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This essay in PART A is to critically analyse the different approaches of intercultural leadership as part of the concept of change management discussing leadership styles of a culturally diverse workforce delivering customer service globally in the hospitality industry using change management, theories, and frameworks.
Cultures reflect a way of life, customs, attitudes, and behaviours by an individual with an identity awareness, historical background, and a sense of belonging shared, and accepted in each society (Luka. et.al, 2013). Culture shaped by influences like religion, politics, strong and charismatic leaders, historians, and storytellers (Poprawski,2009). Theorists can be storytellers proving Carl Jung's theory that ‘humans are a collective unconscious connected to each other through a shared set of experiences,’ a culture can be part of upbringing and history (Gimbel,2020).
Globalisation has created an era of ‘super diversity’ in western hospitality and is complex and dynamic. This has caused ideas of individual  and collective identity to re-think policy and practice in leadership style and management. Multicultural societies are the new reality with the world more interconnected (Cantle, 2013). Because of globalisation of the competitive hospitality industry, cultural awareness and intercultural communication are important in building relationships with hotel guests and employees. Awareness by hotel professionals of managing the interactions gives rise to the effectiveness of communication which recognises as the key quality, productivity, and competitiveness (Wolvin, 1994). Global workforces is changing workforce with factors considered beneficial because of a diverse workforce and clientele (Abramson & Moran,2018) one benefit from a competitive point of view, as diversity of culture, age gender, race / ethnicity, personality, values, and attitudes brings opportunity for relevant industry intelligent an advantage in a customer service environment, enhancing customer loyalty the core of hospitality (Veldhuis, 2022).
Change management therefore is necessary because of the continuous globalisation of diverse cultures. It can be a competitive challenge of innovation for hospitality but is as an opportunity not a threat, because of unprecedented levels of change needed for a culturally diverse workforce. New skills of leadership deal with intercultural differences. (Bergsteiner and Avery, 2011). Lewin (1980) realised that people resist changes, implementing changes is challenging, he developed an easy-to-apply model to help managers plan and implement changes with three steps: unfreeze, change, and refreeze. It became extremely popular because of its simplicity and easy-to-apply and understand process in a diverse cultural setting this can be beneficial. This has been criticised for over simplifying processes and is inappropriate in today’s complex world that requires flexibility and adaptation. (Cummings, et, al., 2016). The dynamics of managing and understanding diverse cultures is known as Intercultural management to achieve the positive outcomes. (Hofstede Insights, N. D) Intercultural leadership , considers transformational and transactional styles, other frameworks for managers to use are considered such as  Hofstede,  Bass and Avolios and Trompenaars  Seven Dimensions Model (1997) with Belbin’s self-assessment tool to assess individuals performances, traits and behaviours in a team environment in order to learn strengths and weaknesses of each team member.  These challenges play a key role in the hospitality industry bringing a new type of cross-culture leader that must motivate and recognise the abilities of each employee in hospitality (King, 2010).
Misunderstandings in the work environment occur because of barriers such as language and cultural differences. Various cultural implications could be historical factors or religion or age or ethnicity. Leadership style influences employees’ behaviour in the customer service industry (Clark et al., 2009). Intercultural leadership and abilities in the age of globalisation is the management of this and a big challenge for managers (Kavanagh,2002). In a changing environment leadership skills are important, as  service orientation, and a labour-intensive industry  (Gillet and Morda, 2003). As more people travel and live in different countries cross-cultural competencies play a role highlighted by companies as important.
In 1955, the importance of customer service was defined by Walt Disney as hospitality that identified the importance of ‘satisfying customer needs rather than the ‘bottom line’ of a hospitality business’, he understood that excellent customer service depends on staff/ customer interaction (Hudson and Hudson, 2013). According to Lucas (2009) customer service is ‘the ability of knowledge, capable and enthusiastic employees to deliver services…’ this means that leaders must understand the best ways in which to get the employees to succeed. Various cultural implications could be historical factors or religion or age or ethnicity. Leadership style influences employees’ behaviour in a customer service industry (Clark et al., 2009).
