this way, transformational leaders not only encourage the fulfilment of an employee's individual needs but also create a shared sense of purpose and vision. Their followers are then inspired to give their very best (Lee & Sukoco, 2020).
This kind of leader can express a compelling vision for the future, give team members a sense of meaning and purpose, and create an environment in which people trust each other to work together. Through their charismatic leadership style and ability to inspire others to follow them willingly and with conviction, transformational leaders foster a climate of innovation that constantly improves (Northouse, 2018).
At the same time, transformational leadership helps promote employee creativity and innovation because it encourages people to think outside of the box and pursue new ideas (Li, Li, & Shi, 2018). Recognition, encouragement and support, it is also provided by transformational leaders. In this way; they give their followers the courage to make brave decisions, experiment with new methods and send their unique perspective to the goals of the organisation. This is not what I expected to say. Accordingly, transformational leadership becomes a driving force for organizational development and also helps to foster a culture of learning and growth from top to bottom in the organization as well as lifelong learning among all age levels present within it. Up to now, literature has demonstrated the importance of leadership styles, particularly transformational leadership, in defining corporate culture, enhancing employee engagement and promoting innovation and originality in a work setting. With inclusive li leadership practices, cultural diversity management and effective multiracial communication are encouraged within organisations. James Collins had this to say about the matter: "People do their best work when they can all understand what each other are talking about. This way organisations can create an environment that encourages individuals from diverse backgrounds and abilities to achieve their full potential: a prerequisite for success today in business going forward if companies ever want more good talents on board who will bring orders of equal size and profits up as well. Additionally, this literature review provides a comprehensive overview of the key concepts in hotel management such as inclusive leadership, cultural diversity management, multicultural communication and leadership styles. Combining insights from a diverse array of scholarly sources sets the stage for the following sections of analysis: shedding light on how managerial style and cultural diversity interrelate within Ibis Styles Birmingham to affect organisational performance as well as successful attempts made for managing diverse environments.
[bookmark: _Toc166606156]Methods
This study's methodology section outlines the narrative design of its scientific approach, with a particular emphasis on case study methodologies and additional techniques. Case study methodology constitutes an effective means to collect information on a wide range of managerial practices and cultural dynamics within limited cultural contexts. This research, through examining Ibis Styles Birmingham in fine detail, including interviews, questionnaires and observation data collection, tries to throw light on how the different cultural backgrounds of managers affect the functioning front desk team.
The case study approach allows researchers to explore complex real-life organizational phenomena in context, leading to a more integrated understanding of the interplay between various factors and their consequences for managerial practices (Kozinets, 2015). In this study, Ibis Styles Birmingham is the first point of the research lens through which to examine how the cultural backgrounds of managers are influencing front desk staff performance. Through collecting data using qualitative data collection methods such as semi-structured interviews with key information sources including managers and frontline staff, and direct observation of management practices in action, the research aims to capture a multifaceted picture of what managers do and think inside a hotel.
Furthermore, research methods and techniques such as reflective writing and ethnography are put into play in addition to the case study approach. Reflective writing lets researchers weave in their observations and insights gained through their placement experience, injecting the analysis with an inherent perspective and fine-grained detail (Moon, 2014). By reflecting on their own experiences as participants within the organizational environment, researchers can offer precious insights into what concrete effects the impact of different managerial culturalized backgrounds might be having on wider organizational dynamics and performance.
Secondly, netnography emerge as a method to access online communities and social media platforms for qualitative data about guests' experiences and views of managers conducting themselves. By analyzing the Ibis Styles Birmingham's website solution comments and discussions, researchers can find out something about how it affects not just visitor happiness but service quality too and even guests' general feelings towards the hotel brand as well (Yin, 2018). Netnography lets researchers examine a rich source of raw data in real-time that gives unique perspectives on the actual lived experiences and viewpoints of guests, which will complement findings derived from traditional data collection methods.
To sum up, the method used in this study takes a many-sided approach, drawing on the strengths of case study methodology and adding supplementary techniques like reflective writing and netnography. Through such design research that is thorough and all-encompassing, this study aims to raise valuable insights about how management cultures affect performance in front desk work teams. These findings will help to add to the general body of knowledge within hotel management and hospitality studies.
[bookmark: _Toc166606157]Case Study Discussion: Placement Hotel Focus
