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Terms of references
The aim of this work is to showcase the author's comprehension and understanding of intercultural leadership, encompassing both theoretical principles and practical applications, mainly emphasising its importance in academic settings. Furthermore, the insights and findings presented in this work can be utilised by any hospitality establishment within the industry seeking to comprehend prevailing market trends and the advantages associated with embracing sustainable approaches. Additionally, future researchers in the field of hospitality may find value in this work for their own inquiries and investigations.

Executive Summary
This report focuses on advocating for intercultural leadership and promoting cultural diversity within leadership roles at Premier Inn Newcastle City Centre (The Gate) hotel. Acknowledging the importance of an inclusive intercultural work environment and leadership, the report outlines strategies to enhance inclusivity, overcome challenges, and create an atmosphere that supports the advancement of ethnic minorities into leadership roles. Numerous studies consistently highlight the positive impact of ethnic diversity on organisational performance, employee engagement, and customer satisfaction. However, various obstacles hinder the progression of ethnic employees into leadership positions, including gender bias, a lack of role models and mentoring, and challenges related to work-life balance.
To foster intercultural leadership at the Premier Inn Newcastle City Centre hotel, it is essential to employ a range of strategies. The commitment of senior management is pivotal and should be evident through noticeable endorsement, allocation of resources, and the implementation of inclusive policies and practices. Talent acquisition and development programs should focus on fair recruitment practices, leadership training, and mentorship initiatives. To address work-life balance issues, implementing flexible work policies, such as remote work options or adjustable working hours, is essential. Additionally, employee resource groups can offer networking opportunities for ethnic employees.Through the adoption of these strategies, Premier Inn Newcastle City Centre hotel can cultivate a workplace culture that actively supports and encourages intercultural leadership. This approach is anticipated to yield various advantages, such as enhanced organisational culture, increased employee satisfaction, and heightened customer loyalty. The promotion of diversity and inclusion is not only a societal obligation but also a strategic imperative for Premier Inn hotel. By establishing an environment that nurtures intercultural leadership, the hotel is poised to emerge as a frontrunner in the hospitality industry, drawing in top-tier talent, bolstering its reputation, and securing long-term success.
The suggestions outlined in this report offer Premier Inn Newcastle City Centre hotel a blueprint for devising and executing impactful initiatives that champion intercultural leadership, leading to the establishment of a more inclusive and prosperous organisation.












Introduction
Emphasising the significance of intercultural leadership within the hospitality sector is essential. Extensive research highlights that organisation, especially in hospitality, benefit greatly from intercultural leadership. This research project aims to evaluate the adoption of an intercultural workforce and leadership at Premier Inn Newcastle City Centre hotel, focusing on its initiatives to promote intercultural leadership, and ultimately provide recommendations for improvement.
The term "culture" can take on diverse meanings depending on its context (Wong, 2020). Generally, culture encompasses shared and established beliefs, a way of life, and customs within a specific society. It imparts individuals with an understanding of their identity, origins, and historical background, fostering a sense of affiliation with a particular community (Yam et al., 2023). Culture also plays a role in guiding and influencing an individual's attitudes and behaviors (Talhelm, 2020). Various factors shape culture, such as religion, political power dynamics, influential leaders, and the contributions of historians and storytellers (Ward, Ren &Qiu, 2023).
Considering the global scope of the hospitality industry, cultural awareness and intercultural communication are essential for interactions with both hotel guests and staff. Modern hotel professionals need to be aware of these dynamics and skilled in managing them.
Intercultural leadership pertains to the skill of effectively guiding individuals from diverse cultural backgrounds. In today's globalised environment, organisations often comprise members with diverse cultural outlooks, values, and communication approaches. The essence of intercultural leadership lies in skillfully navigating and utilising this diversity to elevate organisational performance, foster innovation, and promote collaboration (Rath, Grosskopf&Barmeyer, 2021).
Intercultural leaders are conscious of their own cultural biases and are knowledgeable about the cultures represented in their team or organisation (Armstrong, 2020). They understand how cultural differences can impact communication, decision-making, and teamwork. Furthermore, cultural intelligence, also known as cultural quotient (CQ), refers to an individual's capacity to function effectively in diverse cultural settings. Similar to emotional intelligence, CQ involves awareness, understanding, and adeptness in navigating various cultural contexts. This includes the ability to communicate, collaborate, and make decisions while respecting different cultural norms, values, and perspectives. High CQ indicates proficiency in intercultural interactions and the capacity to thrive in multicultural environments (Yang, 2021).
Leaders with high CQ can adapt their leadership approach to accommodate the cultural preferences of their team members. This can involve flexibility with communication styles, decision-making processes, or approaches to conflict resolution (Vella, White & Livingston, 2022). Furthermore, leaders need to be skilled in cross-cultural communication, being precise, open, and sensitive to different communication norms, including understanding indirect communication styles, non-verbal cues, and language nuances (Jones, Chace & Wright, 2021).
Cultural differences can occasionally lead to misunderstandings or conflicts. Intercultural leaders are skilled at resolving conflicts arising from cultural differences, finding common ground, and fostering a cooperative and harmonious working setting (Bratianu & Paiuc, 2022). According to Sharma & Singh (2021), effective leadership in diverse cultural settings necessitates flexibility and adaptability, recognising that varied cultural contexts may demand different methods for leadership, decision-making, and problem-solving. Intercultural leaders excel at handling conflicts by considering cultural nuances, facilitating open dialogue, fostering mutual understanding, and identifying common ground (Chee & de Vries, 2022).
In conclusion, with the rise in intercultural interactions, possessing strong intercultural competence is essential for effectively engaging with people from diverse cultures (Nagulendran & Jobson, 2020). This involves recognising and understanding differences between one's own culture and others, accepting these differences, and responding appropriately in conversation and behavior (Beltrán-Velasco et al., 2020). Culturally competent individuals should have a balanced mix of attitudes, knowledge, and skills to build positive relationships and communicate effectively with people from various cultures (Edelmann, Stümper & Petzoldt, 2021).
Aims & Objectives
· To assess the awareness and understanding of cultural intelligence (CQ) among Premier Inn's management and staff.
· To evaluate the implementation and effectiveness of cultural intelligence strategies within Premier Inn's international operations.
· To determine the impact of cultural intelligence on key performance metrics such as guest satisfaction and employee relations in Premier Inn's international hotels.
· To identify the challenges and gather recommendations for enhancing the role of cultural intelligence in Premier Inn's international hotel management.
· To gather overall perceptions and additional insights on the influence of cultural intelligence in Premier Inn’s international operations.

