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Abstract

The Cyprus hotel industry undoubtedly presents a strong cultural diversity. In multicultural
environments such as this, the appropriate management of different cultural groups is of
even greater value for the smooth and effective operation of each hotel business. This thesis
aims to examine the role of cross-cultural leadership in enhancing employee performance

in the multicultural hotel industry in Cyprus.

To explore this role, a review of the current literature and the study of previous research
were initially conducted. Subsequently, a quantitative research approach was used on a
random sample. Data were collected from employees of the hotel industry in Cyprus through
a structured questionnaire distributed to them. There are employees of 35 different
nationalities in this study. A total of 101 responses were collected from employees and
analyzed using Excel and SPSS. The test included Cronbach’s Alpha for reliability testing,
correlation analysis, and multiple regression. The results showed that all variables have high

reliability with respect to the established measurement scales.

The variables examined were cross-cultural leadership and three leadership styles that are
considered to have positive applications in multicultural work environments. These are the
charismatic leadership style, the transformational, and the human-oriented. On the one hand,
the analysis showed that all leadership styles have a positive correlation with employee
performance. On the other hand, the regression results showed that only cross-cultural
leadership had a statistically significant positive effect on employee performance. The
individual leadership styles examined do not appear as significant factors in the present
study. The styles examined, however, appeared to exhibit multicollinearity among
themselves. This may suggest that leadership styles are conceptually related to each other

and may overlap when studied together empirically.

The results of the research demonstrate the enormous multiculturalism in the island's hotel
industry. At the same time, they highlight the importance of cross-cultural leadership in
managing these multicultural teams to enhance employee efficiency. Cross-cultural

leadership emerged empirically as the most important factor influencing their performance.

It is then recommended that hotel managers in Cyprus systematically invest in developing
skills such as cultural awareness and understanding, inclusion, and effective

communication, in order to improve employee performance. The usefulness of training
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programs is important for both individuals in leadership positions and for all employees.

The ultimate goal is to create a multicultural culture in hotels.

Overall, this study contributes to the understanding of leadership in multicultural
environments and offers both theoretical insights and practical directions for the hotel

industry in Cyprus. The paper concludes with a statement of the need for further research in

the future.

Keywords

Cross-cultural Leadership, Leadership style, Employee performance, Hotel industry,

Multicultural Environments, Hospitality
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“O Poio¢ g AamoMtiopiknc Hyeolog otn Beltimon g
Amnddoong tov Epyalopévov: Mia Epmelpikn

‘Epevva ot Blounyavia Zevodoyeiov oty Kdnpo™

“Yovoavik XooKiav’”’

Iepiinyn

H mopodoa dimhopotikn epyacio depevvd Tov pOAO TNG STOMTIGUIKNAG NYESING oTNV
gvioyvon g amddoons TV £pYULOUEVOV GTOV TOAVTOMTICUIKO EEVOSOYEINKO KAADO NG
Kompov. H Bopnyoavia Eevodoyeiov oty Konpo yapakmmpiletar and eEopetikd €viovn
TOMTIGUIKY] TOWKIAOHOpQin, Kabotdvtag Tn Owyeipon OSPOPETIKOV TOAMTIGUIKOV

OULAO®V 1O10UTEPOL CMLLOVTIKT] Y10 TV OTOTEAEGLATIKOTITO TWV EMLYEIPTCEWDV.

XpnowomomOnke 1 TOGOTIKY EPEVVITIKN TPOGEYYIOT Y10 T GLAAOYN TOV OESOUEVMV,
HEG® SoUNUEVOL EPOTNUATOAOYIOV OV davepnOnke g epyalopnévoug Tov EEVoSoyELoKOD
KAGoov oty Kompo. Ta dedopéva cuAréyOnkov amd 101 epyalopévoug kot ovarvdnkay
ypnoomoiwvtag to SPSS (PS IMAGO), kot mepihdpupave Cronbach’s Alpha yio éheyyo
a&lomoTiog, avAaAVoT GVGYETICEMV Kol TOAAUTAN TaAvopounon. Ta amoteréopata £de1&av

OTL OAeg 01 peTafAnTég Tapovsiocay VYNAN a&lomoTio MG TPOS TIG KAMPAKES LETpPNoNG.

