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As the Assistant General Manager at Diversity Hotel and Spa London, a renowned 5-star
hotel, | have the distinct privilege of working in a dynamic environment that values both
excellence in hospitality and cultural diversity (Smith, 2020). Our hotel is part of a global
expansion initiative, with a new branch soon to open in Germany. To facilitate the
seamless integration of our new hotel brand into the international chain, as the Assistant
General Manager | will be conducting a training session in Germany. This report
emphasizes the significance of intercultural intelligence and sensitivity with the business

setting.

Intercultural competence and leadership play a pivotal role in the hospitality industry,
where staff members interact with a diverse range of guests and colleagues (Johnson,
2021). Our commitment to providing exceptional service goes beyond meeting the needs
of guests; it extends to understanding and respecting the diverse cultural backgrounds

and customs that guests may have (Brown & Lee, 2018).

To prepare for the visit of the General Manager from Germany, it is essential to
understand the cultural practices and values prevalent in Germany. The GLOBE Project
and leadership studies provide valuable insights into the cultural dimensions that are most

relevant to this scenario (GLOBE Project, 2017):

Communication Style: German culture places a strong emphasis on direct and concise
communication (Hofstede, 2011). Germans value clarity and efficiency in their
interactions. It is crucial for our hotel staff to be clear and to the point when discussing
matters with the General Manager. German culture places a strong emphasis on direct
and concise communication (Hofstede, 2011). Germans value clarity and efficiency in their
interactions. This means that, when interacting with the German General Manager, it's

crucial for our hotel staff to be straightforward and to the point in their communication.

Hierarchy and Authority: Germany is known for its respect for authority and hierarchy
(Trompenaars & Hampden-Turner, 2012). Our staff should be prepared to show deference
and respect towards the General Manager, understanding their position as a figure of
authority within the organization. Germany is known for its respect for authority and
hierarchy (Trompenaars & Hampden-Turner, 2012). Within a business context, the

importance of respecting the chain of command is a significant cultural custom. When



interacting with the German General Manager, our staff should be aware of the
hierarchical structure within the organization. Demonstrating deference and respect

towards the General Manager's authority is crucial.

Punctuality and Precision: Germans are known for their punctuality and precision. It is
imperative that all interactions, meetings, and events related to thl.e visit are meticulously
planned and adhere to a strict schedule (Kluckhohn & Strodtbeck, 2019). Germans are
known for their punctuality and precision (Kluckhohn & Strodtbeck, 2019). Punctuality is
a deeply ingrained cultural value, and Germans highly value their time. When organizing
meetings, events, or any interaction with the General Manager, strict adherence to
schedules and precision in planning are essential. Arriving on time and ensuring that all
arrangements run smoothly according to the set agenda demonstrates respect for the

General Manager's time and aligns with German customs.

Work Ethic: The German work ethic is renowned for its diligence and dedication
(Hofstede, 2011). Our staff should showcase their commitment to their roles and the

hotel's success, aligning with German values of hard work and professionalism.

The German work ethic is renowned for its diligence and dedication (Hofstede, 2011).
Germans take their work seriously and have a strong commitment to their roles. In the
context of preparing for the General Manager's visit, it is crucial for our staff to showcase
their commitment to their work and the success of the hotel. Demonstrating diligence,
professionalism, and a strong work ethic is highly regarded in German culture. It's
important for our team to exhibit dedication to their roles and responsibilities during the

visit.

In summary, understanding and respecting Germany's cultural customs is essential for the
successful preparation and interaction with the General Manager. These cultural aspects,
including direct communication, hierarchy and authority, punctuality, and a strong work
ethic, provide the framework for building a positive and productive relationship with the
Assistant General Manager and are crucial elements of intercultural competence and
leadership in this scenario. By adapting to these customs and norms, Diversity Hotel and
Spa London can ensure a harmonious and effective visit that aligns with German cultural

expectations.



In this context, cultural intelligence and sensitivity are essential for our hotel personnel to
establish a positive and effective working relationship with the General Manager from
Germany (Brislin, 2016). It ensures that our team can navigate cultural differences, avoid
misunderstandings, and build rapport (Earley & Ang, 2003). Failure to recognize and adapt
to cultural nuances can lead to miscommunication, friction, and a less productive
exchange. Additionally, it reflects positively on our brand, demonstrating our

commitment to cultural diversity and respect for all stakeholders.

Pre-Visit Training: Organize a pre-visit training session for all staff members, focusing on
the cultural dimensions of Germany, as highlighted in the GLOBE Project (GLOBE Project,
2017). Ensure that the team understands the significance of these dimensions in their

interactions with the General Manager.

Cultural Sensitivity Workshops: Consider hosting cultural sensitivity workshops led by an
expert in German culture and business etiquette (Ting-Toomey & Oetzel, 2001). This will
help our staff to better understand and adapt to the cultural nuances, enhancing their

ability to connect with the General Manager.

Communication Guidelines: Develop clear and concise communication guidelines for staff
when interacting with the General Manager (Trompenaars & Hampden-Turner, 2012).
These guidelines should reflect the German preference for direct and efficient

communication.

Protocol for Meetings: Establish protocols for meetings and events during the General
Manager's visit, emphasizing punctuality, precision, and respect for hierarchy (Kluckhohn

& Strodtbeck, 2019). This ensures that our interactions align with German customs.

In conclusion, intercultural competence and leadership are paramount in the hospitality
industry, particularly when preparing for a visit from the General Manager of a global
hotel chain, as in the case of Diversity Hotel and Spa London. Understanding and
respecting the cultural practices and values of Germany is essential for a successful and
productive visit. By following the recommendations provided, we can ensure a successful

visit and a strong partnership with our German counterparts.
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