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In this essay I will discuss the complexities of intercultural management and leadership by relying on personal experiences, observations, and interactions in the working environment.
I was born in Bulgaria and was raised there, as soon as I finished school, I started my first job in the hospitality industry and mostly worked in this sector. When I was 23 years old, I first moved to a different country due to a new job opportunity in a 5-star hotel in Greece, Karpathos Island. There I met my husband and moved with him to Romania, Bucharest where I had several jobs. Then we decided to move to England, Stroud due to another job opportunity in a small hotel. Finally, we moved too Wales, Swansea where I have my current job at Delta Hotel by Marriott Swansea. 

Intercultural Leadership does not have a single definition, since it includes different interpretations. Despite the fact that cross-cultural, multicultural, and intercultural are often used interchangeably, there are differences between these cultural terms. Multicultural refers to a society that includes several cultural or ethnic groups. People live together, although cultural groups may not always have engaging relationships. Cross-cultural deals with the comparison of several cultures, where one particular culture is often regarded as the norm, against which all other cultures are compared or contrasted. Intercultural refers to societies characterised by an in-depth understanding and appreciation for other cultures, where no one stays unchanged as everyone constantly learns and develops from one another (The Acacia Group, 2010).
Intercultural Leadership refers to the capacity to effectively influence and engage individuals from diverse cultural backgrounds. Without a doubt, in order to allow the effectiveness of diverse teams, leaders must guide their teams through three distinct phases of cultural transformation: 1) cross-cultural, 2) multicultural, and 3) intercultural (Wang, n.d). The vast majority of situations are involved in a complex net of influencing variables, including the situation itself, the broader context, the team members, and the organisational structure. This complex net gets its dynamic nature due to the possibility that these factors will shift over time. Thus, successful leadership is defined by factors that consist of the individual as well as the environment (Seiler, 2007).
In today's age of globalisation, organisations are experiencing a growing level of diversity, since they include people from a wide range of cultural backgrounds. In order to succeed in this diverse environment, organisations must develop intercultural leadership, which empowers leaders to successfully navigate and use the potential of diversity (Mnich, 2023). Because of the international characteristics of the hospitality sector, intercultural communication and awareness of culture have emerged as critical factors, influencing interactions between hotel personnel and guests. There are numerous causes for why hotel professionals need to be mindful of these interactions and the potential for managing them (Grobelna, 2015). In order to enhance their effectiveness in leading a multicultural workforce, leaders need to have an awareness of the challenges associated with cultural misunderstandings. One of these challenges is the presence of language differences (Strazovska and Sulikova, 2019). Managers and team leaders have the responsibility of ensuring inclusivity in the workplace when there is a language barrier (Wright, a2023). The leadership approach in the hotel industry is an essential subject in the field of management science. Management and leadership discussion is present in any human community. In the hotel industry, leadership behaviour begins with the leader effectively guiding their followers towards a clearly defined objective. The leader's ability to motivate and effectively communicate with their followers is crucial. Essentially, motivation and communication are the two primary factors that underpin effective leadership (Bektaş, 2022).
Before leaving for my first employment overseas in Greece, I was required to take an English test in order to demonstrate that I had a sufficient level of English knowledge. The agency that was in charge of coordinating the recruitment processes was pleased with my results, and they continued with my application to the point where I was approved for the work position-buffet runner. To be honest, my level of English was not as great as it should have been to efficiently communicate. When I arrived at the hotel, during one of my first shifts, the Food and Beverage Manager asked me to bring extra dessert to the buffet. However, I understood a totally other word, and that word was "desert." In the beginning, I was really confused and stressed since I was unable to understand what the manager was asking for. When he saw that I was confused, he decided to show me exactly what he was asking for. The managers (Majlergaard, 2023) might not always act in this way because they may have a limited viewpoint or they may be unwilling to acknowledge that we are currently living in a globalised world. However, I felt incredibly pleased for his support, as sometimes situations as this may escalate. There is a possibility that employees may experience negative emotions due to language barriers. Language barriers have the potential to significantly increase the emotional discomfort that already exists in a workforce that is multilingual. Language barriers causes emotional conflict between native and non-native speakers of the working language. This is because those who are not native speakers experience feelings of concern, anxiety, humiliation, stress, shame, and frustration. Additionally, they feel limited in their communication skills, reduced in their career standing, and fear negative evaluations of performance or losing their jobs. Management of emotions has become a crucial element of successful leadership. There are several leadership methods that may be used to handle employee's emotions, which can be defined as emotion management strategies. An effective approach to address negative emotions involves changing the situation of the individual by modifying or eliminating the factors that trigger these emotions and providing practical assistance (Tenzer and Pudelko, 2013). This example of personal experience has shaped my understanding of intercultural leadership.

