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Intercultural Competence Report
Executive Summary 
General managers of the London Multicultural Hotel Spa face distinctive challenges compared with people in other business environments. Working in strategic positions, they have to manage a multicultural workforce and meet customers’ expectations. Their challenge is navigating the complex matrix of diversity. Intercultural competence becomes a key differentiating factor for global leadership in hospitality. A significant body of research, such as the GLOBE project, offers data evidence on the differences between societies and, therefore, between the related leadership styles and organisational culture (Hanges and Dickson, 2004; 2006; Lock et al., 2022). The necessity of developing cross-cultural communication skills is a plausible way to achieve sustainable peace and team building.
Based on the analysis of Bussan hotels, the need for intercultural training programs becomes evident. We propose the development of such programs, focusing on the necessity of teaching cultural politeness as a management skill, creating a holographic, transparent communication platform to encourage people to share their inner thoughts, utilizing insights from GLOBE, and emphasizing the effectiveness of communication skills in team management from team members.
Introduction 
Given the strategic positions of hotel general managers (as leaders of mixed-culture personnel), they must demonstrate intercultural competence to maintain the expected leadership standards. Moreover, effective cross-cultural communication necessitates intercultural competence. It is an advantage and a requirement for managing global labour and multicultural clients. Intercultural competency is of fundamental importance for global hospitality leadership. The GLOBE project, which scrutinises how cultural effects impact leadership and organisational effectiveness in different parts of the world, will explore how English cultural norms, values, and leadership styles contrast with those of Chinese and multicultural hotel spas (Lock et al., 2022). Intercultural communication practices augment managerial skills in mitigating conflicts. Furthermore, critical cross-cultural communication theories like Hofstede’s Cultural Dimensions and Hall’s High Context and Low Context Communication Models would be an excellent place to frame our discussion and recommendations.
Main Body
Main Differences 
Research highlights that disregarding recent trends, such as those outlined in the Research Anthology on Business and Technical Education in the Information Era (Christiansen et al., 2024), can hinder efforts to close the skills gap in a highly competitive market. Similarly, SHRM (2022) has noted that many positions still need to be filled due to a lack of foundational communication, complex problem-solving, and critical-thinking skills.
Cultural Differences 
Today, we find academic studies on hospitality leadership in mixed and conflict zones, cross-cultural communication, and new media in building handshaking relationships and conflict mediation (Atay and D'Silva, 2019). The technology works as an 'engine of globalisation', creating a new network of expressive communications, new mixed (transnational) identities, global collaborative (journalistic) efforts across mixed-nation barriers, and using planetary languages as interfaces, among others. Secondly, business, conventional, and social media discourses create 'mixed-cultural' leadership and relationships. Hannah Grace Domingo's works on the contribution of empirical study to the development of intercultural education and curriculum design (Domingo, 2019) are pertinent now. For instance, Shenkar (2012) emphasised cultural nuances and their indispensability to the success of international businesses, particularly global ones, which is applicable to the hospitality industry.
Compare GLOBE Project Studies 
Decision-making and the demographics of Special Operations Forces members highlight the importance of intercultural encounters (Newson, 2020). Changing demographics also explain the evolving composition of special forces. Research into cross-cultural cognition, team learning, and mission performance helps understand team operations. The GLOBE project's findings provide insights into how different cultures perceive leadership, which is critical for hotel and spa managers to integrate into their practices (Lock et al., 2022). These insights can help multicultural hotel and spa managers comprehend cultural differences and lead intercultural teamwork effectively. Moreover, Thomas and Peterson (2018) offer essential concepts in cross-cultural management that can further inform these practices.
Leadership and Culture 
Cultural competency is essential for practising management in multicultural settings such as London's 5-star Hotels and Spas. Effective cross-cultural communication improves international team connections. Cultural empathy is a different level of empathy between cultures, according to Matveev and Nelson (2004). Culturally competent language helps to achieve the goal of allowing people to make self-decisions about healthcare, as reflected in Public Laws 106-129 and 106-525. A Multicultural leader can use their vision because they know their strength: to "avoid being caught up in controversy and create functional teams." The following multiculturalism helps hotel performance in such a multicultural country in many ways.
Hotel Industry: Intercultural Leadership Challenges 
Hospitality managers often require guidance in culture-specific verbal and nonverbal communication. Diversity issues affect hospitality teamwork more than ever with today’s culture-based workforce, where industrialised society, as the late sociologist Max Weber predicted, leads to increasing bureaucratisation and diffusion of knowledge via modern communications, limiting meaningful decision-making in top-heavy, centralised organisations. Cultural diversity in the hotel and hospitality profession becomes even more critical because different organisations operate under the same category. Ethnically originated leaders can empower a foregrounded hospitality workplace through multiculturalism, and an intercultural hospitality CEO can deliver real-time values to mitigate workplace friction. (3G E-Learning LLC, 2023).
Possible Conflict Zones 
The latest academic research centres on multicultural hospitality leadership, cross-cultural communications, and new media in inter- and intra-cultural interactions and conflicts (Atay and D’Silva, 2019). The technology makes space for new discourses and signifying practices, poly-identities, mixed-nation journalism, and borderless transnational identities that intervene and transform inter-cultural communications through traditional and social media discourses and mixed-cultural leadership and relations. Domingo’s PhD research on new discourse practices in inter-cultural education (Domingo, 2019) illustrates troves of inter-cultural education professional practices between mixed-cultural leadership and relations. A multicultural hotel will be a place where people articulate and understand each other. No diagnostic and healing conflicts? It’s teamwork. However, the vital Indian and Western teaching will come from the mixed staff’s understanding of the subjective culture-bound communications from the mixed-cultural leadership conflict remediation zone.
Conclusion 
Hospitality requires multicultural literacy. Comparing my work experience in an English-Chinese environment in London with working in foreign environments with my team, I see how sensitive we are to ritualised ethnic behaviour as a critical factor in importance. Let’s see how I plan to solve our challenge of cultural monism—London being a primary case study in the corporate world. According to GLOBE, this should lead to more consensus, cooperation, and, well, more culturally comfortable ways of handling dissent, and this, in turn, should lead to a more conducive environment to realising the memorable, innovative, world-class experience that—let’s not forget—is the mission of anyone working in a hotel.
Recommendations
1. Develop intercultural training programmes for senior and host country managers. Train your managers to become interculturally competent.
2. Be Sensitive to Cultural Differences: Create an atmosphere conducive to cultural awareness and acceptance.
3. Create an open forum: This platform is not just for speaking openly about cultural differences and preventing conflicts but also for making everyone feel included and encouraged to participate actively in discussions.
4. Use GLOBE insights: Use the GLOBE project insights to influence your leadership style and team-management approaches.
5. Monitor and Adapt: Check and adjust communication strategies as required.
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Annex

England
Below are visualizations showing culture and leadership data collected for England.
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China
Below are visualizations showing culture and leadership data collected for China.
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