Ibis Styles Birmingham is located in the centre of Birmingham city, which is a built present-day elegant beacon of hospitality with an attractive, homey, and colourful ambience. The hotel's ultimate commitment to modern amenities and graciously appointed rooms, as well as the variety of facilities provided for the visiting guests, differentiates it as a suitable accommodation service for both leisure and business tourists. Since the hotel is located near many exciting landmarks in the city, as well as accessibility to shopping centres and transport hubs, Ibis Styles Birmingham is the best for any tourists. This is particularly true for the property's direction to superior customer service, as the hotel's industrial and stylish decorations will indeed provide the guests with a fantastic stay while officially visiting or enjoying a vacation. The hotel's guest rooms are homey and attractive with the provision of flexible meeting rooms and services for the different tastes of its guests. Ibis Styles Birmingham is, therefore, confident of meeting or even exceeding the expectations of its guests in terms of meeting the required services. An outstanding capacity of the hotel is its commitment to the environment, which is evident in the services and the facilities. Therefore, in conclusion, Ibis Styles Birmingham is excellent modern hospitality natured and nurtured in the present time, full of convenient, comfortable, and conscience memories of the present period of frequent lodging practice among the other most satisfactory services to the guests and top hotels in Birmingham.
[bookmark: _Toc166606158]SWOT Analysis
Strengths: Ibis Styles Birmingham has multiple crucial strengths that contribute to its positive performance in the hospitality industry. First and foremost, the hotel benefits from a strong brand identity provided by the Ibis Styles line of which it is a part. The Ibis Styles brand is well-known for the distinct elements of design present in its facilities and prioritizes personalized and engaging service. In this sense, the established reputation of the associated brand adds value to the location and drives increased interest from clients in search of a vivid memorable experience. Additionally, the hotel's view is reinforced by its excellent strategic location in the city centre. Such placement not only contributes to the attractive quality of the facility for tourists due to easy access to key transport and leisure routes but also increases interest for businesses that engage with major Birmingham points of interest and tourist activity. Combined with the client-facing approach that focuses on the satisfaction and well-being of customers as the highest hotel priority, this strength leads to a high loyalty and return rate for guests. Finally, the Ibis Styles Birmingham is environmentally conscious and engages in a significant number of practices aimed at waste reduction, energy preservation, and the use of ecological amenities, which is in line with the heightened recognition of the need for a more sustainable lifestyle.
Weaknesses: On the other hand, Ibis Styles Birmingham is not without weaknesses. The most critical issues include a lack of meeting and conference facilities that limit its attractiveness for corporations and the significant rate of turnover for its front clients. This factor often results in an inferior quality of service as compared to the competition, which is detrimental to both client satisfaction and the motive of the remaining employees. In addition, waiting times during the peak hours for the arrival and departure of customers lead to further decreases in satisfaction and perception of the quality of the hotel.
Opportunities: The hotel is also provided with multiple exciting opportunities for growth. For one, it can expand to the previously unexplored part of the market with high potential quite easily by creating relevant structured packages and advertising them with partners. Attendee experience diversification is another potential opportunity for Ibis Styles Birmingham due to the weddings, wellness, and other bespoke packages that it can offer. In addition, the adaption of modern technologies is a crucial direction for attention, including the use of digital solutions for a quicker check-in process.
Threats: The primary threats for Ibis Styles Birmingham come from the extreme competition in Birmingham and the UK as a whole. The continued uncertainty in the economic aspect of travel prices poses a significant risk to any plans for expansion, in addition to the existing legal substructure related to the health and safety of residents, data protection, and other aspects of business which require constant attention.
[bookmark: _Toc166606159]PEST Analysis
Political Factors: Policies of the government can have different effects on the working environment of businesses like Ibis Styles Birmingham hotels. Taxation changes and new government regulations may have a direct effect on profits and financial opportunities for the hotel’s staff. Political events may have indirect impacts on the performance of the hotel as well. For example, political instability in Birmingham, the United Kingdom, or other countries can lead to a decrease in tourist and hotel activities in the region. This may result in the lower occupancy of the Ibis Styles Birmingham hotel, and the revenue of the hotel may become more uncertain. To reduce the impacts of political risks on the development of the hotel, it is important to build good governmental relationships and monitor the situation.
Economic Factors: The performance of any hotel, including Ibis Styles Birmingham, is greatly influenced by the economic conditions in the region and their changes. Different economic factors, which affect the hotel's revenue, include the rate of growth of the UK GDP, inflation rate, and consumer spending. Such factors, such as exchange rates, also affect international travel demand and the purchasing power of tourists, including international guests of the hotel. To maximize pricing opportunities and revenue, it is important to respond to the ongoing changes in the economic environment through the proper pricing strategy.
Social Factors: Social factors, such as different demographic and cultural trends, can directly or indirectly affect the demand for the hotel’s services and production performance. Changes in social perceptions of the hotel's services or the needs of target customers matter. Moreover, as the United Kingdom and Birmingham are regions with many different cultures living together, Ibis Styles Birmingham has the opportunity to develop specific services for different target audiences, taking into account the cultural characteristics of its guests. Such advantages should be realized to improve the competitiveness of the hotel.
Technological Factors: There are many technological factors influencing the performance of Ibis Styles Birmingham, and it is crucial to know them well. Technological advances in hospitality technologies, such as online booking services and hotel apps, allow increasing hotel experiences for clients. Mobile applications help staff to know their customers closely and provide various personalized conveniences. It is becoming more convenient to use cloud technologies and artificial intelligence. At the same time, many of these technological solutions may become disruptive technologies for the hotel, such as online booking services or the increasing popularity of the mobile app Uber for transportation.
