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Executive Summary 

The study aims to compare cultural differences between England and Thailand where our branch is situated. The study evaluates leadership using the GLOBE Project framework and examines intercultural leadership obstacles in the hospitality sector. England and Thailand have distinct cultural norms that could impact leadership approaches. The GLOBE Project discovered that slight leader behaviour and values fluctuations impact team dynamics. Intercultural leadership in hospitality has numerous challenges. The study's findings propose creating a stable and welcoming work environment and promoting diversity.

Introduction

Intercultural competency refers to the ability of individuals to effectively communicate and interact with people from different cultural backgrounds. It involves valuing, understanding, and respecting differences in norms, behaviours, beliefs, and values among people from different cultures (Sarli, A. and Phillimore, 2022). The study is conducted in the context of a 5-star Inclusivity Hotel & Spa in London, England (Anglo Cluster) headquartered in London. Another branch of hotels considered for the study is Thailand. 
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Figure 1: Intercultural competence
(Source: AIHR. 2024)
The research paper will cover the major differences in culture and customs between the two countries and include a comparison of the two countries through the GLOBE Project's culture and leadership, the challenges of intercultural leadership in the hospitality industry, and suggestions for managing the stated challenges.
The key differences between England and Thailand 
The difference between England and Thailand which is the chosen country in terms of culture, customs, and practices has been stated as follows:
· England exhibits a power distance structure that is typified by relatively low levels of hierarchy (Deardorff, 2011). However, when compared to Thailand, it demonstrates higher power distances, emphasising the importance of authority and seniority.
· The culture of England is inclined towards individualism as well as personal achievement and autonomy. However, the culture of Thailand is more collectivist in which group harmony and interdependence are emphasised (Sabet and Chapman, 2023).
· The culture of England is more assertive in communication and decision making while the culture of Thailand values maintenance of harmony and indirect communication.
· In England, the customs for greetings and etiquette are usually formal where handshakes are considered a formal greeting. However, when compared to Thailand, the greetings are done through “wai” (Thai greeting) in which people bow with their hands pressed together. This greeting is usually accompanied by a smile as well as respectful nodding while a simple handshake is considered adequate in England.
· The customs for food and dining in England include individual servings as well as structural dining ways. However, in Thailand, meals are communal in which dishes are shared with everyone at the table and most importantly, the utensils are shared among all (Khukhlaev et. al., 2020).
Comparison of the two countries using the GLOBE Project’s culture and leadership study 
The culture and leadership study with the GLOBE Project has identified nine cultural dimensions that can be used to compare the cultures of different countries. The study can be applied in the case of England and Thailand as follows:
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  Figure 2. Cultural Practices and Values in England                            Figure 3. Cultural Practices and Values in Thailand
                        (Source: Globeproject.com. 2024)



   (Source: Globeproject.com. 2024)
1. Power distance: Thailand has a high-power distance culture which indicates greater acceptance of authority and hierarchy. However, in England, power distance culture is low in which authority is not accepted easily (Akdere, Acheson, and Jiang, 2021).
2. Uncertainty avoidance: Thailand has a higher level of uncertainty avoidance, emphasising the use of rules and procedures to minimise uncertainties. In contrast, England has a lower level of uncertainty avoidance, as it relies less on regulations.
3. Institutional collectivism: Thailand has more institutional collectivism where loyalty and cohesiveness with others are strong while in England, individuality is preferred.
4. In-group collectivism: Thailand and England both have high in-group collectivism.
5. Assertiveness: England is assertive which focuses on confrontation while Thailand is less assertive where people actively seek guidance.
6. Gender Egalitarianism: In England, there is a greater emphasis on reducing gender role disparities, whereas in Thailand, these disparities are more pronounced.
7. Future orientation: England prioritises long-term planning and investment more than Thailand.
8. Performance orientation: England prioritises the promotion of innovation, quality, and performance improvement to a greater extent than Thailand (Navbakhor, 2020).
9. Humane orientation: Both countries have high degrees of humane orientation but emphasis on fairness and kindness differs.
The challenges of intercultural leadership in the hospitality industry
Cultures in England and Thailand are completely different from one another, and this difference is typically shown in all the practices that are carried out in many fields. On the other hand, hospitality is a field that involves communication with a wide variety of customers (Deardorff, 2020). 
In England, the leadership is expected to be more charismatic while in Thailand, leaders are average. These leaders are less participative but are enough team orien. However, leaders in England are highly participative while they are also less team-oriented. The leaders are just enough humane oriented and a little autonomous. But they are not self-protective. However, in Thailand, the leaders are highly humane oriented, more autonomous, and emphasis greatly on self-protection.  
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                    (Source: Globeproject.com. 2024) 
These differences often lead to various challenges faced by the hospitality industry. Some of these challenges include the following:
Communication styles: These are the challenges that are proposed due to differences in greetings, usual interactions, and etiquette for different practices such as food and dining. For example, the different communication styles between the staff of England which uses a more formal style, and the Thailand staff which uses a slightly informal tone to make customers comfortable can often lead to misunderstandings and misinterpretations. 
Decision-making approach: The methods by which staff makes decisions can vary based on the decision-making approach. The divergent approaches to decision-making with England employee favours more direct and quick decisions. However, the employees in Thailand prefer indirect communication. These differences can lead to conflicts in the processes of decision-making.
Authority and hierarchy: The authority and hierarchy are different in the cultures of England and Thailand (Byram, 2020). For example, the managers in England staff expect more assertiveness and autonomy from their subordinates. However, the managers in Thailand staff prefer an approach where the subordinates are offered guidance and direction.
The recommendations to overcome stated challenges 
Following are some of the key recommendations that can be followed to overcome the challenges: 
Cross-cultural training: The hospitality organisations are recommended to implement cross-cultural training programs in which all the staff members can be given training that enhances their awareness and understanding of cultural differences and different approaches to leadership. This recommendation can help the industry foster empathy and mutual respect among all the team members so that diversity can be respected. Cross-cultural training is a specialised programme aimed at equipping individuals and teams with the skills needed to effectively interact and work together in diverse cultural environments (Deardorff, 2011). The training aims to improve participants' cultural knowledge, sensitivity, and communication skills to enable them to effectively navigate and excel in diverse cultural environments.
Clear communication protocols: Hospitality organisations should develop clear communication protocols that can accommodate direct and indirect communication styles. These communication protocols can ensure that expectations of the organisation are communicated effectively among all the members and that misunderstandings are minimised as much as possible.
Inclusive leadership: The hospitality industry is recommended to encourage inclusive leadership practices that value diverse perspectives and encourage participation from all team members regardless of their backgrounds or cultures. This will also include gaining input from different team members so that a culture of collaboration can be fostered. In addition to facilitating the sharing of green knowledge among hotel staff members, inclusive leadership has been shown to have a positive link with environmentally conscious and innovative service behaviours (Byram, 2020)
Conclusion

From the above analysis, it can be stated that cultural differences are inevitable and cannot be ignored. The cultures of England and Thailand are different in terms of customs, values, and manners. There are various challenges in intercultural leadership that the hospitality industry might face. The recommendations mentioned in the present study could be used by hospitality organisations to manage the challenges of intercultural leadership. This will lead to a more cohesive team that can meet the needs of a diverse customer base.
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