Av Ko avdivon cvoyeticenv £del&e 0TI Oha Ta GTLA NYeciag cvuoyetilovtat OeTikd pe v
anddoon towv gpyalopévav, to amoteléopato TG maAwdpdunong &delov O6tL povo 1
SWMOAMTIGUIKY MNyeoia &lye oTOTIOTIKG ONMUOVTIKY] O€TiKY| emidpacn otnv amddoon TmV
gpyalopévav. To HETACYNUOTIOTIKO, YOPIGUATIKO KOl TPOGUVATOMGHEVO GTOV AvOpmTO
oTLA Myeoiag dev epeavilovtal wg onuovtikol Tapdyovteg 0tV eEeTdloviot TOVTOYPOVA.
Qo1660, 1 TOPOLGIN TOAVGLYYPAUUIKOTNTOG LETAED TOV AVEEAPTNTOV AVTAOV LETAPANTOV
vrodnimvel OtL Ta. 6TVA Myeciog oyetilovtal evvoloroykd petald Tovg Kot Umopel va

OAANAETIKOAVTTOVTOL GTNV TTPAEN.
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Ta evpnuato vroypappilovy 1 onuacio ™G OMOMTICUIKNG NYesiag otn dwyeipon
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otV avamTuEn JeClOTHTOV OTMG 1| MOAMTIGUIKY KATOVONGN, 1| CLUTEPIANYN Kol 1

OTTOTEAEGLOLTIKY] ETKOWVMVIO, TPOKEWEVOL VoL BEATIOCOVY TNV amdd00om TV €pYALOUEVMV.
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Tov Egvodoyelakd kKAAdo otnv Kompo.

AgEerg — Kheong

AwmoMticpuikr] Hyeola, Ztod nyeoiac, Amoddoon epyalopévav, Eevodoyelakds kAddog,

[ToAvmoAticpikd mepiBdArovia epyaciog
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1. Introduction

Globalisation has significantly increased cultural diversity within organisations, especially
in the hospitality industry. Hotels, in particular, rely heavily on employees from different
cultural backgrounds to deliver consistent service quality in highly competitive markets. In
such environments, leadership is believed to be a critical factor in shaping employee

behaviour and performance (Hartog, 2024; Vassou, 2017).

The issue, however, is that leadership styles that are effective in environments with
homogeneous employee groups may not be as effective in multicultural work environments.
Differences in language, values, and perceptions of authority can influence how employees
perceive the leader. This can therefore affect their own performance at work. For these
reasons, cross-cultural leadership is in urgent need of further study. Learning and testing
ways in which leaders can adopt more effective leadership styles in similar environments,
so that they can respond more effectively to managing culturally diverse groups, is of high

importance nowadays (Reiche, 2019).

Employee performance has always been a concern for all organizations. But especially for
service-oriented industries, as individual behavior directly affects customer satisfaction and
company results. In hotels, employee performance is closely linked to the quality of services
provided, operational efficiency, and customer loyalty (Zopiatis, 2014). When cultural
differences are not managed properly, they can lead to misunderstandings, lower morale,
and reduced employee performance. However, when leadership is culturally sensitive, it can

support teamwork and improve overall results.

The vast literature and large number of studies on leadership and performance demonstrate
their value and importance. However, it was found that there is limited evidence on the
impact of cross-cultural leadership on employee performance, specifically in the hospitality
sector. The study aims to address this gap by exploring this relationship in the Cypriot hotel
industry. The example of Cyprus was used as tourism plays a significant role in its economy,
and its workforce is predominantly composed of multicultural groups (Zopiatis, 2014;

Vassou, 2017).