Literature Review
This literature review delves into the crucial role of intercultural leadership in the hospitality industry. The hospitality industry is, by nature, a diverse one with a variety of cultures and people from many different backgrounds – whether it be cultural or socio-economic – this is a strength that is important within this industry as it can help improve the quality of service for customers and create a better work environment for staff.  With the industry's inherently diverse nature, effective leadership across cultural boundaries has become paramount for success. By examining key studies, theories, and practical insights, this review explores how intercultural leadership impacts employee dynamics, customer satisfaction, organisational performance, and overall competitiveness within the dynamic landscape of the hospitality sector (Snyder, 2019).
The hospitality industry is renowned for its diverse workforce and clientele, making it a microcosm of global cultural richness. Intercultural leadership is defined by its ability to navigate and harness this diversity, creating an inclusive environment conducive to success (Sharma & Singh, 2021 &Maznevski, 2020). This section introduces the concept of intercultural leadership and its relevance in the context of the hospitality industry. Leadership plays a key role in providing a high level of service to customers and guests, while ensuring that employees are satisfied and remain loyal to the establishment – the latter factor is especially crucial due to the high rates of employee turnover that is present within the hospitality industry.
The review aims to analyse existing literature to understand the significance of intercultural leadership in the hospitality sector. It will explore its effect on employee satisfaction, customer experience, organisational performance, challenges and the overall competitive advantage for businesses.

Global Market Expansion
Intercultural leaders tend to excel at understanding and respecting cultural differences – this is essential when working in a multi-cultural industry such as hospitalty. This awareness enables them to tailor business strategies, marketing approaches, and product offerings to meet the preferences and expectations of diverse global markets (Shrikant, 2018) - allowing them to appeal to a larger percentage of the population and allowing guests to feel welcome. Intercultural leaders are skilled at building and leading global teams. They create a collaborative and inclusive work environment where individuals from different cultural backgrounds can contribute their unique perspectives, fostering creativity and innovation. By including employees from a large range of different backgrounds, this helps to improve the quality of service provided to guests as it allows many different skills to be implemented to the running of the industry.
In addition, intercultural leaders are very skilled at arranging and guiding global teams by creating a collaborative work environment that is inclusive and allows members of the team to express opinions and be introduced to ideas regarding different cultures. These leaders are able to ensure that employees from diverse culture collaborate and show their creativity and innovation (Sorrells, 2020 & Daskalaki, 2020). 
In addition, intercultural leaders ensure that marketing strategies and branding resonate with the cultural values and preferences of target audiences in different regions. This cultural competence enhances the brand’s appeal and relevance to global talent in global scale (Kaufmann, 2018). By building the businesses brand appeal the establishment can gain popularity within the community thus improving bussiness.
Due to cultural diversification and constant change, intercultural leaders are adept at anticipating and managing and associating with the global expansion. They are culturally attuned to potential challenges and can respond effectively to crises, maintaining a positive brand image and ensuring business continuity (Bercovitch, 2019). Additionally, such leaders are able to integrate cultural intelligence into their decision-making process. Lou & Bosley (2023) suggested that these leaders are skilled and able to consider the cultural implications of strategic choices, ensuring that decisions align with the values and expectations of diverse stakeholders. For example, they not only understand, and respect local business practices rather adapt their operational strategies to align with the cultural norms, ensuring that the business is perceived as a respectful and responsible global player. 
Intercultural leadership in employee satisfaction and productivity
Workforce Composition	
The hospitality business is a multicultural industry, a fact which often attracts a global workforce due to the nature of the business, which involves serving customers and guests from various parts of the world and from a variety of different cultures and backgrounds. This can result in a diverse mix of employees from different countries and regions (Manoharan, Gross & Sardeshmukh, 2021). Furthermore, in addition to international staff, there is also a need for representation from the local community and, in some cases, indigenous communities. This helps in creating a workforce that understands and respects local customs and traditions to promote ‘think global, act local’ motto (Yang, Cheung & Li, 2022). Moreover, Daskalaki (2020) suggests that it is important to have diversity not only at the entry levels but also in management and leadership positions. This ensures that decision-making processes consider a variety of perspectives and cultural nuances.