Organisational culture (OC) can be defined as the collective programming of mindsets that highlight the perceived differences between members of different groups. It is analogous to the personality of an organisation and involves deeply rooted artefacts, creations, shared values, and basic beliefs that provide distinct significance to organisational membership and influence workplace behaviour. Researchers claim that OC is a profound and complex component of an organisation that significantly influences its members. In addition, the Global Leadership and Organisational Behaviour Effectiveness project, led by House, defined OC as shared motives, values, beliefs, identities, and interpretations or meanings of significant events among members of a group, which are transmitted through generations. Essentially, OC refers to the interaction between employers and workers that is shaped by workplace norms and traditions. Leaders are expected to have an in-depth knowledge of OC, including its influence and characteristics. 
OC has a multitude of effects on leaders, including shaping their decision-making processes, goal-setting strategies, performance in work-related tasks, and their conscious or unconscious socialisation (Akanji, et al. 2020). 
An ideal work culture has common institutional values, objectives, rewards, and other practices that promote inclusivity, exceptional performance, and dedication, while also adopting a variety of perspectives and behaviours. Work culture can be defined as the collective behaviour and beliefs of all people of an organisation, which are expressed through common values, norms, and underlying assumptions. In order to maintain a competitive advantage in the market, it is crucial for an organisation to provide a work environment that is friendly to its personnel. Providing staff with outstanding treatment will also provide advantages for the organisation (Norlina M. A. et al. 2015).

Organisations develop a culture of quality work in several different ways. In certain organisations, the culture of quality work has never been of the top priority. However, certain organisations place importance on a quality work culture in order to guarantee that their employees provide superior customer service. The majority of prosperous organisations had people with exceptional leaders and managers who were able to supervise and control the behaviour and productivity of their employees. An exceptional leader will inspire and motivate employees to carry out their daily responsibilities with greater drive and dynamism. Leadership styles have the potential to impact the organisational ethos regarding the quality of work. If leaders show poor qualities of leadership styles, the organization's work culture. could be negatively impacted. An essential component for workers is a desirable work culture. 
I have worked in companies that either prioritised or did not emphasise culture. During my employment at a nightclub in Bulgaria, located far from my hometown, I faced criticism from both my coworkers and management. This workplace can be characterised as the most stressful work environment I have ever experienced. The team I had been working with was transferred from another club owned by the same company, and most of them had previously worked with each other, with just a few exceptions, including myself. I saw a lack of inclusivity in the culture and experienced discrimination addressed to me. The reason for this was due to the staff showing bullying behaviour towards me, including using inappropriate nicknames and spreading rumours about me. Bullying is a pervasive issue in today's workplace environments, as a significant proportion of staff members have experienced bullying themselves or know someone who has. There are numerous ethical and legal concerns associated with bullying; in other words, strategies for addressing the issue raise significant ethical and legal issues. Inadequacies in legal protections against workplace bullying worsen the limited ethical options available to address the issue (LaVan and Martin, 2008). Regarding management, I made many attempts to raise my complaints, but the managers continuously ignored me, and to make problems worse, they were allowing the inappropriate behaviour of those employees. The key challenges in implementing an ethical leadership strategy are apparent in the manager's personality and the lack of support for principles of ethics in managerial practices (Hoang et al. 2023). I experienced considerable stress and anxiety, which had a negative impact on my job performance. Unfortunately, I did not get any assistance or support from the management; instead, they put further pressure on me to improve my job performance. One night I dropped the service tray full of glasses of alcohol and the manager started shouting at me and gave me a fine to pay for the damage. However, in the end, I left that job because I was unable to continue in that environment any longer. Based on a Gallup research, 45 percent of workers experienced episodes of discrimination and/or harassment at their workplaces in recent years. These employees will ultimately go from the organisation in search of a place where their worth is recognised (Get impactly, n.d).