[bookmark: _Toc166606160]Competitor Analysis
Being a part of the vibrant hospitality landscape in Birmingham, Ibis Styles Birmingham encounters multiple rivals targeting various market segments. Key competitors that should be mentioned are Premier Inn, Holiday Inn Express, and Travelodge, each offering distinguished value propositions and focusing on different target groups. First, Premier Inn has established a strong reputation for consistent quality and value-for-money accommodations catering to cost-conscious travellers who want to be sure that the hotel delivers a service of a certain standard. Second, Holiday Inn Express runs a significant share of business travellers concerned about their schedule and time and provides such advantages as Express Start breakfast and flexible check-in and check-out options. Travelodge, being a UK-wide operator present in a wide range of locations throughout the UK, serves as another competitor with a diverse target audience covering both business and leisure travellers who pay a moderate price to get a moderate service with good quality.
Competitors' strengths and weaknesses can be beneficial for Ibis Styles Birmingham in terms of identifying spaces for differentiation and strategic positioning on the market. Aid in benchmarking and assessing the competitor is aimed at getting a better understanding of such factors as pricing service and customer experience to adjust the hotel's value proposition to customers. Moreover, competitor analysis helps to foresee possible market trends and threats to the organization in the future, allowing the business to get ahead of companions on the market.
[bookmark: _Toc166606161]Front Desk Management Team Analysis
The front desk management team at Ibis Styles Birmingham is at the forefront of guest interactions and experience besides enhancing operational efficiency. Leadership as a critical component of the team determines the morale, motivation, and performance of the employees. A transformational leadership style, characterized by a visionary and inspirational approach to management, helps create a sense of purpose and direction among the team members. With a supportive and positive work culture characterized by a commitment to collaboration, innovation, and continuous improvement, transformational leaders inspire their team to not only meet the guest's expectations but also surpass the organizational goals. One of the critical elements of effective management at the front desk is communication. Open and responsive communication allows managers and team members to share ideas, access essential information and work collaboratively in problem-solving. A meeting is a critical model that allows front desk managers to communicate performance expectations, offer guidance, and address any arising issues. With effective communication, the front desk has a conducive and supportive work environment necessary for success in the dynamic hospitality sector in Birmingham. Additionally, a modern hospitality setting requires the incorporation of cultural diversity. The front desk, like any other unit in the hotel, needs to be diverse to meet all guest needs. Cross-cultural competence in cultural awareness, empathy and adaptability of the leadership and management have been identified in similar settings as a significant factor towards an inclusive organization. Culturally competent managers work to create an inclusive workplace environment and ensure all the guests or clients are treated with respect and dignity.
[bookmark: _Toc166606162]Leadership Styles
At Ibis Styles Birmingham, effective leadership is critical to the front desk management team's success. Transformational leadership, which includes visionary and motivational types of leadership, allows managers to inspire and motivate their teams to align with a collective vision and objectives. Transformational leaders who demonstrate empathy, credibility, and authenticity can gain the trust and respect of those around them, making the working environment more positive and enhancing each element of the Ibis Styles team's performance. Moreover, situational leadership could be instrumental in various situations and challenges faced by the front desk management team. Situational leaders adapt their leadership style according to their team member's needs and the given circumstances to give as much support and emphasis as needed. 
Front desk management can just as easily adapt their approach to success all of the time because it demands several distinct skills. It is clear to me that servant leadership is a critical dimension of leadership for front desk management. Servant leaders are always focused on their colleagues’ needs and do everything they can to meet them by delegating authority. This creates a supportive rather than oppressive working atmosphere and gives everyone on the team actual tasks. Therefore, servant leadership does not just improve job satisfaction, but also teamwork.
[bookmark: _Toc166606163]Communication Strategies
An effective element of successful front desk management at Ibis Styles is communication. Clear communication channels and an exchange of information between team members ensure that they are well-informed and share the same objectives. With open-door policies, staff feels comfortable expressing their thoughts and ideas and even complaining to management about their duties. This creates a transparent and open work environment in which staff can achieve. Also, officials or team meetings help managers express concerns, share feedback, and discuss any issues or problems together. Open lines of communication can help promote managers' confidence and strengthen their relationships with their staff. Therefore, emphasizing the front desk managers' ideas of confidence yields a higher morale and welcoming setting and teamwork.
Furthermore, feedback mechanisms are an important part of the front desk team’s growth and improvement. Feedback mechanisms enable frontline managers to understand better and recognize potential power areas and areas for growth. Feedback systems empower managers to pursue initiatives, provide staff with helpful and constructive criticism and support, and maintain staff achievement. By instilling a culture of cooperation and responsibility, literally Desk managers cultivate a working environment in which workers feel backed, appreciated, and inspired.
