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INTERCULTURAL COMPETENCE REPORT
[bookmark: _Toc168447441]Executive Summary
The contrast between German and British cultures is the focus of this executive summary and how it applies to Multicultural Hotel & Spa, London. Communication styles, business etiquettes, social customs, consumer behavior, and dining etiquettes are some aspects in which there are key variances. Furthermore, it pinpoints discrepancies in performance-driven nature, where Germans are more aggressive by nature, assertiveness a problem we have not been able to solve on time-, future orientation areas. Here are also challenges in intercultural leadership in the hospitality industry such as effective communication, team dynamics, and serving multicultural guests. Therefore; recommendations like cultural sensitivity training, leadership development programs etcetera help to manage these issues. Henceforth, understanding and respecting other cultures to improve customer satisfaction and create a welcoming environment should be the concern of any hotel aiming at growing its market share.
[bookmark: _Toc168447442]Introduction
The goal of this report is to elucidate some of the most striking discrepancies in culture, tradition, and consumption patterns between Britain and Germany. This information is expected to enhance customer care at Multicultural Hotel & Spa, London, so that staff members from Germany may effortlessly blend into and form part of its prosperity.
[bookmark: _Toc168447443]Key Cultural Custom Difference 
1-Communication Style 
In England, indirect communication is polite and delicate without confrontation. 
British humor is sardonic and subdued, which visitors may not understand. 
In Germany, Germans prioritize clarity and efficiency, so they communicate directly. 
Professional environments are formal and employ titles and surnames for addressing (Schembri, 2024). 
2- Business Etiquettes 
In England, appearing early for a meeting is vital, albeit there may be some pre-business talk. Though gatherings may seem unorganized. Trusting connections and varied perspectives are key to decision-making. 
German meetings are always quick, timely, and focused. Fact-based, hierarchical decision-making is thorough and detailed (Rustam Shadiev et al., 2023). 
3- Social Customs
England has social norms. In formal settings, they appreciate handshakes since they rarely contact. England requires queueing, and going to the front without being invited is considered disrespectful. 
German handshakes are forceful and short like English ones. Speaking honestly and directly may seem harsh, yet it's encouraged (Koh-Knox, Shepler, and Jaiswal, 2024). 
4- Consumer Behavior
England Service Expectations: High-quality, individualized customer service creates a welcoming atmosphere. Tipping: Normal but optional; any extra tip for excellent service matters. 
Germany's Services are efficient and professional, and success is emphasized. It is typical to round up the bill and tip 5-10% (Koh-Knox, Shepler and Jaiswal, 2024). 
5- Dining Etiquette
Dining in England is usually informal and may include a variety of cuisines. Besides Noblemen's breakfast, English-style hotel meals are trendy. Traditional British table manners require one to wait for all members of a meal to be served before eating. 
German Dining Style: Traditional, substantial cuisine is presented in a formal way with structure. Table manners: Maintaining proper table manners, including visible hands, and using utensils properly is crucial. It is also usual to toast by staring directly into the recipient's eyes (Rustam Shadiev et al., 2024). 
[bookmark: _Toc168447444]GAP Analysis for Globe Project Culture and Leadership Style
[bookmark: _Toc168447445]Cultural Dimension
1- Performance Orientation: 
England values improvement, quality, and balance in its moderate performance focus. 
She is performance-oriented like in Germany, which rewards excellence and ongoing progress. 
Gap: Germany expects very effective and good services, but England's approach may not meet them (GLOBE, 2020). 
2- Assertiveness 
Present Performance: English communication is courteous and nuanced, making it less forceful. 
Desired Performance: Germans are known for their honesty and accuracy. They want concise discourse from each other. 
Gap: Germans' toughness may stem from English people's use of vague phrases, both when asking questions and expressing ideas, to avoid confrontation or rejection (GLOBE, 2020). 
3- Future orientation 
British culture emphasizes enjoying the now while planning for a balanced future. 
Desired Performance: Germans prioritize planning and long-term investment. 
Gap: English services may not fit the future-oriented lifestyle of Germans (GLOBE, 2020). 
[bookmark: _Toc168447446]Leadership Dimensions
1- Charismatic/Value-Based Leadership 
Current Performance: Germans esteem charismatic leadership more than the English. 
Desired Performance: German leaders should inspire people with their core beliefs. 
Gap: German clients want strong customer-centered values and excellent efficiency, thus English charismatic leadership may need to improve. 
2- Team Oriented Performance 
Team-oriented leadership is encouraged most in Germany, yet both cultures value it. 
Desired Performance: Germany values teamwork. 
Gap: German tourists want smooth and collaborative service, thus England's team-oriented leadership may need to be reinforced. 
3- Participative leadership 
Which involves team members in decision-making, is somewhat popular in England. 
Germany values participatory leadership and wants everyone to participate more. 
Gap: England may need to increase participatory leadership to meet German tourists' expectations of collaboration (GLOBE, 2020). 
[bookmark: _Toc168447447]Challenges in Intercultural Leadership in the Hospitality Industry
In the hospitality industry, effective communication, collaboration among team members, and exceptional customer service delivery are three major requirements. Nevertheless, intercultural differences often pose substantial challenges in these aspects.
1. Communicating effectively can be challenging due to variations in communication styles, such as German directness and English indirectness. Communication is further complicated by team members' and visitors' politeness and language skills (GLOBE, 2020).
2. Team Dynamics and Conflict Resolution Team dynamics may be stressed due to divergent decision-making styles, methods of resolving conflicts, and approaches to work. If English consensus-based decision-making clashes with the German hierarchical decision-making style. Disagreements can occur while addressing disagreements and disparities in working principles (GLOBE, 2020).
3. Serving guests from many cultures presents challenges. It requires a careful equilibrium between English tourists who need individualized assistance and efficient German clients who anticipate prompt and expert replies, all while preserving their own cultural identity. This scenario underscores the need to have cultural awareness and adaptability (Schembri, 2024).
Managing a multinational team at London's multinational Hotel & Spa, including Germans, is difficult. Issues like communication disruptions, conflicting decision-making procedures, and service differences between England and Germany require a proactive approach to improve interaction, coherence, and customer experience (Koh-Knox, Shepler, and Jaiswal, 2024).

[bookmark: _Toc168447448]Recommendations
1. Due to German-English cultural differences, cultural sensitivity training must be tailored. Communication style, corporate etiquette, social conventions, and customer behavior are essential for educating personnel to overcome cultural boundaries (Schembri, 2024). 

2. Leadership Development Programs: Cultural understanding and adaptable leadership are crucial for global team leaders. They should also encourage executives to appreciate German and English teammates' cultural differences to foster a productive and inclusive workplace (Koh-Knox, Shepler, and Jaiswal, 2024).

3. Cross-Cultural Collaboration Initiatives: Encourage team intercultural friendships. This involves providing opportunities for German and English professionals to express their cultural perspectives and learn from each other to promote open communication and mutual respect (Rustam Shadiev et al., 2023).
[bookmark: _Toc168447449]Conclusion
The report on intercultural competency highlights significant cultural variations between Germany and England that Multicultural Hotel & Spa in London should take into account. It is important to acknowledge and reward their efforts in seamlessly integrating their German colleagues and delivering exceptional customer satisfaction to both English-speaking individuals and those from Germany.
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