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To help Portuguese staff members integrate with the London team, a thorough tour to the hotel's Portugal branch was made. The paper provides a comprehensive cultural perspective by utilising Trompenaars' Seven Dimensions, Hofstede's dimensions, and the GLOBE Project. The main cultural distinctions between Portugal and the UK are examined, with an emphasis on work ethics, communication methods, leadership expectations, cultural insights, the challenges of intercultural leadership, and recommendations made to improve team productivity.
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Introduction

The visit to the Inclusivity Hotel in Portugal was very important as the newly appointed Assistant General Manager of the five-star Inclusivity Hotel & Spa in London. Given that the company's headquarters are in Portugal, it was considered essential to obtain a thorough grasp of the chain's operations, brand standards, and corporate culture. The tour explored the local cultures of the hotel and the nation, providing crucial information for the April 2024 start of Portugal's hotel employees' integration into the London team. These first-hand accounts prepared the stage for resolving possible issues and enabling an easy cross-cultural transfer inside the chain of Inclusivity hotels. The paper that follows summarises the main conclusions and suggestions drawn from the observations made during this enlightening visit.
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This report employs the GLOBE Project as its primary framework, focusing on organizational methods and leadership in the hospitality sector. Additionally, insights from Hofstede's dimensions and Trompenaars' Seven Dimensions provide a comprehensive national and organizational cultural overview, enhancing the understanding of intercultural dynamics crucial for effective leadership at the Inclusivity Hotel & Spa.
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Culture is the set of characteristics that make a group unique; it emphasises the shared goals, values, beliefs, and interpretations that result from members' shared experiences. It is a collective identity that is passed down through the generations and shapes a collective's common perception of important events in the context of Project GLOBE. (Globe, 2020)
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The shared beliefs, attitudes, and practices that have been developed throughout time by culture, social, economic, and political institutions make up the national cultural system. It involves a variety of factors, including language, religion, the political system, and regulations. (Ayub Khan & Smith Law, 2018)
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(GLOBE Project, 2020)

Understanding these drivers provides context for comparing the national cultures of Portugal and the United Kingdom, offering insights for effective intercultural management within the Inclusivity hotel chain.

[bookmark: _Toc159751664]Organisational culture

The ability of a person to persuade, inspire, and enable others to enhance organisational performance is known as leadership. (House et al., 2004)
The Implicit Leadership Theory is extended to the domain of national culture, so broadening its scope. It makes the argument that different cultures, each with its own set of cultural values, may have different standards for leaders. This implies that people's perceptions and expectations of effective leadership within their separate communities are influenced by their cultural origins. (Lord & Maher, 2002)

[bookmark: _Toc159751665]Cultural influence on organisational success

[bookmark: _Toc159751666]The expectations of leadership are shaped by national culture, which indirectly affects CEO behaviour. Team commitment and business performance are significantly impacted by charismatic leadership, which possesses inspiring and visionary qualities. (GLOBE Project, 2020)
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Comprehending the principal distinctions identified by Hofstede is imperative for proficient intercultural supervision, especially in an instance when Portuguese staff members are joining the group in London. Portugal generally has a higher power distance, indicating a greater acceptance of hierarchical systems and authority, and it facilitates better communication and collaboration. The United Kingdom, on the other hand, values accessibility and equality and tends to have a lesser power distance.
The United Kingdom emphasises personal freedom and achievement and has a tendency towards individualism. Portugal, on the other hand, frequently leans collectivist, emphasising interdependence and harmony within the community. (The Culture Factor Group, 2024)
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(Trompenaars Hampden-Turner, 2023)

Key differences between Portugal and the UK based on Trompenaars' Seven Dimensions of Culture show that the UK generally leans towards universalism, emphasising rules, justice, and consistency in decision-making, whereas Portugal tends to have a more particularistic approach, where relationships and circumstances influence decisions. Whereas the United Kingdom is more individualistic and places greater emphasis on individual accomplishments and autonomy, Portugal frequently demonstrates a more communitarian mindset, prioritising harmony within the community and shared interests. (Trompenaars Hampden-Turner, 2023)
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(GLOBE Project, 2020)
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[bookmark: _Toc159751669]Leadership visualisation in the two countries
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(GLOBE Project, 2020)

[image: A graph with blue and purple triangles

Description automatically generated]
(GLOBE Project, 2020)

Humane and team-oriented leadership are important. Team commitment has a moderate relationship with participatory leadership. Administrative skill has a substantial impact on team commitment and company performance, whereas autonomous and self-protective leadership are typically ineffective. (GLOBE Project, 2020)

[bookmark: _Toc159751670]Challenges of Intercultural Leadership in the Hospitality Industry

[bookmark: _Toc159751671]Communication Styles
Diverse communication styles, influenced by cultural backgrounds, can lead to misunderstandings and misinterpretations. 
In the scenario of integrating Portuguese employees into a London-based team, differences in communication directness may impact team collaboration and customer service. (Glowacka, 2024)
[bookmark: _Toc159751672]Leadership Expectations
Varying cultural expectations regarding leadership styles and decision-making processes may lead to conflicts.
A manager from the UK may prefer a participative leadership approach, while a Portuguese team member may expect a more directive style, causing friction. (GLOBE Project, 2020)
[bookmark: _Toc159751673]Work Ethic and Time Management
Divergent attitudes towards punctuality, work pace, and the importance of deadlines can create challenges in task coordination. (Rigden, 2022)
The UK's emphasis on efficiency may clash with Portugal's more relaxed approach to time, affecting project timelines and service delivery.
[bookmark: _Toc159751674]Cultural Sensitivity in Service Delivery
Differences in cultural norms and etiquettes may impact the quality of customer service.
Cultural nuances in hospitality, such as greeting customs or service expectations, may require a delicate balance to meet diverse customer preferences. (GDI, 2023)
[bookmark: _Toc159751675]Conflict Resolution Styles
Differing approaches to conflict resolution may lead to unresolved issues and strained team dynamics. (GGI, 2024)
A conflict between team members may be addressed directly by a UK manager, while a Portuguese team member may prefer a more indirect approach, impacting the resolution process.
[bookmark: _Toc159751676]Team Building and Cohesion
Building a cohesive and collaborative team may be hindered by cultural differences in socializing and relationship-building. (Wong, 2015)
Team-building activities that align with UK cultural preferences may not resonate similarly with Portuguese team members, affecting team bonding.
[bookmark: _Toc159751677]Cross-Cultural Training Needs
Good understanding of each other's cultures may enhance effective collaboration.
UK and Portuguese team members can enrich their collaboration by embracing diverse perspectives, fostering mutual understanding, and avoiding unintentional misunderstandings. (Globibo, 2023)

[bookmark: _Toc159751678]Conclusion

The seamless integration of hotel personnel at the Inclusivity Hotel & Spa is contingent upon their ability to navigate the complex intercultural issues. Using models like Hofstede, GLOBE, and Trompenaars provides insightful information about cultural processes. Achieving customer service excellence and building cohesive teams require strategically addressing these difficulties. To facilitate this, recommendations are proposed.
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· Cross-Cultural Training
Implement training programs to create awareness and understanding of both Portuguese and UK leadership styles among team members.
· Flexible Leadership Approaches
Encourage leaders to adapt their leadership styles based on the cultural context, adopting a more participative and team-oriented approach when working with Portuguese teams.
· Cultural Integration Initiatives
Foster cultural integration initiatives that promote shared values and understanding between the UK and Portuguese team members, enhancing collaboration and teamwork.
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