In comparison with another job I had in United Kingdom, there I had a positive culture experience. As an example, I will give my current job at Delta Hotel by Marriott. At the hotel there is a diversity of people from different countries, and everyone is treated equally and with respect. It is a pleasure for me to work there because I feel inclusive and valued. Marriott has placed great importance on diversity and inclusion since 1927. Embracing diversity is crucial to their success as the biggest hospitality business with a continuously expanding worldwide portfolio, since their foundation is based on the well-being and happiness of their employees. Diversity and inclusion are essential to Marriott's underlying principles and strategic objectives. Ensuring the well-being of people and prioritising their needs is deeply ingrained in the organization's core values and is their most valuable cultural inheritance. Marriott has identified three fundamental aspects of employee wellbeing: self-esteem, job satisfaction, and the company's societal impact (Marriott, 2023). 
However, on one of my very first shifts at Delta Hotel by Marriot, I had a situation with a customer complaining about delay in food service I apologise to the customer, but I did not inform the supervisor on shift about the issue at that time, instead I did tell him after the customer already left the restaurant. The supervisor said to me that I should tell him about the issue immediately so he could take action by applying a discount on the customer bill. On my next shift I found out that the customer complained about the food delay. According to Hofstede's comparative cultural factors, Bulgaria, has a relatively high-power distance culture, and Britain, has a comparatively low power distance culture (Hofstede Insights, 2023). High power distance cultures are characterised by a significant degree of subordinate’s reliance on their superiors. In high power distance cultures, lower-ranking members of society, such as subordinates, are believed to be prone to rely on face-saving indirect communication and mitigated speech when interacting with more powerful individuals, such as their managers, in contrast to low power distance cultures. In nations with a low power distance, such as the United Kingdom, the communication between subordinates and their supervisors was not mitigated to a significant degree. On the other hand, in countries with a high power distance, such as Bulgaria, the communication between subordinates and their supervisors was mitigated to a significant degree. A study indicates that during service crises, subordinates' communication in a high power distance nation may become significantly mitigated or indirect. This may result in a delay in service recovery, which could lead to customer disappointment, impede the growth of loyalty, and ultimately result in the failure of a service organisation (Koc, 2013). However, it could be argued that the dimensions of the power distance index and the others fail to effectively represent the complexities of different social cultures (Wale, 2023).
A significant leadership approach that has been extensively discussed in the academic literature is transformational leadership. Transformational leaders engage their followers in activities that stimulate their intellects, inspire them, and show charismatic influence over them. However, this transformational leader prototype is probably contrasted to the predominant leadership styles such as Transactional leadership are observed in societies characterised by a high power distance. In contrast to those in societies with low power distance, those who value power distance generally anticipate that leaders will maintain a centralised structure, rely on formal rules, and consult subordinates less often (Daniels and Greguras, 2014). Transactional leadership refers to a leadership style in which leaders strictly adhere to established rules, regulations, methods, procedures, and business practices. The relationship between leaders and subordinates is characterised by a robotic and formal nature, adhering to established standards and criteria. The leader maintains a strict and constant control of the workforce to ensure adherence to the required standards. The emphasis is placed on the management, coordination, and collective performance and behaviours of the organisation or group, rather than on the individual worker and their performance. Employees are motivated through the implementation of contingent rewards and punishments. Those who do well are rewarded, while those who do not are motivated through punishment. There is a complex relationship between power distance and Transactional leadership and transformational leadership. In this relationship, a higher power distance is likely to result in the prevalence of Transactional leadership. In contrast, transformational leadership is negatively linked with high power distance but positively linked with low power-distance (Nawaz, et al. 2020). However, research suggests that transformational leadership might be positively linked with high power distance (Punj and Krishnan 2006).