Leadership styles effect team members differently, an authoritarian leader uses authority, influence, and control. It can be efficient and productive for quick direction but negatively promotes a loss of individuality and demotivates. A democratic leadership style has open communication trying to be fair to everyone, mostly positive outcomes in the workplace and a laissez-faire style is a commonly known as a ‘non-leader,’ ignoring workers resulting in negative outcomes (Northouse, 2015). These styles have changed since 1970’s when burns introducing the idea that there are two different approaches to leadership, transformational and transactional. He maintained transforming leadership occurs when employees developed by leaders and motivated to success. Burns considered aspects of good personal traits such as honesty, fairness, and sticking to agreements to the characteristics of the transactional leader. (Lindberg,20 22). At this time leaders were either one, rarely changing expecting employees to accept them, making this an original behaviour. By 1990’s a situational contingency theory developed and managers leadership style changed  (Lindberg, 2022), this is more suited to today’s intercultural leadership style to accommodate the cultural difference experiences and challenges an ongoing process that must adapt to the global changing dynamics of flexible working hours, technology, trends .
The hospitality and tourism industry are labour-intensive, fast-paced, unpredictable, and unstable operating situation requiring leaders to adopt a transformational leadership style. (Vargas-Sevalle, et al.,2020). Transformational leadership is influential , inspirational motivational, and individual consideration means managers can encourage, inspire, and motivate employee’s performance creating significant innovation and change improving employee dedication, and satisfaction in a rapidly changing environment with a cultural workforce, resulting in a hospitality organisation's success (Emeritus, 2023). 
Bass and Avolio's Full Range Leadership Model 1994 maintains, transformational leadership, is the most beneficial style and most desirable form of leadership within the hospitality industry (Rothfelder, et.al, 2013). This seems to have been effective for millennials as a study by (Beckett, 2017) revealing that 40% percent agree that transformational leadership positively impacts the motivation in hospitality. (Lindberg, 2022).Research shows that there is a positive relationships between transformational leadership, employee satisfaction and leadership performance (Yukl,1989) and that whilst  transactional leadership might be appropriate in certain situations, transformational leadership provides greater effect or as Hollander (1993) suggested transformational leadership is as an extension for transactional leadership.

Transactional leadership style is reactive, focused and planned motivating employees with rewards or punishes to achieve ideal job performance with goal setting suited to a settled environment that does not change. Its consistent and focused relying on processes, control, and a strict management structure (Emeritus, 2023). The transactional leader works to satisfy the needs according to Maslow’s hierarchy of needs (Giuliani and Kurson, 2002). Perception of ‘happy employees are necessary for satisfied customers’ in the hospitality context (Garlick, 2010) Schein (1985) suggested culture differs at multiple levels with societal values, beliefs and expectations shared between employees. ( Rothfelder, et,al.2012) suggest with common levels of cultural differences include organisational culture (Schein, 1985) and national cultures (Hofstede, 1983) cultural influences in different countries bring different challenges, language is a barrier of communication, in European countries based on multiple socio-political, cultural, and structural factors language is a barrier. 
English is the most common language but German, and Swedish is not. (Abramson and Moran, 2018). Managing employees in Italy can be challenging as the country is frequently in a state of social, economic, and political change with regional cultural differences, with an egalitarian in their communication style, and hierarchical structure. They are highly individualistic workers finding it difficult to teamwork. But Italian culture is flexible and sociable, and communication between peers is both personal and professional so for the hospitality industry this culture is well suited to build relationships (Abramson and Moran, 2018).
A study conducted in the German hospitality industry measuring the influence of transformational, transactional, and non-leadership behaviour on employee job satisfaction found that a more universal approach to leadership style or cultural perspective to leadership style is needed. The results indicated that German employees did not value transformational leadership styles. Age and national location and industry effects supported propositions of the effectiveness of transformational and contingent reward approaches to leadership in general.
This is consistent with Hofstede’s (1980, 1984) research on cultural differences in quality-of-life values. Six cultural dimensions  give understanding to basic values of organisational behaviour. National cultures can be compared on power distance (the extent to which inequality is accepted), individualism (the extent of self-versus collective interest), masculinity (well-defined versus overlapping sex roles), and uncertainty avoidance (acceptance of ‘‘unstructured, unclear, or unpredictable’’ situations (Hofstede Insights, N.D). 
In the dimension of individualism score in Germany, 71%. In Germany performance is highly valued and managers are transactional and assertive going well with the dominant nature of the German masculine culture of 66% as high as the United States, another high power and masculine country according to Hofstede. In the USA, the transformational approach of leadership was far higher than Germany as a ‘relationship’ with a customer is a stronger value as part of customer service in the USA than in Europe for financial reward, in European countries it is less important (Myrdal, 1973).