Employee Satisfaction and Productivity
Intercultural leadership is crucial in diverse workplaces where employees come from different cultural backgrounds. Effective leaders appreciate and understand this diversity, creating an inclusive environment where all employees feel valued and valued (Suwarto, Pforr & Volgger, 2023). Besides, intercultural leaders are culturally sensitive and aware of the various norms, values, and customs. This awareness allows them to tailor their leadership approach to the cultural backgrounds of their team members, promoting a more harmonious and cohesive team dynamic claimed by Maslakci and Seswn (2019).
Moreover, Shay (2022) identified that intercultural leaders are culturally sensitive and aware of the various norms, values and customs. The awareness allows them to customise their leadership techniques to the cultural backgrounds of their team members, promoting a more harmonious and cohesive team dynamic. Furthermore, this awareness can help to create an environment in the workplace that inspires employees to work hard and remain loyal to the establishment – thus ensuring that staff turnover rates are improved, and the quality of service and care received by customers is to a high standard.
Leaders with high CQ can manage and resolve cultural differences that may lead to misunderstandings and conflicts (Máthé, 2018). Barry-Duke (2021) believes that leaders with CQ knowledge leverage their understating of cultural nuances to find solutions that respect each individual’s perspective. It is also evident that leaders who appreciate and leverage the strengths of diverse teams are more likely to engage their employees. Furthermore, once employees feel seen, heard and appreciated for their contributions, they are more likely to be motivated, committed and satisfied with their work. 
Effective intercultural leadership contributes to increased employee satisfaction and productivity. Research studies demonstrate that leaders who acknowledge and celebrate cultural differences foster a positive work environment. Insights from case studies and surveys provide evidence of the correlation between intercultural leadership and a motivated, engaged workforce (Shen, Chen & Qiu, 2022).According to Mcgregors theory X and theory Y once social needs are met and employees are well recognised by the organisation, they engage to work as natural as play or rest and they find satisfaction in their own efforts (Gawel, 2019). Besides employees are capable enough of self-direction, seek responsibility and can be creative and innovative (Wangdi & Tobgay, 2022, McCutcheon, 2019). 

Enhancing Customer Experience through Intercultural Competence
Guest Diversity	
Guests in the hospitality industry bring with them a multitude of cultural expectations. Intercultural leadership is essential for understanding and meeting these diverse needs to provide a high level of care to the guests. Intercultural competence enables leaders to understand and appreciate the diversity of their customer base and apply this knowledge to their business strategy to inmove quality of services. This understanding goes beyond demographics and includes awareness of cultural nuances, preferences, and expectations (Soto et al, 2018). Besides, cultural differences can significantly impact communication styles – understanding this is essential to running a bussiness within the hospitality industry. Pope, Reynolds & Mueller (2019) & Shrikant (2018) believes that CQ competent leaders tailor made their communication strategies to resonate with diverse customers to ensure messages are precise, respectful and culturally appropriate.

Customer Loyalty and Positive Reviews
Intercultural competence fosters trust by demonstrating respect for different backgrounds. Trust is a key foundation to building a a positive customer experience, and successful businesses that prioritises intercultural understanding can build stronger, more lasting relationships with customers (McColl-Kennedy et al, 2019).
A personalised and culturally sensitive approach positively impacts customer loyalty and reviews thus improving the bussiness of the hotel. Studies show that guests appreciate establishments that go beyond generic service, recognising and respecting their cultural nuances (Keiningham et al, 2020). Intercultural competence allows businesses to personalise their products, services, and marketing efforts based on cultural preferences. Localisation of content, language, and user interfaces allows  the hotel to connect with customers on a deeper level (Hua, 2018).

Cultural Sensitivity in Marketing
Intercultural competence guides businesses to create marketing campaigns that are culturally sensitive, avoiding unintentional misunderstandings or offensive content. This helps in building a positive brand image among diverse customer groups (Deardorff, 2020). Cultural competence is crucial in resolving customer issues. Different cultures may have varied approaches to conflict and resolution. Intercultural competent customer service teams can navigate these differences effectively, leading to better problem resolution and customer satisfaction (Ferri, 2018).

	Building Cross-Cultural Teams
Collaborative Work Environment
Intercultural leadership fosters collaboration within cross-cultural teams. Holliday (2021) suggests that leaders with CQ knowledge promote and establish diversity and inclusion within the business. Fostering an inclusive working environment values and respects differences, creating a sense of belonging for employees from various cultural backgrounds (O'Dowd, 2018). 

Diversity of Thought and Innovation
The diversity of thought within cross-cultural teams' nurtures innovation. Diversity of thought, particularly through intercultural competence, is a catalyst for innovation. Organisations that embrace and leverage this diversity are better established to navigate a rapidly changing global landscape and create solutions that meet the evolving needs of their customers and clients (Danso, 2018).
Innovation driven by diversity of thought and intercultural competence can improve an organisation’s competitiveness in the marketplace. Meeting the needs of diverse customer bases can lead to the expansion of products and services that surpass competitors. With exposure to diverse viewpoints intercultural competent teams fosters an environment where individuals are more open to new ideas and can navigate change more effectively (Navbakhor, 2020).