Cultural intelligence (CQ) is an essential quality in the contemporary globalised world, empowering individuals to efficiently navigate and communicate across diverse cultures. Cultural competence is the ability to fully understand, value, and adjust to cultural differences, promoting significant interactions and reducing misinterpretations. In this progressively interconnected world, it is crucial to have cultural intelligence in order to promote cross-cultural knowledge and interaction (Yue and Wei, 2023).
For centuries, the concepts of leadership and intelligence have been closely linked to one another. Both of these concepts have deep roots. When it comes to traditional studies of leadership, it is commonly believed that leadership is dependent on the personal characteristics of the person, and that intelligence is considered to be one of these characteristics (Yalçınyigit and Aktaş, 2022).
As I mentioned earlier, I have experienced a language barrier at the workplace, and this was one of my motivations to learn better English so I can better communicate with my colleagues and customers. Cultural intelligence is essential for promoting effective cross-cultural communication. It allows individuals to adjust their communication methods, both in terms of verbal and nonverbal cues, as well as their language skills, to better fit the cultural environment. That adaptability allows the development of rapport, the establishment of trust, and the building of meaningful connections with individuals from diverse cultural backgrounds (Yue and Wei, 2023). However, the hotel where I was working in Greece was luxurious, thus, the luxury hotel management places a high emphasis on employee's cultural competencies in order to fulfil the increased service quality expectations of their customers. Therefore, the CQ of the front-of-house service employees is crucial in the creation of luxury hospitality experiences (Lam, Cheung and Lugosi, 2022). Furthermore, when my English improved, I felt much more confident of doing my job and interacting with people, but I met other people who did not know good English. It was hard to communicate with some of them as I had to explain to them how to do certain jobs and they sometimes did not understand at all or misunderstood me. I decided to speak with the manager and proposed to him to consider language training programs because offering language training programmes to employees or individuals who regularly interact with people who speak foreign languages can greatly improve their language competence and understanding (ESoft skills, 2023). A decision was made by the manager to take action and incorporate language training programmes for those members of the team who are not native speakers or have a little knowledge in the primary language of the team. In order to communicate successfully with followers who come from a variety of cultural backgrounds, globalisation necessitates the development of new leadership skills because it is a process of non-cohesive influence. The ability to master multiple forms of intelligence, including cognitive intelligence, emotional intelligence, social intelligence, and most importantly, cultural intelligence, is essential for leaders that operate on a global scale (Ahmad and Saidalavi, 2019). After I left Greece, I went to Romania with my husband and I faced the same issue with the language barrier because I did not know Romanian language. It was hard to find a job, but I decided to find a job with Bulgarian language. It is possible that an employee who is fluent in another language provides a significant advantage to a company. It has the potential to help with communication with markets or businesses located in other countries, which have been difficult to establish (Wright, b2023). I found a job at an organisation that was dealing with online sales in multiple countries including Bulgaria and Romania and I was working on the Bulgarian online platform. Meanwhile, I learned Romanian language. One day the company offered me a position to also deal with Romanian online sales platform and I accepted. Individuals with high CQ typically have the ability to adjust to a new culture quickly and effectively, with minimal difficulty or stress. Having a higher CQ provides a greater number of possibilities, leading to increased comfort and satisfaction in the new cultural setting. An individual who has the ability to adapt to the specific circumstances of their surroundings will undoubtedly experience advantages both in their professional and personal spheres. The level of success is reliant upon various factors and circumstances, including language proficiency, prior exposure to international settings, training in cross-cultural skills, and the person's understanding of cultural differences between their home country and their current location (Jurásek and Wawrosz, 2023).