Other considerations of cultural differences could link to sports as this celebrates basic human values of freedom, justice, and courage and how sport is intimately related to power and domination. (Hargreaves, 2014). In the UK and the USA  people are highly success orientated and driven,  both masculine countries and individualism is high,  perhaps there is a parallel with trends in sociology and sub disciplines, including the socialogies of sport, leisure and education (Hargreaves, 2014), typical American behavioural patterns fitting with the high value placed on sport activities such as American football is a very masculine feel, and USA ranks high in individualism as well as masculinity on the Hofstede dimension.
A feminine society such as Sweden is softer, caring for work/life balance and leaders are supportive and empathetic. (Swedish Sports Confederation, N.D). In this society sport makes Sweden stronger as a benefit of society leading to sporting exchanges between nations bringing people from diverse cultures together. (Swedish Sports Confederation, N.D). This strengthens the role of sport as a social factor, and thereby the ability to influence a work force (Swedish Sports Confederation, N. D). Research found that a Swedish manager working in Greece, a masculine culture, Greek employees found the manager avoided conflict, Greek employees prefer an authoritarian, strict rule environment of individualism (Phillips- Marston, 1991). This considers that a Swedish manager would be better suited to an emotional feminine culture like Italy, as the research evidenced that Italian employees appreciated the Swedish manager’s caring and emotional leadership and building relationships thus bringing people together collectively (Phillips- Marston, 1991).
Political factors can have an influence on cultural leadership. Hofstede graph shows Germany scores extremely high in long term orientation indicating a pragmatic country, USA show a can-do attitude and are practical with strong ideas in society, in the USA there are vast differences of influences politically, as well as factors such as religion that would influence behaviours. This is important to realise that not all Americas would behave the same in a work culture, although there would be American customs that would be remarkably similar across the country. Managing employees in Italy can be challenging as the country is frequently in a state of social, economic, and political change with regional cultural differences, with an egalitarian in their communication style and hierarchical structure. They are highly individualistic workers finding it difficult to teamwork. But Italian culture is flexible and sociable, and communication between peers is both personal and professional so for the hospitality industry this culture is well suited to building relationships (Abramson and Moran, 2018). This would suggest that considering Hofstede findings that the more collectivist the culture, the more integrated the society meaning individuals are less likely to prosper vis-a-vis society (Johnson et al, 2002).
In the UK there are four major regions to consider England, Scotland, Ireland, and Wales. British people tend to be unemotional quite different to Italy and more masculine in culture than in Sweden, and there are regional behavioural differences that will challenge management of the cultures for example in Wales there is a slower pace of life and more work/ life balance than in the South of England. (Abramson and Moran, 2018). There are challenges of intercultural leadership that a cross-culture leader should be aware of as key role in the hospitality industry because of this (Khan,2019). 
Hofstede results in relationship cultures such as Turkey, show that people value their personality, character, appearance, behaviour, and family as part of this. Turkish culture scores highly on uncertainty avoidance as Turks minimise uncertainty and ambiguity by adhering to social norms and rules, structure, and formalisation. Turks use social traditional social patterns in specific situations to ease tension, in the hospitality industry this could be difficult when dealing with holiday makers from various cultures (Abramson and Moran, 2018).
South African culture of work – get the job done attitude go the extra mile compared to the UK of transactional culture considers the religious element, ethnicity of the cultures, historical factors, and Hofstede insights masculinity score of 63% just behind Germany but identical to the UK. (Western, and Garcia, 2018). Cultural sensitivity is about developing real openness and empathy with other cultures and a useful framework to learn about other cultures is Trompenaars and Hampden-Turner’s Seven Dimensions Model 1997. The findings proved employees from different  cultures  differ in very specific, even predictable, ways because cultures have own values and beliefs, and behaviours placed on a variety of different factors with five orientations ascertaining ways in which people interact with each other, Italians for example show emotions at work and see it as motivational (Trompenaars et al, 1997).