Navigating Challenges and Conflict Resolution
	Cultivate Intercultural Competence
Due to ever changing nature of the hospitality industry, intercultural leaders should actively develop their intercultural competence. According to Jackson (2019) leaders with intercultural competence understand various cultural norms, communication method and conflict resolution styles. Moreover, Martin and Nakayama (2018) added by saying that such leaders intentionally form cross-cultural teams that leverage the strengths of diverse perspectives. For example, Marriott hotels, through the World of Opportunity Europe initiative, are offering young people training in job skills and vocational opportunities across Europe. This initiative is facilitated by partnerships with charitable organisations such as SOS Children’s Villages in Continental Europe and The Prince’s Trust Fairbridge program in the United Kingdom (Marriott, 2023). This programme will help them to achieve their short-term goal of double their hotel rooms by 2025.  
	
	Promote Inclusive Leadership
Inclusive leadership entails fostering an environment where all team members, irrespective of their cultural or ethnic background, feel valued and respected. This fosters cultural respect. High CQ helps leaders to develop mediation and facilitation skills that effectively address conflicts. Through demonstrating inclusive behaviour and a commitment to diversity they lead by example (Klyukanov, 2020). Furthermore, such leaders also seek input from diverse perspectives to address challenges and make decision. Such inclusive method ensures that decisions take into account a broad range of viewpoints (Barrett, 2018). 
Summarising the key findings, this section emphasises that intercultural leadership is not merely an option but a strategic imperative for success in the hospitality industry. Organisations that recognise, foster, and invest in intercultural leadership are better positioned to navigate the complexities of a various and dynamic global landscape. The literature reviewed underscores the comprehensive benefits of intercultural leadership, ranging from enhanced employee satisfaction to a competitive advantage in the global marketplace. As the hospitality industry continues to evolve, intercultural leadership remains an indispensable constituent for organisations aspiring not only to survive but to thrive in an interconnected world.

Research Methodology
In this section, the writer will explore the methods employed for collecting and analysing both primary and secondary data. Primary data includes information directly collected by the researcher specifically for the project. For instance, in this study, the author has opted to use a questionnaire to collect primary data. Secondary data consists of materials produced by others, such as books, newspaper articles, and journal entries, which are utilised in the research to enhance its credibility and legitimacy (Browne et al., 2019). The chapter will conclude with a discussion on the validity, reliability, and limitations of the research methods.
According to Fellows & Liu (2021), the collection of primary data entails crafting focused research questions that result in precise and consistent data. Furthermore, the researcher retains complete control over the collection process, ensuring dependable and consistent data acquisition. However, the method for gathering primary data is time-consuming and financially burdensome, requiring noteworthy resources, personnel, equipment, and resources (Alpi & Evans, 2019).
Secondary data refers to information previously collected and analyzed by others for different purposes, which can be used later (Pandey & Pandey, 2021). While secondary research is generally more cost-effective and quicker, its usefulness may be constrained by its potential lack of relevance and specificity. Additionally, relying on secondary data can result in biased conclusions and may not always be suitable for ensuring the research's validity (Hennink, Hutter & Bailey, 2020).

Philosophy of Research
Research philosophy encompasses the gathering of beliefs, principles, and assumptions that form the basis for a researcher's approach to investigations (Walliman, 2021). The hotel industry is currently grappling with the challenge of managing the high costs associated with adopting sustainable practices, and researchers are realising that initial predictions may not be entirely trustworthy. It is recommended that the development of the theory takes into account future perspectives instead of relying on broad generalisations, regardless of their inherent characteristics.

Epistemology and Ontology 
The ontology method centers on the essential nature of continuity and embraces the concept of 'greater reality as encountered.' Adams & McGuire (2022) characterise this as a deductive method, also known as a top-down approach, where the researcher starts with a theory and systematically narrows it down to address more specific aspects, aiming to identify knowledge gaps. This approach will be used to assess the hypotheses in the current study.
However, according to Privitera (2022), the ontology method could introduce bias, as questionnaires may only reflect what the researcher intends to establish. For example, methods such as focus groups or interviews provide a wider range of insights, allowing participants to express their emotions more comprehensively. In contrast, research that relies solely on questionnaires may limit participants' ability to fully articulate their thoughts. The research questionnaire is included in the appendices as Appendix-01.
Epistemology, a branch of philosophy, examines the nature of knowledge and the methods for acquiring it. Patel and Patel (2019) assert that this perspective aims to provide a clearer definition of knowledge. Rodriguez and Smith (2018) concur, describing it as an inductive approach that yields qualitative insights, involving a research strategy that progresses from specific observations to broader generalisations 
Methodology
This study uses a deductive approach, which is seen to be the most appropriate, to apply a hypothesis that is derived from observable data. At the Premier Inn Newcastle City Centre (The Gate), the main goal is to gauge the significance of intercultural leadership. In accordance with Dawson's (2019) recommendations, the researcher has chosen to use the questionnaire approach in order to collect data that includes both qualitative and quantitative features.
Thomas et al (2022) highlighted that questionnaires present the benefit of being a dependable, cost-effective, and time-efficient means of collecting data. Nonetheless, they come with limitations in revealing in-depth insights and are susceptible to bias. It is crucial to thoroughly consider the benefits and drawbacks of using questionnaires while creating a research questionnaire. The budgetary restrictions, sample size, and study objectives should all be taken into consideration while choosing the data collection strategy (Halperin & Heath, 2020).