[bookmark: _Toc166606164]Cultural Diversity Management
The status of Birmingham as a multicultural city accentuates the significance of cultural diversity management in the team of front desk managers at Ibis Styles Birmingham. Since both the guests and the staff are representatives of culturally diverse backgrounds, front desk managers need to exhibit cross-cultural competence to ensure effective interspersed communication. A multi-phase construct of cross-cultural competence relies on cultural awareness, empathy, and adaptability to enable managers to understand and accept the uniqueness of each culture while attempting to create an inclusive, diverse, and welcoming environment for all. The role of front desk managers is crucial in the development of cultural sensitivity among the team members to provide guests with personalized, culturally sensitive services. However, it is more important for managers to celebrate differences and maintain a cultural diversity approach, which will not only foster a sense of unity and integration among the team members but also enhance interaction and communication. Furthermore, cultural diversity management also involves staff retention and maintaining a high level of motivation. By recognizing the unique strengths and input of the culturally diverse staff, front desk managers will be more successful in creating a sense of belonging and supporting team cohesion. As a result, they will be able to contribute to guest satisfaction and staff motivation, promoting the image of Ibis Styles Birmingham as a welcoming and hospitable hotel.
[bookmark: _Toc166606165]Theme Exploration	
The critical analysis of Ibis Styles Birmingham focuses on how managerial cultural backgrounds influence various aspects of organizational functioning. Based on the existing academic literature and empirical evidence derived from the placement hotel, the analysis aims to uncover the subtle and complex ways in which managers' cultural backgrounds influence their managerial style, decision-making, and relationships in the workplace. The notion of cultural diversity is viewed through multiple lenses that go beyond the impacts of managers' actions and interactions to consider their implications for the organization. Managers' unique cultural backdrops, which include individual beliefs, values, and cultural norms, manifest themselves in a specific leadership and managerial style, such as directive leadership and micro-managing behaviour. For example, in cultures where hierarchy and authority are valued, a manager will have a directive leadership style. However, in a culture where there is an emphasis on collaboration and seeking consensus, the same manager will exercise more democratic, participative leadership. Effective leadership requires an understanding of these cultural variations to promote effective collaboration in culturally diverse groups. Additionally, the analyses explain how managers' cultural backgrounds manifest themselves in their decision-making process and interaction with their staff and guests. This could impact a firm's condition and its productivity, implying how the host is approached. Different culture influences how managers communicate and, hence, annoying negotiation about the preferences accessed to the restaurant for per cent. Therefore, this analysis supports the integration of cultural diversity through effective management. Building inclusive leadership, developing an effective communication strategy, considering culture, and promoting creativity and innovation in the workplace in Ibis Styles Birmingham.
[bookmark: _Toc166606166]Theoretical Framework
Workplaces' cultures have become interconnected, which is a reflection of the multicultural nature of modern society where people of different races, religions, and cultural backgrounds live and work in the same geographic location. Over the past numerous years, organizations have been mandated to value various external and internal social groups, such as individuals with disabilities, older or younger individuals, and black or white people. Lately, organizations have been obliged to consider and respect various social groups that are inclusive of undocumented aliens, transgender and lesbian individuals, and alternative spiritual beliefs. In the globalization era, cultural diversity in the workplace has become imperative, emerging as a strategic principle for a firm to follow, instead of only a social war or social responsibility compliance. Finding a way to manage and become successful, with this increasing level of cultural diversity in the workplace, makes leadership style and organizational dynamics crucial. Recent studies show that the cultural background of a leader highly influences how they direct, as it also varies how they express themselves, process thought, and assess issues in terms of communication, schooling, control, inspiration, and assistance to the groups in which they participate.
[bookmark: _Toc166606167]Application to Ibis Styles Birmingham
Applying the theoretical framework of cultural diversity to the context of Ibis Styles Birmingham reveals the importance of recognizing and capitalizing on front desk managers’ various cultural backgrounds. Ibis Styles Birmingham is a hotel that operates in one of the most diverse and multicultural cities in the UK, Birmingham. The hotel is equipped with a truly diverse and culturally rich frontline team, that coincidentally mirrors the guest base so entirely. As such, recognition and promotion of cultural diversity among front desk managers play a pivotal role in not only unlocking the door to an inclusive work culture but also in bringing guest service levels to an impetus.
Front desk managers are not only the foundation and epitome of the guest experience but also the fulcrum of hotel performance. Therefore, recognition and catering to diverse cultural backgrounds among front desk managers can both assert that a hotel capitalizes on strengths and virtues of any leadership style and facilitates salient incorporation of such influences in successful overall guest satisfaction. More particularly, in a collectivist culture instance, the manager might emphasize agreement and team dynamics to create a background where team members enjoy a mutually cohesive and referable environment. Consequently, the manager engages in team involvement with its members to capitalize on inclusion in the decision-making process while seeking consensus on critical issues, and continual practice of teamwork and personal relationships. On the other hand, a manager from an individualist culture is bound to reassert emancipation, liberty, and freedom, especially allowing team members to work on their initiative and take responsibility in decision-making and other work details. As such, toward creating an inclusive work culture that recognizes everyone's strengths and preferences, these distinctions and others will be recognized. These will not only result in improved hotel performance and better guest experience; making the guest feel truly and innately valued and respected, irrespective of where they may come from, but will also provide cultural realism as a source of competitive advantage.