The aim of this study is to first present the definition and key points of cross-cultural
leadership. It then proceeds to review existing theoretical models and frequently used

leadership styles in multicultural environments. Afterwards, it aims to identify key
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indicators of employee performance and to investigate how leadership practices influence
these outcomes in hotel employee groups. Key variables include cross-cultural leadership
and employee performance. The research presents the way cross-cultural leadership is
addressed in the literature, the leadership models relevant to multicultural hotel teams, and
their impact on employee performance.

The following chapter reviews the existing literature on cross-cultural leadership, employee
performance, and their interrelationship, with particular attention given to the hospitality
industry and the Cypriot context. This review provides the theoretical basis for the research

hypotheses and methodology.

2. Literature Review and Research Hypotheses

2.1 Introduction

This chapter reviews existing academic literature relevant to the study of cross-cultural
leadership and employee performance. The purpose of this review is to establish a
theoretical foundation for the research and to identify key concepts, models, and findings

that inform the development of the study’s hypotheses.

The chapter begins by examining definitions and core concepts of leadership and cross-
cultural leadership. Follows a discussion of major theoretical models and leaders’ styles
applied in culticultural environments. It then reviews the literature on employee
performance, including key indicators affecting performance in organisations. Eventually,

it examines the connection between leadership and personnel performance.

The study further focuses on cross-cultural leadership within the hospitality industry,
highlighting the challenges faced by multicultural hotel teams in the specific cultural and
economic settings of Cyprus. At the end of the chapter, literature gaps are identified to

justify the current study.

2.2 Cross-Cultural Leadership: Definitions and Concepts

Literature provides various definitions of leadership, each focusing on a different
perspective. However, most recognize leadership as the ability of an individual to influence

and motivate others to achieve the goals of the organization to which they belong
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(Northouse, 2022; Mittal, 2015). Effective leadership plays a crucial role in increasing
employee productivity by up to 40-60%. It is a complex process that requires the leader to
have the knowledge, skills, beliefs, values, ethics, and character needed for the position

(Mihiotis, 2005).

Culture refers to the shared values, beliefs, and ways of thinking and behaving that influence
how people act within an organisation. According to Kluckhohn’s definition, culture is
formed through learned common patterns of ideas and values that develop over time within
a group of people. Hofstede also described culture as a form of collective mental
programming that distinguishes one group of people from another, and later referred to it as

the “software of the mind” (Hofstede, 2001; Testa, 2007).

In organisational settings, culture affects how employees understand authority,
communication, and acceptable behaviour at work. Therefore, leadership is not effectivein
the same way in all cultures. At the same time, leaders' approaches are shaped by their own
cultural background. In multicultural organisations, leaders are often more successful when
they adjust their behaviour to match the cultural values and expectations of their employees

(Hartog, 2023; Testa, 2007).

Another term often mentioned in international HRM literature is the global leader. They are
professionals who operate across national and cultural boundaries. Their main responsibility
is to lead culturally diverse teams. Due to their responsibilities, they are required to have the
ability to adapt their leadership style to different cultural contexts (Reiche 2019). From the
above, it follows that global leadership is significantly related to cross-cultural leadership.
The basic meaning of both concepts is to emphasize the importance of understanding and

effectively responding to cultural diversity within a workplace.

What makes various nationalities differ in their perception of leadership is that not all
nationalities perceive the right model of a leader in the same way. A style that may seem
effective in one country may not be in another, and vice versa. Other theories, on the other
hand, argue that some leadership styles and qualities of a leader are universally accepted by
most cultures. A significant number of studies have shown that certain characteristics are
commonly valued in many countries. Some of these are honesty, integrity, fairness, and
trustworthiness and appear to be associated with effective leadership. In some cases, leaders

can be effective by adopting behaviors that are different from established cultural norms.
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This can be done when it seems to help improve performance and in the case of introducing

changes (Hartog, 2023).