Pilot Testing
Pilot testing involves an initial and limited-scale evaluation conducted before the complete execution of a project or program. As emphasised by Andrew, Pedersenand McEvoy (2019) conducted prior to the distribution of questionnaires, assists in recognising and addressing possible issues and challenges that might emerge through the actual execution.
The results of pilot testing are used to refine and improve a program or project before full implementation. The goal is to be successful while minimising side effects or unwanted effects (Nielson, 2019). An initial version of the questionnaire was revised several times by researchers and colleagues. There were seven questions in the first draft, but based on feedback from colleagues, the researchers decided to increase the number of questions to more systematically gather the necessary information. Supervisor and researcher agreed that the final draft would flow well and produce the expected results.

Data Collection	
To substantiate the authenticity and applicability of their studies, authors need access to diverse types of information. According to Milton and Rodgers (2023), there are two distinct types of data that are important for conducting effective research studies: primary data and secondary data. Primary data, as stated by Cardno (2018), includes information collected directly by the researcher to obtain raw data for the study. However, the initial data collection process can be difficult and time-consuming. Also, information obtained from primary sources can sometimes be unreliable as respondents do not provide accurate information. In this particular study, the researchers decided to collect primary data through questionnaires. To enhance participant participation, permission was obtained from the management of the Premier Inn Hotel.


Data Analysis
Thorough examination of the information gathered from the survey holds the possible for yielding theoretical interpretations (McChesney & Aldridge, 2019). The researcher aims to establish a seamless and spontaneous connection between data collection and analysis.
Hesse-Biber (2018) identified four essential steps in the data analysis process: organising the data, conducting visual analysis, breaking down the data, and employing modern and innovative information analysis techniques.
Initially, the data were classified according to the research topics and the nature of the questions. Various mathematical operations are applied to this data, allowing the authors to calculate averages and trends. Finally, the results were visualised using various graphs created with MS Excel (Nakamura, 2019).
Using questions that don't have a specific answer will help the researcher gather detailed information, which will then be examined and sorted into relevant groups to maintain consistency (Daniel, Kumar & Omar, 2018).
Limitations
Constraints stem from difficulties and barriers encountered during the research process, which the researcher has little influence over. These constraints restrict the range and attainability of the study's outcomes, and in certain instances, impact the outcomes and inferences derived from the research. This study employed a quantitative research methodology for data collection. Nonetheless, this technique faces its own set of constraints, particularly due to the difficulty in accessing precise data. A drawback of this strategy is its tendency towards complexity and inefficiency. The posing of questions can be difficult, necessitating a considerable investment of time, and there's a risk that participants might not fully engage, resulting in a decreased willingness to participate. In addition, participants were required to enter defined response categories, limiting the range of possible outcomes. In addition, this study is subject to geographical and spatial limitations. Talking about promoting cultural leadership in a Premier Inn hotel is a challenge to find enough participants. In the end, seventeen (17) questionnaire responses were given to the hotel researcher and working together with colleagues on the same project to complete the research. Although the questionnaire met participants' expectations in one aspect, it is not necessarily accurate and valid for different settings. Therefore, more research is needed.

Findings
In the previous chapter, we looked at different information systems evaluation methods and discussed planning and conducting information systems evaluation research. This chapter aims to explain the results obtained from primary research (including questionnaires) and secondary research.
The upcoming phase involves examining the data from the questionnaire gathered in the preceding section, both through quantitative and qualitative lenses, honing in on the importance of intercultural leadership at the Premier Inn. The results will be assessed in the context of the current practices. The literature analysis underscores the theoretical obstacles in the hospitality sector. Here, a comparable approach will be adopted by the researcher to unveil the results and draw parallels with the literature review. Consequently, while the literature review delves into the theoretical and scholarly aspects of information system evaluation and research, the following chapter explores how these methodologies manifest at the Premier Inn in a pragmatic sense.

Data Collection Process
The contact person at the hotel, as previously arranged, pinpointed the target demographic. They provided the author with a roster of individuals believed most likely to offer valuable insights, including their department and email addresses. Consequently, the researcher reached out to these participants via email, requesting their participation in an academic questionnaire (appendix 01). Furthermore, as number of responded was not satisfactory to conduct this research, author decided to distribute the research questionnaire among few course mates who also had their internship at the Premier Inn hotel. 
Seventeen (17) questionnaires were completed successfully, and the data acquired were subsequently inputted into the previously prepared spreadsheet, as outlined in Chapter-03. Each questionnaire response was assigned a unique code, facilitating the gathering and examination of the results.

Data Analysis
This study comprises with specific objectives, with each question or series of questions strategically designed to provide specific insights crucial for fulfilling these goals. Given the limited number of respondents—only seventeen (17) in this case—the questionnaire was structured with open-ended questions, enabling the collection of both qualitative and quantitative data.











Section: 1 Cultural Intelligence Awareness
1.1 How familiar are you with the concept of Cultural Intelligence?

[image: ]
	
According to the survey, almost 50% of the respondents said that they are familiar with the concept of cultural intelligence. However, according to the respondents one-third participants are not familiar with the concept, which shows lack of knowledge and training among the employees. Thus, this might affect to achieve hotel's goal of having 8% ethnic minority in the senior leadership and 40% female representation in its overall workforce by 2023 (Premier Inn, 2023).