Additionally, training and development of the hotel might be incorporated or enhanced through the understanding of knowledge surrounding cultural background influencing leadership. It is possible to effectively and efficiently operate in culturally diverse group settings, such as Ibis Style Birmingham's, via cultural competency training and cross-cultural communication workshops. However, the intrinsic open-door policy the hotel operates remains a testament to a similar possibility that anyone, irrespective of their position or level, can share opinions and advice is proof of such cultural influences. Consequently, by this setup, front desk managers can learn about and from each other's culture and be more innately respectful of other's customized beliefs. The abiding message is that culture shapes professional business and personal communication and can be used to advantage.
[bookmark: _Toc166606168]Effective Communication in a Multicultural Environment
At Ibis Styles Birmingham, effective communication is about opening doors for cooperation, defusing tensions and fostering a pleasant work environment. Being a front desk manager in charge of ensuring effective communication for team members from different backgrounds and developing approaches to guarantee that every message is clear, effective and respectful, I would rely on the value of cultural differences that create numerous communication trends. The guidelines that help communication in a multicultural hotel be successful range from using plain and simple language to giving the team enough context for the interaction and the use of insightful language to develop.
One of the principles of the standard I would promote would be using plain language. Anything that falls under the category of "coded language" – such as the use of overt signs or "internal" expressions – would be potentially confusing or counterproductive. Such an approach might be non-representational for a team member for whom English is a second stage.
Another practice that is supposed to ensure that communication promotes workflow and a pleasant work environment is giving all members of the front desk team enough context to get the meaning of my message. In particular, to promote positive communication standards, I would use insightful language so that my team could also learn something new about handling "tough nut" customers. Consequently, the standard would also include an open communication climate in which every team member listens to others and can maintain an open and friendly conversation. In this context, the manager is a leader who has to lead the way in creating the communication standard as only two-way respect guarantees good communication.
[bookmark: _Toc166606169]Diversity Management Strategies
The development and implementation of diversity management of cultural diversity Ibis Styles Birmingham are distinguished within the scope of specific recruitment and selection strategies. The purpose is to attract and recruit employees from different backgrounds to create a workforce that reflects its culturally diverse guests. First, the management may invest resources in advertising job vacancies across different cultural settings to attract candidates from different ethnicities, cultures, genders, and abilities. Afterwards, Ibis Styles Birmingham management may create a diversity management recruitment policy that incorporates inclusive hiring such as blind hiring and selection processes and having diverse interview panels. The diversity recruitment policy is aimed at avoiding unconscious bias in the process of selecting and hiring employees out of a pool of candidates.
Second, cultural diversity management efforts at Ibis Styles Birmingham depend on specific training and induction programs. Therefore, the management may adopt a diversity management training program that trains all employees at all levels of the hotel on cultural differences. Essentially, exemplary diversity management training should aim at creating an awareness of cultural differences and promoting the behaviours of employees that it takes to want to live with persons of different cultures. The training should also create skills that enable hotel staff to live with others who are different from them. Ibis Styles Birmingham may also develop a policy that requires training and development in cross-culture issues promoting experiential learning.
The principal contributing factors leading to conflicts are intercultural differences and a multicultural front desk. Therefore, diversity management of intercultural differences and a multicultural front desk at Ibis Styles Birmingham integrate conflict resolution. The professional establishment of front desk managers, who typically conduct all sorts of conflict resolution, guarantees that conflicts are resolved justly. The conflicts among employees function as an example of other conflicts resolved by the front desk ensuring that all parties to the conflict leave feeling that justice was done. Additionally, the management has the power to initiate peer mediation or arbitration providing conflict resolution policies and support for incoming dialogue. Surprisingly, the resolution of conflicts in Ibis Styles Birmingham does not require an official or a front desk. However, the management uses the diplomatic style of the employing official in addressing public complaints and grievances.
In conclusion, the analysis of Ibis Styles Birmingham within the context of managerial cultural backgrounds identifies the importance of cultural diversity in hotels. Understanding such aspects as leadership approaches, ways of communication, and organizational day-to-day have enormous implications for establishing a perfect hospitality venue. A proper appreciation of the managers’ cultural backgrounds helps the Ibis Styles Birmingham management not only to preserve their core values but also operationalize their value towards excellence and equal service provision. Specifically, abiding by certain leadership and communication principles and promoting inclusivity guarantees excellent service as the facility adheres to diversity, equality, and equity.



