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Executive summary

This paper presents an overview on hospitality leadership and intercultural competence addressed to the London Diversity Hotel & Spa General Manager. As the hotel chain has expanded overseas, particularly in Madrid, the General Manager's presentation must cover significant cultural differences, customs, and behaviours between the UK and Spain, as well as how to train hotel staff on brand standards and chain operations.
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Introduction

The purpose of this paper is to offer an expert's perspective on the topic of intercultural competence and leadership in the field of hospitality. This report is going to be compiled for the benefit of the General Manager of the Diversity Hotel & Spa in London. Since the hotel chain has expanded its operations overseas, more specifically in Spain (Madrid), the presentation for the General Manager needs to cover the following topics in order to be successful: significant cultural differences, customs, and behaviours between the United Kingdom and Spain, as well to ease the training for the hotel personnel on the brand standards and chain’s operation.

[bookmark: _Toc150159623]Culture and cultural awareness

Culture is a population's traditions, arts, beliefs, and institutions. (LaMorte, 2016). In leadership, cross-cultural means crossing cultural borders to do business or provide services. What is meant by "multicultural" is the coexistence of several cultures in one place or organisation, each with its unique traits. (Nakata, 2009) An "intercultural" person can communicate and collaborate with people from other cultures and understand their values and beliefs. Interculturalism promotes innovation, inclusiveness, and friendship. Interculturalism requires encounterrs. (Bighini, 2021). Cultural awareness is the ability to develop inclusive communication and facilities by being sensitive to the differences and similarities between many cultures. Cultures can be distinguished by things like the cuisine they consume, where and when they practise their religion, how they interact with one another, and their socioeconomic or educational backgrounds. (ConversionDigital, 2023).
Cultural sensitivity is when individuals have as less as possible impacts on the natural and cultural environments. Promoting intercultural awareness and respect, protect built and living cultural heritage, and respect the host community's socio-cultural values are main parts of cultural sensibility. (Viken, Höckert and Grimwood, 2021).
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Before you can introduce yourself to new employees from another country, you need to know about their culture, how they act, and the things they do. To begin with a brief overview of the country, Spain is in the far southwest of Europe. Approximately 85% of the Iberian Peninsula is occupied by Spain, with Portugal being its smaller neighbour in this area.
Castilian is recognised as the official language of Spain. Spanish is the predominant language in the nation and is commonly referred to as such outside of Spain. (Viguera and Richard John Harrison, 2019).   The new hotel is going to be placed in the beautiful city of Madrid. Madrid is the capital city of Spain.
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Life is lived to the greatest extent in Spanish culture. However, without haste. Multi-course meals are enjoyed in Spain, while attractive cities and vibrant villages are explored. Spain is host to a dynamic street culture, which endures throughout the day and night. Furthermore, an inexhaustible array of cultural experiences awaits, including architecture, literature, art, cuisine, and history, among others. (AFS-USA, 2023).
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Spain vs United Kingdom 

In Spain, it is customary for individuals to exchange greetings by engaging in a ritual of two kisses, one on each cheek. Conversely, in the United Kingdom, individuals typically greet one another with a singular kiss on the cheek, a warm embrace, a handshake, or a simple verbal salutation. Punctuality is the characteristic of being consistently prompt and adhering to scheduled appointments or events. The British population is often recognised for their adherence to timeliness. In contrast, Spain presents a distinct scenario where punctuality is notably divergent. Within social circles, it is customary for individuals to frequently deviate from the agreed-upon schedule, resulting in delayed arrivals. (Ibanez, 2022)
Regarding the business meeting area in Spain, meetings within a company are usually a way for bosses to give clear instructions to their workers. Most of the time, there is a clear hierarchical framework.  As the level of informality rises in consultative meetings, structure decreases, and people may not exactly follow a turn-taking format when having discussions. When this happens, people who are independent and sure of themselves tend to talk at the same time to get their points across.
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Spain
Among the cultures of Latin America is Spain. Performance orientation, in-group collectivism, future orientation, and humane orientation are areas where this area performs well in terms of social ideals. Gender equality, humanity, future orientation, and improved performance are what they desire. Their low Power Distance scores suggest that they'd like to significantly lessen status divergence, stratification, and power disparities in contrast to its cultural norms. Scores on assertiveness and uncertainty avoidance are similar for cultural practises and societal values, indicating that societies in this cluster accept the current rules, structure, and norms regarding relationships. On the other hand, these societies desire a minor rise in institutional and in-group collectivism, which suggests that they desire greater fidelity and unity within their families and organisations as well as more practises that encourage and reward the sharing of resources and collective action.
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The most influential leadership aspects in this cluster are Charismatic/Value-Based, Team-Oriented, and Participative. However, these ratings average all clusters. Integrity, decisiveness, a realistic perspective, and great performance are charismatic traits. These civilizations appreciate team-oriented leaders who use their administrative and interpersonal abilities to build strong teams. Although appreciated, participatory leadership scores average among clusters. Humane-Oriented Leadership is marginally favourable but tied for lowest of all the leadership aspects.  Status-conscious and self-protective leaders are likewise disliked in these communities. 
Cross cultural communication entails interacting with people of different ages, countries, ethnicities, races, genders, sexualities, working styles, etc. Communicating across cultures requires words, gestures, and body language to bridge cultural gaps. (Communication Theory, 2014)
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In conclusion, culture and cross-cultural awareness is the most beneficial subject for a leader who is managing business located in different countries. In order to make sure that the business run smoothly, the more you know about the country’s culture , believes and customs, the easier it will be to get great results and to manage to please not only your customers, but the employees as well.
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- Criticism should be avoided
- Talk to people when you meet them as talking about your topic without considering others' lives is impolite
-Avoid expecting the meeting agenda to be followed. Not all meetings are linear. As issues arise, they are addressed and intersect with other topics.
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