1.2 To what extent do you believe cultural intelligence is essential for successful international hotel management?

[image: ]
After realising the concept of cultural intelligence, almost 70% of them agreed that it is important for the hospitality industry to have cultural intelligence to succeed in the international hotel management. Alifuddin & Widodo (2022) suggested that innovation thrives on diverse viewpoints and by fostering a workforce and guest demographic with diverse backgrounds businesses increase the potential for inspiring innovative ideas that provide competitive advantage in the global market. 







Section: 2 Premier Inn's International Operations
2.1 How many international locations does Premier Inn operate in? 

[image: ]

Survey reveals that almost 47% of the respondents are not aware of the global presence of the establishment. This clearly shows that hotel is lacking employee training during employee orientation. This could result unhappy work environment and employees are not aligned with the company objectives. 







2.2 In your opinion, how culturally diverse is the staff at Premier Inn?

[image: ]
As per the survey employee's majority employees believes that the Premier Inn operates in comparatively diverse environment. According to the Premier Inn (2020) establishing an inclusive workplace environment for our colleagues is paramount to Whitbread. Moreover, report shows that within workforce of the Premier Inn, 9% are identified as BAME (Black, Asian and Minority Ethnic), 66% are female including 35% of leadership cohort. However, around 33% of the respondents are still believes that Premier Inn is still lagging behind in term of diverse workforce. Initiatives has been taken to improve policies and awareness raising for both leaders and teams. 






Section: 3 Cultural Intelligence Implementation
3.1 Has Premier Inn provided cultural intelligence training to its management staff?

[image: ]

It is very pity to see that almost 30% employees provided negative response in term of cultural training offered by the Premier Inn during employee recruitment process. Without cultural intelligence training, employees may struggle to understand and navigate cultural differences, leading to misunderstandings and communication breakdowns. Thus, employees who feel their cultural identities are not respected or valued may experience lower morale and job satisfaction, leading to decreased motivation and higher turnover rates. Subsequently, without cultural intelligence training, employees and the organisation as a whole may miss out on valuable opportunities for innovation, creativity, and growth that come from embracing diversity and inclusion.



3.2 What specific strategies or practices do you think Premier Inn implements to enhance cultural intelligence among its management team?

[image: ]

A mixed responses were received due to the nature of the question. Most commonly participants highlighted CQ assessment and multicultural interaction session has arranged by the management team. According to the participants, the dimensions of cultural competence include Awareness, Knowledge, Empathy, Adaptability, Curiosity, Respect, Reflection, and Flexibility. Awareness involves recognising cultural differences and biases. Knowledge entails understanding cultural norms and values. Empathy involves seeing things from other cultural perspectives. Adaptability is the ability to adjust to various cultural contexts. Curiosity involves genuine interest in learning about other cultures. Respect means showing regard for different cultural perspectives. Reflection involves regularly analysing cross-cultural experiences. Flexibility entails comfort with discomfort and adaptability to unfamiliar situations.
Section: 4 Impact on Hotel Performance
4.1 In your experience, how does cultural intelligence impact guest satisfaction in Premier Inn's international hotels?

[image: ]

Every participant agreed that cultural intelligent has positive impact on guest satisfaction. Premier Inn has solidified its position as a prominent UK hotel chain through strategic marketing and a commitment to consumer satisfaction. Its use of high-profile celebrities like Lenny Henry in TV ads has bolstered its brand recognition. 
Personalised experiences tailored to guests' unique preferences and cultural backgrounds enhance satisfaction, offering memorable and meaningful stays. Inclusive amenities, such as prayer rooms and diverse menu options, demonstrate a commitment to accommodating various cultural considerations, contributing to guest comfort.
The integration of cultural aesthetics into hotel design and decor creates immersive experiences that foster a sense of belonging. Staff diversity and cultural sensitivity training further enhance interactions, fostering inclusivity and positive guest experiences.
4.2 To what extent do you believe cultural intelligence influences employee relations within Premier Inn's international teams?
[image: ]
Survey reveals that more than 70% respondents believes that cultural intelligence influences employee relations. Fang, Schei & Selart (2018) suggests that cultural intelligence promotes customer relations by enabling businesses to understand and meet the needs of diverse customer bases, delivering personalised services that enhance satisfaction and loyalty while avoiding missteps that could harm relationships. Inclusive workplaces are built through cultural intelligence, creating environments where all employees feel valued and respected, leading to higher satisfaction, engagement, and retention. However, survey also revealed that about 30% respondents are not sure about the concept. By providing them with adequate training and support they will also appreciate the importance of cultural intelligence. 

Section: 5 Challenges, Recommendations & Overall Perceptions
5.1 What challenges, if any, have you encountered in applying cultural intelligence in international hotel management at Premier Inn?
Respondents identified there are six major obstacles Premier Inn may face to apply cultural intelligence in international hotel management. Firstly, ccommunication is indispensable in the hospitality industry, and language barriers can hinder effective collaboration with guests and staff from diverse cultural backgrounds. Besides, each culture has its own set of norms, customs, and traditions that influence guest expectations and behaviors. Premier Inn may have found it challenging to understand and adapt to these cultural nuances, leading to potential misunderstandings or misinterpretations.
Providing cultural intelligence training to staff members involves resources and time. Premier Inn may have encountered challenges in developing comprehensive training programs that effectively educate staff about cultural diversity and sensitivity. 
Tailoring services and amenities to meet the diverse needs of guests from different cultural backgrounds can be complex. Premier Inn may have faced challenges in adapting its offerings to accommodate specific cultural preferences or requirements.
Premier Inn's international locations likely have diverse staff members with varying cultural backgrounds. Managing diversity within the workforce while promoting inclusivity and cultural sensitivity may pose challenges in maintaining a cohesive and harmonious work environment.
Cultural differences can sometimes lead to conflicts or misunderstandings among guests or staff. Premier Inn may have encountered challenges in effectively managing and resolving these conflicts to ensure a positive guest experience and a productive work environment.