[bookmark: _Toc166606170]Conclusions and Recommendations
The research at Ibis Styles Birmingham has highlighted the significant impact of the cultural background of the managerial staff on their leadership styles, team performance, and organizational outcomes in the context of the given hospitality environment. As a result, the study underscores the importance of considering the cultural diversity of this staff a key advantage that international firms in the hospitality sector can employ. In particular, it demonstrates that with the employment of inclusive leadership, engagement in cross-cultural dialogues, and the requirement for all management staff, including the front desk managers in the given case, to be engaged in inclusive training periodically, hotels such as Ibis Styles Birmingham can ensure their business thrives and continues to be relevant in the present pluralistic context. This foundation of inclusivity ensures that each individual is respected, appreciated, and empowered to perform at their best. In the case of a front desk manager, each member of the international team can value the diversity of the views and opinions that are typical for this industry and use these viewpoints to the best of their ability. By a focus specifically on identifying the strengths and developing the talents of the staff members in the context of the inclusive approach, the managers can be sure that the international team will feel valued and respected. As a result, it manifests in the levels of ownership and belonging of the staff members that are likely to improve due to this approach. Their morale performance and productivity levels are also likely to increase. Moreover, as the resultant inclusive leadership reduces the barriers to the staff's ability to get their voice heard in the context of decision-making, the levels of trust also increase significantly. In the context of the study at hand, this inclusivity-centric approach will ensure that increased team cohesion and compatibility, are observed as the key result for the global manager.
Effective cross-cultural communication is important in addition to inclusive leadership since it helps front desk managers bridge cultural divides and enhance interactions with team members and guests. Cultural differences that are often evident in varying communication styles and strategies promote numerous misunderstandings and conflicts relevant to multicultural work environments. Effective cross-cultural communication relies on the implementation of various strategies that focus on the development of creative training, technology, and alternatives to enhance meaningful interactions. Front desk managers should devote their attention to designing opportunities for their staff to learn about other cultures and develop effective communicative strategies that will ensure the efficient exchange of information with guests. Additionally, open dialogue and platforms that facilitate the provision of feedback strengthen communication in multicultural environments. The innovative use of technology complements this aspect of guest relations by allowing front desk managers to use their smartphones or tablets and share information using translation apps and video calls. Varying types of communication can be based on the use of QR codes, and certain possibilities allow assistants to teach themselves common phrases between shifts. Overall, the use of technology and alternatives in cross-cultural communication enhances communication, reduces misunderstandings, and contributes to a more inclusive culture. This aspect is beneficial for guests who feel more welcome and are more likely to become loyal in terms of their chosen hotels.
Ibis Styles Birmingham has several sustainable opportunities relevant to the implementation of sustainability initiatives. On the one hand, sustainability serves as a successful marketing strategy since more and more consumers are becoming interested in the hotel's eco-friendly practices. Nor is the competitive advantage important since hospitality is an increasingly competitive industry, the marketing department can also benefit from a stronger focus on sustainability. As far as operational benefits are concerned, the use of energy-efficient technologies can become beneficial in terms of financial savings that Ibis Styles can obtain over the long run. For example, the use of energy-efficient lighting reduces costs and improves the reputation of the hotel along with recycling programs and better choices of organic and local products.
Apart from sustainability, improving customer service initiatives remains essential for preserving a competitive edge within the hospitality market. In response, Ibis Styles Birmingham can become unique while maintaining a focus on personalized guest experiences. On a detailed level, it would become reasonable to channel investment toward technology solutions, such as mobile check-in/check-out and digital concierge services that would enable guest request processing in seconds. In addition, responsive guest feedback improvement should be considered a priority along with the use of online surveys and the monitoring of social media to gather insights into guest concerns and preferences and refine the approach to delivering high-quality services. As a result, talent management improvement can be considered another crucial part of creating a highly skilled and motivated workforce. In this case, Ibis Styles Birmingham should pay close attention to devising recruitment and retention programs that will help the hotel attract specialists from a range of backgrounds. Furthermore, by offering competitive salaries and a range of training and career progression opportunities, local hotel managers should be able to motivate and retain employees. [1] As for the performance management systems, they will help to recognize high-performing employees and incentivize them through different rewards. [2] By promoting inclusive leadership practices, the hotel management should also ensure that the employees' feedback will be taken seriously and the opportunity to implement creative ideas will be provided. Similarly, employees should receive empowering feedback that makes them feel valued. By aligning efforts to improve talent management across the hotel, Ibis Styles Birmingham should be able to foster a motivating work environment, and as a result, improve employees' performance levels and customers' satisfaction.
Overall, the research findings provide insights into the future opportunities to develop Ibis Styles Birmingham and the hospitality sector beyond it. With a focus on inclusive leadership and active efforts to improve cross-cultural communications and engagement, such as visits to the suppliers and contacts with people from other cultures, as well as sustainability, customer service, and talent management initiatives, the local hotels should be able to become highly competitive in the modern diverse market.