According to Western and Garcia (2018), Australians as part of workplace culture ‘work with the feeling of having to ‘watch you back’ and having to work quickly to maintain position. The Chinese leadership shows an ‘ability …to hold different propositions simultaneously without distress (Cotterill, 2002). In western society the individual is prioritised whereas in China emphasis is on a collective need focus (Western and Garcia, 2018). Chinese hospitality is friendly and attentive because of this. Typical communitarian cultures include countries in Latin America, Africa, and Japan. In South Africa there are two main influences that renders a uniform society impossible, indigenous African worldview and western perspective. With the historical traditional African perspective of traditional leadership of hierarchy with a chief influencing reigning over the masses with the western dominant white Afrikaner hierarchy influenced by religion is a hierarchical autocratic type of leadership
Diverse cultures is challenging for managers unaware of strengths and weakness, within a team means as there is no relationship or build-up of trust. Cultural scales operate differently across eight key scales: communicating, evaluating, persuading, leading, deciding, trusting, disagreeing, and scheduling. Understanding where our own culture lies on each scale relative to other cultures helps understand this and work better with people from diverse cultural backgrounds. Pigeon holing people from diverse cultures on one or two dimensions can lead to wrong assumptions that even experienced, multicultural managers often have flawed expectations (Meyer,2013). Awareness of cultural differences and the willingness to view them as a positive are crucial assets for any management. If a leader wants to identify specific characteristics within team dynamic to bring out the strengths of the team members or improve weaknesses it is crucial for companies to ascertain this.
Belbin Theory framework developed to ascertain Team Role behaviours which shape everyday interactions in teams from team dynamics, authority on team roles and theories on managing teams by knowing strengths and weaknesses within a team. Team role theory and data has a special part to play in self- management, management of others and resolution of conflict. These techniques are to advantage assisting with individual leadership to team leadership and succession in management and the future of the organisation (Belbin, 2010).
There are nine roles that identify traits and behaviours in individuals:
· Shaper (SH)
· Implementer (IMP)
· Complete-Finisher (CF)
· Coordinator (CO)
· Team Worker (TW)
· Resource Investigator (RI)
· Plant (PL)
· Monitor-Evaluator (ME)
By understanding weaknesses and strengths of team members has advantages such as cover when people are absent, as well as relating to Intercultural competence of managers which is being able to  understand and respect others overcoming cultural barriers. Intercultural competences refer to the set of knowledge and skills necessary for people and organisations to act in an intercultural way in diverse societies. Story & Barbuto, 2011). Ethnocentrism is preconceived notions and the belief in the universality – uniformity/ same of his or her own values and ways of thinking. The  “global mindset” where decision-making must embrace the global environment consists of global business acumen and cultural intelligence (Story & Barbuto, 2011). This path – goal theory of leadership explains behaviour of influence to satisfy and encourage behaviours and action to motivate employees (Yukl, 2002 p212).
In Conclusion, frameworks and styles apply to intercultural encounters and provides clarification for people’s ethics in the customer service industry of hospitality (Khan,2019). Cross-cultural leadership or intercultural leadership has become an important topic as part of change management. Hospitality managers of multinational companies must know the key differences between cultures. Organizational and national cultural issues impact the performance of a company so a manager must be effective in managing cultural differences to make the most out of their resources.
The manager can use a transactional or transformational leadership strategy to go through this difficult path with leadership styles and variations to suit culture, based on the discussion above, the transformational leadership is more appropriate for the tourism and hospitality industry but also it is important to choose the management theory which will build the best relationship with the employees. In this modern age leaders must understand how to navigate the differences in the ways people from diverse cultures think, lead, and behave. Learning to interpret this means barriers weaken and the strengths of increased diversity especially in the hospitality industry (Meyer,2013).

In this Part  B this essay is a reflection on my experience of working in two countries in a customer service environment of the hospitality industry in a leadership role in South Africa and the UK. Using Hofstede Insights comparison index made between the two countries will consider my experiences and thoughts.