In my work experience especially in the hospitality industry, I observed that few women hold leadership roles. It is not typical for women to hold positions of leadership in many different cultures all over the world (Moriarty, 2019). The hospitality industry is one of the few sectors in which women represent the majority of the workforce, according to data released by the Bureau of Labour Statistics. Women represent 51.2% of the workforce in the hospitality sector. In contrast to this level of representation, the women who hold leadership positions in the hospitality industry are quite different. There are only 30% of women who hold leadership positions in the industry; for every female chief officer, there are three men who hold the title (Power, 2023). Women who want to or have achieved a position on a board face a unique set of leadership challenges that do not typically confront those faced by their male counterparts. One of the most apparent and important is gender bias, which can have different manifestations (Swush, 2023). For example, I had a situation where we were in a meeting and the manager asked for some ideas about new cocktails. He asked us which cocktail should be the cocktail of the month. At the meeting there were 5 women and 2 men, and the manager decided to choose the cocktails that were proposed by male staff. Women are perceived as less competent, less influential, and less likely to have held a leadership position when men are present on a team. Additionally, while men may experience a boost in status when they express their opinions in the workplace, women may not (European Institute for Gender Equality, 2023). Another example I can give is, in one of the hotels I worked in UK, there was an open position for manager and the candidates were 1 woman and 1 man. The woman was working with the company for 8 years while the man was working there only for 2 years. The chosen candidate for the supervisor position was the man. There is a perception that women are more "human" and thus more suitable for particular occupations, including marketing, public relations, human resources, and communications. Management, particularly within the domains of finance and information services, is still frequently perceived as a profession more appropriate for men. Some organisation operates with the greatest integrity and positivity regarding women. However, it appears that whenever a leadership position becomes available, women are not considered. It is stated that they are unable to find women with the required skill set and experience (Ibarra, 2019). One of the challenges in intercultural leadership could be that cultures have different points of view of leader’s behaviours as cultures tolerate different leadership behaviours and show different views on what can be perceived as suitable or unsuitable (Bighini, 2021). The incongruity between the expectations placed upon women and those expected of leaders may discourage women from pursuing management positions, thereby maintaining long-lasting stereotypes. In fact, respondents from all over the world prefer male managers over their female counterparts, despite the fact that the number of women in management positions has grown in every industrialised nation. Indeed, women prefer men over women as leaders (Bierema, 2016). 
Team effectiveness is considered a crucial priority that supports performance in organisations, as it encompasses the team's ability to achieve its goals consistently over time. Collaboration refers to the cooperative effort of multiple individuals, entities, or organisations to successfully accomplish a task or reach a specific objective. Collaboration enhances the team's synergy and problem-solving capabilities. An aspect of collaborative leadership involves being a part of a team rather than being in a position of authority over the team. Collaboration fosters trust among employees towards leaders and team members within an organisation, ultimately enhancing its performance. Collaboration improves employee engagement and minimises potential power struggles within organisations and makes a sense of shared responsibilities and purpose among employees (Mukua-Maru et al. 2023). 
Belbin identified nine roles that future managers should consider while developing their team. Each team member can perform these duties. They are as: coordinator who makes sure everyone contributes throughout team discussions and decisions. Shaper is energetic, embrace hard work, and thrive under pressure. Plant might have creative concepts and challenge standard thinking, yet their perspectives can be hard to implement. Resource Investigator are proficient at gathering important information from other sources and have good networks. Team worker understand team needs. To foster a holistic team, he/she cares about all areas of team well-being. Completer Finisher sets and meets deadlines and are careful and analytical, seeing every imperfection. Monitor Evaluator considers all possibilities and appropriately evaluates them. Specialists have specialised knowledge and skills (Chaudhuri, et al. 2021).