[bookmark: _Toc166606171]Reflective Account
My placement experience at Ibis Birmingham was one of the most rewarding opportunities, and I had the chance to witness firsthand the impact of inclusive leadership on teamwork and organizational culture. The sets of front desk managers whom I encountered were great examples of inclusive leaders since they actively engaged team members in the decision-making process, encouraged open communication, and promoted a sense of belonging among employees. Their approach was essential for enhancing my peers' morale and boosting their enthusiasm, but it also facilitated an open work culture, where people are supported and trusted by their leaders. The inclusivity of the front desk office managers was beneficial for my peers, as I could feel that all team members seemed valued recognized and appreciative of their employers. Since, under my observation, Ibis Styles Birmingham's Ibis front desk office manifested high levels of team cohesion, it is possible to assume that the inclusivity of the office managers also improved their colleagues' work experience as they became more collaborative and team-minded. Furthermore, the inclusivity of the front desk managers extended not only to its in-service personnel but also to its guests' service. Ibis front desk personnel with inclusivity characteristics were more empathetic and culturally sensitive to welcome guests irrespective of their origin, which helped in being a comforting place for these individuals. It was apparent through my observation that guests responded positively to the inclusivity of the front desk personnel, reflecting their hospitality by signing the guest book. Hence, based on Ibis Styles Birmingham's Ibis front desk office, the inclusiveness of the front desk managers reflected the same on organizational culture and the guest experience.
In addition to the positive outcomes of inclusive leadership, I also observed how cultural differences sometimes lead to difficulties in communication and collaboration within the team. Nonetheless, what struck me the most was how the front desk managers opted to proactively address the challenges of cultural differences. They understood the importance of cultural awareness and adaptability in breaking barriers and fostering understanding between the employees. I observed how front desk managers encouraged open dialogue and implemented cultural competency training to equip the employees with the necessary skills and knowledge to thrive in diverse work settings. By turning cultural differences into a source of strength and innovation, front desk managers at Ibis Styles Birmingham drove their organizational success in the highly competitive hospitality industry. The remaining limitation revolved around how cultural differences led to the lack of understanding and miscommunication between the employees. There were several occasions where the language barrier and cultural norms, including the power distance, led to misunderstandings and even conflicts within the team. In such situations, I realized that understanding cultural differences and being flexible when it comes to communication was of critical importance. The front desk managers who displayed empathy and changed their approach to match that of their subordinates were often better placed to address the challenges and foster stronger relationships with their team members.
In addition, the significance of cultural diversity management in driving organizational performance and outcomes was further reinforced during my placement experience. At Ibis Styles Birmingham, I witnessed how cultural diversity was leveraged as a strength in driving optimal performance and outcomes. For example, the hotel embraced the unique cultural perspectives and talents of its multi-cultural employees to deliver exceptional services to its guests. From the hiring and recruitment process to in-service training and daily operations, the hotel had created an ambience of inclusivity such that all employees were comfortable and felt respected and valued. Indeed, as a nurse, I noted how the hotel organized training in diversity and cultural competence whereby employees were sensitized on the need for inclusivity and to avoid indignifying other people. Such initiatives not only promote inclusivity but also enhance teamwork and creativity; guest-oriented I came to appreciate cultural diversity management courtesy of the approaches used by Ibis Styles Birmingham in its daily operation. The hotel emphasized the need to offer wholesome services to the guests, ensuring that their diverse needs were met. For example, many of the people visiting the hotel were of differing cultural backgrounds, and from a cultural diversity management viewpoint, it was crucial to ensure that the staff was trained on providing culturally compatible services to the clients. In this regard, the hotel organized training for employees on the need to ensure one’s culture does not become a limitation for a guest.
Engaging in the training sessions and workshops on cultural competence and cross-cultural communication during my placement in Ibis Styles Birmingham was a transformational experience. However, the lessons learned throughout the sessions would be very important to my future career and professional field since I acquired skills and tools from the Ibis Styles management on how to navigate a diverse work environment. For instance, I learned the critical process of empathy, active listening, and cultural sensitivity that I would use in my interactions with my workmates and guests in the future. I learned to listen to what other people were thinking to be empathetic to their understanding and adjust my communication approach to suit their culture. The guidelines were very important in building my relationship of trust with other workmates and the guests. Furthermore, I developed inclusive leadership skills, as I had an opportunity to witness the practice throughout my practicum. Both the front desk managers practised inclusive leadership style, which reflected positively on their image by empowering their staff, promoting teamwork, and celebrating their diversity. The management was inclusive and sensitive to every culture, making the staff feel united and belonging, thereby enhancing their morale and performance. The lessons I learned would be very important to enhance effective leadership in the future, therefore, making me confident in my practicum experience at Ibis Styles Birmingham.
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[bookmark: _Toc166606173]SWOT Analysis
	Strengths
	Weaknesses
	Opportunities
	Threats

