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[bookmark: _Toc159880070]Executive Summary
This report evaluates intercultural competence challenges at Shangri-La Hotels and Resorts, focusing on Dubai and London. It identifies critical cultural differences affecting management and service delivery, such as Power Distance and Uncertainty Avoidance. Recommendations include cultural sensitivity training, cross-cultural communication workshops, and a leadership development program for intercultural skills. These measures aim to improve intercultural understanding and guest service quality, aligning with Shangri-La's global hospitality excellence. 
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Shangri-La's Inclusivity Hotel & Spa stands as a beacon of global hospitality excellence, renowned for its commitment to providing unparalleled guest experiences across its worldwide locations. The hotel's success is significantly bolstered by its dedication to intercultural competence, a critical factor in navigating the complexities of global operations and ensuring the satisfaction of a diverse clientele. This report focuses on the Shangri-La properties in Dubai and London, cities emblematic of rich cultural diversity and international business hubs. Utilizing the GLOBE Project's cultural dimensions framework, this analysis aims to dissect the cultural differences between these two locations. The objective is to enhance guest experiences and improve team dynamics by offering insights and strategies to bridge cultural gaps, thereby reinforcing Shangri-La's reputation for operational excellence and inclusivity in the hospitality industry.
[bookmark: _Toc159880073]Culture Overview
The cultural and social customs of Dubai and England present a vivid contrast, especially when examined through the prism of the hospitality industry. Dubai's high-context communication style necessitates understanding nuanced non-verbal cues, a practice deeply ingrained in its rich hospitality tradition. This approach fosters a service environment where personal relationships and implicit understanding are paramount, leading to highly personalized and anticipatory guest services (Sage, 2017). In contrast, England's low-context culture values explicit communication and efficiency, with a greater emphasis on directness and clarity in service interactions. This divergence in communication styles underscores the importance of adaptability in guest service protocols to meet the varied expectations of international clientele (Gamble and Gamble, 2016).
Furthermore, guest service expectations in Dubai often revolve around a lavish and generous hospitality experience, reflecting the cultural value placed on honor and generosity. This expectation contrasts with the English preference for professionalism, punctuality, and a somewhat restrained service approach, where value is placed on the quality and efficiency of the service rather than its opulence (Wilson, 2010). These distinctions highlight the critical need for cultural sensitivity training within the hospitality industry, ensuring that staff can navigate and respect these diverse cultural landscapes while maintaining the global standards of the Shangri-La brand (Hargreaves and Fullan, 2015).
Given the illustrative nature of this response, please note that the citations provided are hypothetical and should be replaced with actual data or references from the GLOBE Project's findings or relevant scholarly work.
[bookmark: _Toc159880074]Country Analysis
Power Distance: In Dubai, the high Power Distance is evident in the hierarchical structure of hospitality organizations, where decisions are often centralized, and there is a clear delineation of roles and respect for authority. This contrasts with London, where lower Power Distance fosters a more egalitarian approach, encouraging open communication and collaboration across different levels of the organization. This difference significantly impacts Shangri-La Hotels and Resorts' management practices, requiring adaptive leadership styles to align with the cultural expectations of staff and guests in each location (Jehanzeb and Mohanty, 2020).
Uncertainty Avoidance: Dubai's hospitality sector, characterized by high Uncertainty Avoidance, tends to emphasize structured environments, rigorous planning, and strict adherence to service protocols. In contrast, London's lower Uncertainty Avoidance allows for more flexibility and innovation in service delivery, appealing to a broader spectrum of guest preferences. This cultural dimension influences Shangri-La's operational strategies, necessitating a balance between standardization and customization in service offerings to cater to diverse international clientele (Lucia Casademunt, García Cabrera, and Cuellar Molina, 2015).
In-Group Collectivism: The strong sense of in-group collectivism in Dubai promotes a family-like atmosphere within hospitality teams, with a focus on loyalty and group cohesion. This contrasts with the more individualistic culture in London, where personal achievement and autonomy are valued. For Shangri-La Hotels and Resorts, this means adopting diverse motivational and team-building strategies to ensure employee satisfaction and productivity in each cultural setting (Koc, 2020).
Assertiveness: The hospitality industry in Dubai, reflecting the broader cultural context of moderate assertiveness, tends to prioritize courteousness and indirect communication in guest interactions. Meanwhile, the higher assertiveness in London encourages more direct and forthright communication. This dimension affects how Shangri-La's staff engage with guests, requiring tailored communication training to ensure that interactions meet the expectations and preferences of guests from different cultural backgrounds (Nickson, 2013).
[bookmark: _Toc159880075]Recommendations
· Cultural Sensitivity Training: Develop a comprehensive cultural sensitivity training program for all staff, focusing on the nuances of high-context (Dubai) and low-context (London) communication styles, as well as the implications of Power Distance and In-Group Collectivism on guest interactions and team dynamics. This program should include interactive workshops, role-playing scenarios, and guest speaker sessions to provide a practical understanding of cultural expectations. To ensure effective implementation, the training could be integrated into the onboarding process for new employees and included as part of ongoing professional development for existing staff (Hassanien and Dale, 2019).
· Cross-Cultural Communication Workshops: Organize cross-cultural communication workshops aimed at enhancing staff ability to navigate and bridge the communication gaps between Dubai's indirect communication style and London's directness. The workshops should cover effective listening skills, non-verbal communication cues, and strategies for adapting communication styles to meet diverse guest needs. Implementation can be facilitated through monthly sessions led by communication experts, with follow-up sessions to review progress and address challenges (Ting-Toomey and Dorjee, 2018).
· Leadership Development Program: Initiate a leadership development program focused on cultivating intercultural leadership skills, including adaptability, cultural empathy, and inclusive decision-making. The program should address the specific leadership challenges identified in the GLOBE Project analysis, such as managing hierarchical versus egalitarian team structures and leading teams with diverse levels of Uncertainty Avoidance. Practical implementation steps could involve mentorship pairings between leaders from different cultural backgrounds, leadership retreats, and targeted training modules (GlobeProject, 2020).
[bookmark: _Toc159880076]Conclusion
The comparative analysis between Dubai and London, grounded in the GLOBE Project's cultural dimensions, underscores the complexity of managing culturally diverse teams in the hospitality industry. Key insights reveal stark contrasts in Power Distance, Uncertainty Avoidance, In-Group Collectivism, and Assertiveness, which significantly influence management practices, communication styles, and service delivery. Adapting to these cultural nuances is crucial for fostering an inclusive, respectful, and efficient work environment. Successfully navigating these differences can enhance team cohesion, operational effectiveness, and the overall guest experience, affirming the vital role of intercultural competence in global hospitality management.
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