I completed the Self-Perception Inventory and the results showed that my highest score is Completer Finisher which indicates that it is most advantageous to use this role after the completion of tasks in order to refine and check the work for mistakes, subjecting it to the greatest standards of quality control (Belbin, n.d).  I can agree with this result as when I was working at The Dragon Hotel I had a situation with my colleagues where they were complaining about me because I was putting too much pressure on them to finish the job perfectly. Then the manager came to me to discuss the situation and said to me that he had noticed that I was trying to make everything look perfect, but the team we had was not prepared for that because was not trained to do so.  However, he did appreciate the fact that I was trying to do the job perfectly. Completer Finishers are often linked with excessive and unnecessary concern. Obsessing over every small aspect, their excessive desire for perfection may sometimes have detrimental effects. Moreover, they often show an incapacity to delegate (Hinch, n.d.). Another team role in which I scored high is Plant. It is the most innovative and main source of novel ideas. They possess the ability to analyse issues from several perspectives and provide unusual, creative solutions. While the solutions provided may not be ideal, they consistently stimulate the group's brainstorming process (Quality Gurus, 2022). I remember many times when the teams I worked with would ask me where I got such a fantastic ideas that they would never have thought of. For example, during a busy shift at Delta Hotel, we needed to make tea for customers. To speed up the process I thought it would be a good idea to place the tea bag in the teapot and when a customer orders a tea, I would just pour in the water; some of the managers agreed, while others did not.  
The term "cultural broker" lacks a specific definition in the literature, but it is commonly understood as an individual who assists in the transition of another individual or group from one culture to another. This involves the act of connecting, bridging, or mediating between groups or individuals with different cultural backgrounds, with the aim of minimising conflict or bringing change (James Cook University, 2023). In other words, a cultural broker is one who acts as an intermediary, advocating for another person or group (NCCC, n.d) and helps to bridge the gap between different cultures (Sharer, 2023). 
I have personally taken part in cultural brokering when we had guests from Bulgaria who did not speak English and the reception personnel asked me to translate for them so that the guests could check in. According to a study, culture brokers tend to know multiple languages. This is due to the fact that they are required to successfully communicate and translate information and abilities from one culture to another (Osorio, 2015). I also witnessed cultural brokering in one of the hotels where I worked. There was a situation where the manager there had to come up with ideas for anniversary event. They were tasked with organising the event with specific cultural theme. The manager of the event started searching for ideas on the internet how to decorate the event and how to accomplish certain requirements for the guest's event. He did find some useful information to apply on the creating of the event, however, he did miss on some key elements for the event and the guests were not satisfied with overall outcomes for the event. As the hotel had multicultural employees, the manager could consider consulting with them. But it could be that the style of the leadership the manager had was the reason for not doing so. According to Hay McBer’s conducted study, he identified six fundamental archetypal models and one of them is Pacesetting style (Watt, 2020). Pacesetters maintain exceptionally high standards and establish a work rhythm that personnel are expected to follow. Pacesetter managers prefer to do the majority of the work themselves, which means that alternative perspectives are not always considered (Brougham-Chandler, 2023).
An article published in the journal Organisation Science reveals that people with a multicultural background can significantly contribute to diverse teams by serving as "cultural brokers." These individuals possess a more sophisticated comprehension of different cultures, enabling them to facilitate interactions between team members from diverse cultural backgrounds (Insead, 2018). Eliciting and integrating knowledge from diverse cultures are two forms of cultural brokerage that occur within the context of creative work teams research showed. The research also showed that team creativity was enhanced when both forms of cultural brokerage were implemented by a member from a multicultural background. Eliciting relates to the practice of seeking or requesting important cultural knowledge, concepts, or details held by other members. Integrating relates to the process of combining or synthesising knowledge, concepts, or information from various cultures into a novel whole. Cultural insiders can combine knowledge and ideas from diverse cultures on the team since they know the cultural schemas. Cultural insiders can easily participate in cultural brokerage by combining information from the team's cultures as well as their own. In contrast, cultural outsiders have limited understanding of the other cultures that are represented within their team. This differentiates them from insiders. Cultural insiders might consider eliciting irrelevant; however, outsiders are driven to gather valuable information and ideas from diverse cultures represented in the team. Cultural outsiders will encounter major barriers in the process of integrating, given that integrating elements of diverse cultures requires prior knowledge of those cultures, the research concluded (Jang, 2017).
Without initially putting in the effort to learn and experience, none of us will be able to develop outstanding leadership capabilities. Discovering a leadership style that is appropriate for leading the team through the many phases of the team process has the potential to deliver a successful outcome in my future career.
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