5.2 Based on your experience, what recommendations would you provide for improving the impact of cultural intelligence on international hotel management at Premier Inn?

Intercultural leadership is essential for enhancing productivity, fostering innovation, and creating effective communication and collaboration in the workplace. Employees who possess cultural intelligence can work harmoniously, drawing from diverse standpoints to solve complex problems. Effective communication is simplified by individuals with high cultural intelligence, who bridge gaps and build trust across diverse teams, essential for global engagement.
Moreover, Intercultural leadership promotes understanding and meeting the needs of diverse customer bases, leading to enhanced customer satisfaction and loyalty while avoiding missteps that could harm relationships. Inclusive workplaces, where all employees feel valued and respected, are fostered through cultural intelligence, leading to higher levels of satisfaction, engagement, productivity, and retention.
Developing cultural intelligence is crucial for improving diversity and creating inclusive workplaces, requiring everyone, especially leaders, to practice cultural intelligence in their interactions and decision-making processes.

Evaluation
Overall, the evaluation underlines the importance of intercultural leadership in Premier Inn's international hotel management and highlights areas for improvement, particularly in training, communication, and diversity management. There’s a concerning lack of awareness regarding Premier Inn’s global presence and perception of cultural diversity within the participants indicates gap in employee training and communication. Addressing these challenges and implementing the recommended strategies can enhance organisational effectiveness and foster a more inclusive and culturally sensitive work environment.

Personal reflection
During the research, the researcher discovered that employees at the Premier Inn possess limited knowledge about the hotel’s intercultural leadership practice and initiatives. Moreover, personal observation revealed that most of these participants from the Premier Inn are not well-informed about the hotel’s goals and objectives. The researcher tried to contact the hotel management to collect a preliminary investigation but the answers to the questionnaire were not correct. This is the reason of having very limited number of participants of the research questionnaire. 

Conclusion
In conclusion, this comprehensive research underscores the indispensable significance of intercultural leadership in the hospitality industry. With its inherently diverse nature, effective leadership across cultural boundaries has emerged as a strategic imperative for success. Through a thorough investigation of key studies, theories, and practical insights, this review has illuminated how intercultural leadership deeply influences employee dynamics, customer satisfaction, organisational performance, and overall competitiveness within the dynamic landscape of the hospitality sector.
The global market expansion within the hospitality industry requires leaders who are adept at accepting and respecting cultural differences, enabling them to adapt business strategies and marketing methods to diverse global markets. Intercultural leaders cultivate collaborative and inclusive work environments, fostering creativity and innovation within global teams. Moreover, their cultural competency enhances brand attention and importance to diverse audiences while successfully managing challenges related with cultural diversification and change.
In terms of employee satisfaction and productivity, intercultural leadership plays a pivotal role in creating inclusive environments where all employees feel valued and respected. Leaders with high cultural intelligence can manage and resolve cultural differences, promoting a harmonious and cohesive team dynamic. By leveraging the strengths of diverse teams, leaders contribute to increased employee engagement, motivation, and satisfaction, ultimately enhancing organisational performance.
Enhancing customer experience through intercultural competency is another crucial aspect highlighted in this research. Intercultural leaders understand and appreciate the diverse cultural expectations of guests, fostering trust and building stronger, lasting relationships. By personalising experiences and demonstrating respect for cultural nuances, businesses can improve customer loyalty and positive reviews, ultimately contributing to their competitive advantage in the marketplace.
Furthermore, the research delves into the importance of building cross-cultural teams, fostering collaboration, diversity of thought, and innovation. Intercultural leadership promotes inclusive working environments that value and respect differences, driving innovation and competitiveness within hotel.
However, the execution of cultural intelligence in international hotel management is not without its challenges. Language barriers, cultural nuances, resource constraints, and workforce diversity management pose substantial obstacles. Yet, by providing cultural intelligence training, promoting inclusive leadership, and embracing diversity, organisations can overcome these challenges and reap the benefits of intercultural leadership.
In essence, as the hospitality industry continues to evolve in an interrelated world, intercultural leadership remains a strategic imperative for organisations aspiring not only to continue but to thrive. By identifying, fostering, and investing in intercultural leadership, businesses can navigate the complications of a diverse and dynamic global landscape, driving innovation, enhancing customer satisfaction, and ultimately accomplishing sustainable success.