Having worked in both countries I can confirm that there is a difference in delivery towards a customer service provision because of cultural differences, attitudes and behaviours by the workforce and the type of leadership styles governing the delivery. Using the Hofstede comparison tool, it is seen that both countries show masculine tendencies, a dimension showing that society is competitive, driven by achievement and success a value that starts in education from an early age and continues throughout working life. The UK is slightly higher than South Africa, which I find surprising as having grown up in the South African education system and worked in South Africa I personally find it more dominating masculine society, especially from a competitive point of view. According to Hofstede  masculine countries workforce, ‘live in order to work’ although there is a belief that in South Africa people ‘work harder but play harder’, and I found this to be true, in the UK that does not seem to be the same mindset and the  ‘get the job done’ as priority is at a slower pace in the UK than in South Africa, failure to do this is not tolerated by managers in South Africa. Working in the UK there seems to be a far greater tolerance to not getting the job done with a more understanding attitude and excusable behaviours.( Hofstede Insights, N.D) 
 In both countries managers are expected to be assertive in a hierarchical authoritarian structure and that has been my experience. There is a ‘boss’  person that sits in a power position. People have profound respect for traditions and the culture is normative rather than pragmatic, however, I disagree with this as in my experience South Africans are far more pragmatic dealing with things realistically, are more competitive, market driven, and results orientate than in the UK. This I believe stems from the historical background of the country as discussed in Part A because of the traditional tribal element and belief system as well as the Afrikaner, religious and even British influences of dominance and hierarchical structure making the labour history in South Africa by tradition a political subject (Freund, 1984). Traditionally Black workforce in South Africa expect an authoritarian leadership style , to be led, to have the ‘boss’ or ‘chief guiding decisions and accountability, so because of this ‘African cultural traits’ this type of leadership and management structure, developing a masculine country trait is justified (Freund, 1984,). Culture changes due to political influences after the end of the ‘apartheid Era’ white South African labour more than the coloured workforce changed, and the Black workforce was ‘fast-tracked’ into  leadership positions without qualifications or experience, white South Africans felt this was ‘reverse discrimination’ (Western, and Garcia, 2018). 
It made working in organisations exceedingly difficult and worrying. Limited communication as people were afraid to say or do something offensive and the traditional ways of working in a masculine society changed. Equity, competition, performance, and conflicts relying on formal authority, processes and procedures were questioned and Black counterparts had the attitude of no responsibility and authoritarian leadership. In our working environment this led to segregation of the workforce, there was conflict with subordinates between the white workforce and Black. 
Considering Hofstede dynamic on power distance South Africa, has a hierarchical leadership expectation that reflects inherent inequalities, centralisation and that subordinates expect to be ‘told what to do’ by an autocratic leader. Can we say it is only about colour? or is it purely about the fact that culture dictates how behaviour and attitudes governs our thinking. Compared to the UK this shows that power distance is higher in South Africa because individuals in society are not equal, it expresses attitude towards culture and a heightened awareness of de-politcise, de-racialise and de-gender leadership (Western and Garcia, 2018). This I would agree with as today intercultural leaders must make decisions diverse perspectives between individuals and group needs. Inclusive decision-making processes ensure fairness and buy-in. Schein, (2010) suggest leaders first start the process of culture creation when creating teams ,once culture exists the criteria for leadership can be decided, but when that culture is embedded from tradition or history or political make up it is difficult for leaders to not become conscious of the embedded culture resisting change. Having experienced the working environment for 10 years and the political changes, I would agree that the intercultural teams I managed had unique challenges, I found that a mediation role as a leader meant trying to understand cultural differences more openly and transformational leadership style suited me as a person. 
South Africa score high on the individualism dimension meaning that as an individualistic society people in South Africa take care of themselves. South Africans traditionally do have a competitive way of working and the employer/employee relationship is a contract based on mutual advantage. I was encouraged as a manager to maintain individual relationships early on and we used Belbin’s Team roles framework to understand each team member strengths , promotion was judged on merit only and this was expected from individuals who wanted to succeed, they worked hard to impress or achieve targets set,  this was encouraged from a top down perspective. 
Research has shown companies build leaders from the bottom up are successful when managing cultural change and differences, senior managers inspire leadership in all their employees (Morgan, 2018). Each employee takes responsibility to understand the business and make decisions to achieve the end results. This was difficult to encourage in the workforce in South Africa early on because of the authoritarian and ‘boss’ mentality, told what to do and not taking responsibility for end results. However, in later years it was easier to encourage everyone to understand what they bring to the company and reach out to customers. Impacting customer experience with employees having a leadership mentality, take ownership of the experience and create satisfied, loyal customers is delivering a better customer service in South Africa  and today it is better than the UK  (Morgan, 2018). 
In the UK as a manager, I found within a group dynamic it was encouraged where everyone succeeded together and focusing on all the strengths and weaknesses of the team members as a unit to achieve a result. However, I have found that weaker team members still expect a result to be the same as stronger team members this meant that responsibility and ownership that encouraged of weaker members seems to be excused. This can demotivating strong team players and as manager I found this to be an extra challenge. This may be because the UK have a society belief to support people that do not work, according to researchers the benefits system is ‘changing the personality of disadvantaged Britons and making successive generations steadily less motivated to seek employment, “dependency culture” is a resistance to work that is passed from generation to generation and slowly eroding the nation’s work ethic.’(Milamo, 2015).  The civic duty principle or the fact the millennials society have a perceived entitlement which is not a result of overprotection but an adaptation to a world of abundance. (Time Magazine, 2013). 
