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[bookmark: _Toc168248706]Executive Summary 
This paper examines the intercultural abilities needed to manage a diverse hospitality workforce. The new General Manager of the Multicultural Hotel & Spa in London, England, discusses Japan-England cultural differences in this report. It compares and analyses both cultures using the GLOBE Project and discusses leadership challenges in two cultures. By establishing a culturally competent staff, multinational workers will fit in better and customer service will increase.
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As General Manager of the Multicultural Hotel & Spa in London, I integrate English and Japanese methods for leadership and customer service. English people value timeliness, privacy, and autonomy, and they communicate indirectly. In contrast, Japanese culture values social harmony, hierarchy, and collectivism, and communication is indirect and group-aligned. English work ethics emphasise teamwork and consensus, while Japanese work ethics emphasise long hours and a clear decision-making hierarchy (Moran, Harris, and Moran, 2011). English social norms emphasise privacy and formality, while Japanese prioritises community and authority (Bird and Mendenhall, 2016). England has moderate power distance and high uncertainty avoidance, according to the GLOBE Project, therefore they are receptive to new ideas yet follow the rules. In contrast, Japan values norms and processes due to its power distance and uncertainty avoidance (Adler and Gundersen, 2007). Understanding these cultural characteristics makes working with international personnel easier and enhances our service to be culturally aware.

 Gender equality 

• England has great gender equality, thus men and women should have equal opportunities. Gender equality is crucial at work and at home. 

• Japan: Less gender equality than England; conventional gender norms persist. However, efforts are made to promote gender equality and increase women's employment. 

Humanity Focus 

England is somewhat compassionate and values justice and kindness in daily life. Caring for others and helping yourself are balanced (Trompenaars and Hampden-Turner, 1997).

Japan prioritises humanitarian issues and promotes compassion, understanding, and kindness in relationships. Helping others and supporting the neighbourhood are prioritised. 

Hospitality Industry Leadership Issues with Different Cultures 

Conflict Zone Options 

• Communication barriers: Language and conversation styles might cause miscommunication and disputes. For instance, English workers may find Japanese indirect communication evasive or unclear. 

Management styles can produce team conflict when leaders have diverse standards and methods. Japanese workers expect specific instructions, but English bosses may give them vague ones. 

Workplace dynamics: Different cultures might hinder teamwork and confidence, leading to disputes. Japanese collectivists may not get along with English independent workers. 

Actual Examples 

• Scenario 1: Japanese coworkers who speak indirectly may consider English direct-talkers are disrespectful. 

In Scenario 2, Japanese workers may desire a defined hierarchy and respect, whereas English workers may seek equality and casual discussions. 

Leadership Tips 

• Cultural Sensitivity Training: Train your team to respect cultural differences. That will help workers appreciate each other's ethnicities (Ng, Van Dyne, and Ang, 2009).

Use inclusive leadership styles to promote diversity and a friendly workplace. Encourage team members to collaborate and communicate. 

• Conflict Resolution Mechanisms: Establish procedures for resolution of cultural disputes promptly and effectively. Establish explicit norms for conflict resolution and team satisfaction (House et al., 2004).

• More comparisons with GLOBE Project Study 

• The GLOBE Project study lets us fully compare cultures from different areas. This study focuses on England and Japan and how their cultures effect hospitality business and leadership. 

Power Far Away 

• England: Hierarchical structures are present but unclear due to a moderate power distance. Leaders are accessible, and employees are encouraged to speak up. This balance facilitates teamwork in an agreement-focused environment (House et al., 2004).

• Japan: Power gap is high due to a clear hierarchy and respect for authority and status. The highest layers of management make most decisions, and employees must follow their orders. This could make work more formal. 

Avoiding uncertainty 

• England: English people shun uncertainty somewhat. Uncertainty may be managed, and new ideas are accepted within a framework. Although regulations are necessary, humans can be flexible and innovative in solving difficulties (Ng, Van Dyne, and Ang, 2009).

Japan: Japanese people organise and follow directions to avoid uncertainty. Japan values rules, standards, and processes to decrease risk and uncertainty. This might make businesspeople diligent and pay attention to details. 

• Institutional collectivism 

England: Institutional collectivism is moderate in England, where individual and group interests are balanced. Individual accomplishment is celebrated and paid, but teamwork is equally valued. This two-pronged strategy makes the workplace dynamic and welcoming. 

Japan emphasises group activity and sticking together due to institutional collectivism. Individual achievement is less crucial than team success, and trust and devotion are high. The workplace is more cohesive and helpful. 

• Gender equality 

• England: England wants gender equality in work. Because we encourage gender equality, there are strong rules to help women work and play in many fields of business and society (Chen and Starosta, 1998).

Japan: Japan has more conventional gender roles than England. Even while there are efforts to get more women to work, gender equality is still far from achieved, and women may have trouble gaining leadership posts. 

You must comprehend English and Japanese cultural differences to be a competent manager and give superior customer service at the Multicultural Hotel & Spa. Hofstede (2001) states English society promotes fairness, generosity, and achievement. In contrast, Japanese culture stresses societal harmony and organisation. Japanese like hierarchical directions, while English prefer egalitarian ones. These disparities can hinder teamwork and communication. Cultural sensitivity training, inclusive leadership, and conflict resolution can assist solve these issues. Daily training and exercises for creating teams and communicating across cultures can improve workplace relationships and understanding. Customising service to respect and understand guests' ethnic origins improves their experience, and gathering guest and staff input improves service and workplace standards constantly. According to the GLOBE Project study and Trompenaars and Hampden-Turner (1997), the Multicultural Hotel & Spa can employ these methods to keep clients happy and the environment positive and culturally sensitive.
As the General Manager of the Multicultural Hotel & Spa in London, I must comprehend and use English and Japanese cultural standards in management and customer service. Understanding English values of timeliness, privacy, and independence and Japanese values of social unity, hierarchy, and collectivism can help the hotel serve a diverse customer base. Cultural sensitivity training, inclusive leadership, and transparent dispute resolution are crucial strategies to make the workplace more polite and collaborative. Culture integration improves guest experiences and employee collaboration. Adapting to cultural differences helps the Multicultural Hotel & Spa maintain its excellent customer service. This makes personnel and guests feel valued and understood. This approach is appropriate for daily operations and the hotel's long-term performance and global appeal.
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