Recommendation
From the previous chapters it was evident that importance of intercultural leadership in global expansion of the Premier Inn hotel is important. Improving intercultural leadership in the hospitality industry requires several strategic actions that focus on awareness, education, and practical application.
To improve intercultural leadership through Cultural Intelligence (CQ) training, Premier Inn needs to start with assessing current CQ levels and raising awareness of cultural identities, biases, and CQ components. Next, providing knowledge on cultural models and specific cultures, using case studies and guest speakers for practical insights. Developing skills through role-playing, simulations, and communication exercises focusing on active listening and non-verbal cues will enable employees to act with the guests from different cultures. Encouraging practical application via cultural immersion projects and mentorship, coupled with regular feedback and reflective practices should be implemented. Continuous improvement with advanced workshops, learning resources, and alignment of organisational policies with CQ principles should be ensured. Finally, evaluation through post-training assessments and performance metrics, refining the program based on participant feedback need to be executed. This approach equips leaders with the theoretical knowledge and practical skills needed to thrive in diverse cultural environments (Chmielecki, 2021).
Afsar et al (2019) believes that to improve intercultural leadership at Premier Inn, implementing a Leadership Development Program (LDP) is essential. This program will enhance leaders' self-awareness, cultural sensitivity, and communication skills, while exposing them to diverse perceptions through team projects and real-world case studies. By providing knowledge on cultural frameworks and global practices, along with modified mentorship and coaching, leaders will improve their intercultural competencies. Continuous feedback and practical application in real-world scenarios will further solidify their skills. Focusing on inclusive leadership qualities and offering resources for ongoing learning will ensure that Premier Inn's leaders can efficiently manage and thrive in diverse cultural environments, ultimately fostering a more inclusive and dynamic workplace.
To improve intercultural leadership at Premier Inn, implementing inclusive workplace policies is essential. These policies will foster a culture of respect and inclusion, promote diversity and equality, and provide cultural sensitivity training for leaders. Encouraging open communication and feedback, along with diverse recruitment and retention strategies, will ensure that leaders can effectively manage and lead diverse teams. Zhou & Pilcher (2019) suggests that, supporting mentorship programs and inclusive decision-making processes will help leaders understand and leverage different cultural perspectives. By aligning organizational goals with inclusion and recognising inclusive behavior, Premier Inn can enhance its intercultural leadership, leading to a more dynamic and innovative workplace.
Lastly, to improve intercultural leadership at Premier Inn, it is essential to implement a multifaceted approach focusing on training, recruitment, leadership development, and inclusive practices. Start by developing comprehensive cultural intelligence training programs, including real-world scenarios and case studies specific to the hospitality industry. Enhance recruitment practices to ensure diversity and promote inclusive hiring processes to attract a broad range of candidates. Cultivate intercultural competence among leaders through targeted development programs and mentorship initiatives. Foster an inclusive workplace culture by supporting Employee Resource Groups and celebrating cultural diversity with regular events. Tailor communication strategies to accommodate different cultural norms and provide language support where necessary. Facilitate global mobility programs to offer employees international exposure and create opportunities for cross-cultural exchanges. Continuously assess and improve these initiatives through regular feedback and performance metrics. Leveraging technology, such as e-learning platforms and virtual collaboration tools, can further support these efforts. By setting clear expectations for intercultural competence and holding leaders accountable, Premier Inn can enhance employee satisfaction, customer experience, and overall organisational performance in the global hospitality market (Blom & Meier, 2019).
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Appendix-01
Section 1: Cultural Intelligence Awareness
1.1 Cultural Intelligence (CQ) Understanding:
1. How familiar are you with the concept of Cultural Intelligence? 
- Very Familiar 
- Familiar 	
- Neutral 
- Unfamiliar 
- Very Unfamiliar

CQ Development:
2. To what extent do you believe cultural intelligence is essential for successful international hotel management? 
- Extremely Essential 
- Essential 
- Moderately Essential 
- Slightly Essential 
- Not Essential

Section 2: Premier Inn's International Operations
2.1. Premier Inn's International Presence:
3. How many international locations does Premier Inn operate in? 
- 1-5 
- 6-10 
- 11-15 
- 16-20 
- More than 20

2.2. Cultural Diversity in Premier Inn:
4. In your opinion, how culturally diverse is the staff at Premier Inn's international locations? 
- Very Diverse 
- Diverse 
- Neutral 
- Not Diverse 
- Not at all Diverse

Section 3: Cultural Intelligence Implementation
3.1. CQ Training:5. Has Premier Inn provided cultural intelligence training to its management staff? 
- Yes 
- No 
- Not Sure




3.2. CQ Strategies:
6. What specific strategies or practices do you think Premier Inn implements to enhance cultural intelligence among its management team?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
Section 4: Impact on Hotel Performance
4.1. Guest Satisfaction:
7. In your experience, how does cultural intelligence impact guest satisfaction in Premier Inn's international hotels? 
- Very Positively 
- Positively 
- Neutral 
- Negatively 
- Very Negatively

4.2. Employee Relations:
8. To what extent do you believe cultural intelligence influences employee relations within Premier Inn's international teams? 
- Strongly Influences 
- Influences 
- Neutral 
- Does Not Influence 
- Strongly Does Not Influence

Section 5: Challenges and Recommendations
5.1. Challenges Faced:
9. What challenges, if any, have you encountered in applying cultural intelligence in international hotel management at Premier Inn?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
5.2. Recommendations:
10. Based on your experience, what recommendations would you provide for improving the impact of cultural intelligence on international hotel management at Premier Inn?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
Section 6: Overall Perceptions
6.1. Overall Perception:
11. Overall, how would you rate the effectiveness of cultural intelligence in Premier Inn's international hotel management? 
- Excellent 
- Good 
- Average 
- Below Average 
- Poor
Section 7: Additional Comments
12. Do you have any additional comments or insights regarding the impact of cultural intelligence on international hotel management at Premier Inn?
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
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