Comparing working in the UK as a higher scoring country in masculinity than South Africa suggests that people in the UK live to work. My experience working in customer service shows similarities stemming from political and colonisation history values but most experience I have is that people in Wales have the opposite attitude of work to live, instead driven with the belief of sticking to rules, procedures, and hours of work, with the concept of that’s ‘not my job’. As part of this dimension of ‘reading between the lines’ and ‘what I said’ is not always meant is experience in leadership roles for me. This is dissimilar to South African leaders who ‘tell it how it is,’ ‘what you see is what you get’ syndrome and often viewed as harsh to sensitive people. Whilst the UK does not score as high as South Africa in power distance dimension, the class society in Britain highlights that everyone should have a fair equality to leadership roles no matter where they are born gives rise to the new concept of national identity navigating a path through traditionalism and tolerance to change, to informality,  and new cultures (Western and Garcia, 2018).
Working in Wales there is a vastly different feel as there is a sense of upper and lower classes, mixed with a Welsh culture of exclusion for foreigners that if you are not from Wales or speak Welsh then you cannot be part of the ‘boys club.’  I have worked for traditional Welsh managers who have excluded a ‘foreigner’ because of not speaking the Welsh language – this is a Welsh cultural aspect that stems from the Welsh history against ‘the English’ invasion. 
South Africa scores higher than the UK in the dimension of uncertainty avoidance, meaning of a more relaxed attitude to principles and that practice counts, fits with the way South African’s work, getting the job down means at times ‘deviating from the norm’ and rules manipulated to succeed. Schedules are flexible, but the result is achieved. In the UK, a lower score does not fit with my experience, as policies and procedures are much more ingrained with ‘we have always done it this way’ limiting flexibility and innovation and often the result takes longer than is necessary, relying on a tried-and-true approach is often a harmless, natural course of action but relying on past achievements can lead to stagnation (Zimmerman, 2019). 
I have experienced companies that embrace a culture of change, can enhance their potential and often this has been through new management in South Africa and compared to institutionalised organisation in the U. Generation Z employees believe they are more than their jobs, will work different hours than the normal 9-5 to develop careers. Research suggests 73% want permanent flexible alternatives such as a four-day week and hybrid working. (John Hopkins University, 2023). The hospitality industry has begun to respond to this trend in response to employee generational new demands. An example of transformational management leadership style in the London hotel, The Landmark, shows the ambition to deliver a better work/life balance for chefs and staff to improve the working environment in hospitality industry by offering a four-day week and higher pay for chefs for less hours. 
I have worked for both transactional and transformational managers and in a customer service environment in both South Africa and the UK I have found that a transactional style does nothing but hinder whilst it does focus on achieving short-term goals , this lack of flexibility frustrates me because ‘thinking outside the box’ or ‘going the extra mile’ is frowned upon. Transformational managers inspire me because of the effective strategic and critical thinking ability. Innovation and the attitude of ‘do as I do’ creates a team atmosphere of like-minded individuals. It inspires my creativity and motivates me as an individual as well as a team player. It is also about relationships building with effective communication skills and can clearly put plans in to actional results which is good for excellent customer service. 
In the Mouton- Blake leadership assessment considering  behavioural approach to management leadership I score highly on team leadership, and strong on both tasks and people skills, especially mentorship. In   Belbin I am a TEAM player with strengths of diplomacy, empathy cooperative and perceptive, however I also have some elements of the resource investigator with weakness that interest can be lost quickly especially when time is wasted and there is a lack of innovation or flexibility in order to achieve an end result. 
Finally, the way in which a leader manages anyone should remain an approach of individualism as well as allowing for flexibility to change especially in a customer service role. In training staff, I have considered the importance communication, language barriers I am very aware of as a manager, my communication could be misinterpreted as I only speak English and for an employee who struggles with English language it would mean that other options of communication would be desirable. Working in South Africa has helped me develop these skills . In conclusion I would suggest that in any leadership role it is about having a natural tendency towards understanding other human beings, but the knowledge and training acquiring skills comes with experience. The hospitality industry is responding to demands because of the demands by customers, according to Deloitte (2023) ‘resilient organisations understanding a human and multi-cultural experience requires trust and confidence ‘that needs to be part of leadership today. 
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