	Strong brand identity (Ibis Styles)
	Limited meeting and conference facilities
	Expansion to new market segments
	Intense competition in Birmingham and the UK

	Strategic location in city center
	High turnover rate among front desk staff
	Diversification of services (weddings, wellness packages)
	Economic uncertainty impacting travel demand

	Customer-centric approach
	Long wait times during peak hours
	Adoption of modern technologies
	Regulatory compliance challenges

	Sustainable practices
	Operational inefficiencies
	Market expansion through targeted marketing
	Legal and regulatory compliance requirements



[bookmark: _Toc166606174]PEST Analysis
	Political Factors
	Economic Factors
	Social Factors
	Technological Factors

	Government policies and regulations
	UK GDP growth rate
	Demographic trends
	Hospitality technologies (online booking, hotel apps)

	Taxation changes
	Inflation rate
	Cultural diversity
	Mobile applications for staff and guests

	Political stability/instability
	Consumer spending
	Social perceptions of hotel services
	Cloud technologies

	Governmental relationships
	Exchange rates
	Target audience needs
	Artificial intelligence

	Impact on tourism and hotel activities
	Purchasing power of tourists
	Cultural characteristics of guests
	Disruptive technologies (online booking services)



[bookmark: _Toc166606175]Competitor Analysis
	Competitor
	Target Market
	Strengths
	Weaknesses

	Premier Inn
	Cost-conscious travellers
	Consistent quality
	Limited service offerings

	Holiday Inn Express
	Business travellers
	Express Start breakfast
	Limited leisure amenities

	Travelodge
	Business and leisure travellers
	UK-wide presence
	Moderate service quality
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