2.2.1 Theoretical Models

The basic concept of cross-cultural leadership is, on the one hand, to explain the ways in
which leaders operate and, on the other hand, the extent to which they influence their groups
in multicultural environments. To study this connection, several theoretical models have
been developed to explain the impact of cultural differences on leadership practice. These
models are intended to help leaders and businesses understand the best ways to manage and

lead people from different ethnic backgrounds.

The first model, which is also one of the most well-known models of cross-cultural
leadership reported in the literature, is Hofstede's Cultural Dimensions. Hofstede's theory
explains culture through several dimensions. The basic dimensions of the model are power
distance, individualism versus collectivism, masculinity versus femininity, uncertainty
avoidance, long-term and short-term orientation, and permissiveness versus constraint
(Hofstede, 2001; Hartog, 2024; Moran, 2014; Testa, 2007). The purpose of these dimensions
is to describe how societies deal with power, relationships, risk, time, and personal freedom.
When studying cross-cultural leadership, Hofstede's model helps explain various behaviors.
For example, why employees in high power distance cultures may expect strong guidance

from leaders, while those in low power distance cultures prefer equality and participation.

Many theories and models have subsequently been based on Hofstede's work. They often
started with the model’s basic dimensions and enhanced it by adding some additional
dimensions, enriching the work. One of these is the equally well-known GLOBE (Global
Leadership and Organizational Behavior Effectiveness) Project. The theory is based on

detailed empirical analysis and explains how cross-cultural leadership works.

The GLOBE Project enriched Hofstede's work by adding further analysis and identifying
nine cultural dimensions. One of the most important points of the GLOBE Project is the
distinction between cultural values and cultural practices. This means in practice that the
work distinguishes how things should be from how things actually are. The value of the
model in leadership research lies in the connection it presents between culture and leadership
behaviors. In addition, it specifically identifies and explains the different leadership styles
that are considered effective across cultures (Hartog, 2024; Testa, 2007).
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Another well-known theory that is undoubtedly studied by those who research cross-cultural
leadership is Schwartz's Cultural Values Theory. This model differs from the previous ones,
as it shifts the focus to basic human values. The theory argues that these values guide the
behavior of groups in most societies. The values are presented grouped into categories, such
as conservation, openness to change, self-improvement, and going beyond personal limits.
Assessed from the perspective of leadership, this particular model contributes to exploring
the motivations and priorities of leaders. Also, the leaders’ choice to focus more on stability
and tradition or on innovation and change. And this model, in turn, is useful for the study of
cross-cultural leadership. It helps to understand the deeper values that influence, on the one

hand, the decisions of leaders and, on the other hand, the expectations of employees (Hartog,
2024).

Gelfand's Tight-Loose Cultural Framework is also a model worth mentioning. His theory
explains culture in terms of the strength of social norms and tolerance for abnormal
behavior. For example, tight societies, such as Japan, have strict norms and low tolerance
for abnormality. On the other hand, loose societies, such as the USA, are more flexible and
tolerant. This model has an impact on how strictly leaders are, the amount of autonomy

employees have, and how organizations respond to change (Hartog, 2024; Mittal, 2015).

Overall, these theoretical models show that culture is a key factor in leadership
effectiveness. Each framework has its limitations, but together they provide useful tools for
understanding cross-cultural differences and for developing leadership approaches that are
more suitable for multinational and diverse organizational environments, such as the hotel

industry in Cyprus.
2.2.2 Leadership Styles in Multicultural Environments

In cross-cultural literature, various leadership styles attempt to explain how leaders can be
effective in multicultural environments. These styles emphasize elements such as vision,
collaboration, employee involvement, and respect for cultural differences. Since culture
shapes values, beliefs, and acceptable behaviors, leadership styles that are effective in one
country or culture may not be in another. This section examines leadership styles in cross-
cultural contexts, including charismatic, transformational, team-oriented, participative, and

people-centered approaches (Mittal, 2015; Hartog, 2024).
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The charismatic leader style takes its name from the Greek concept of "charisma," which
means someone has an innate ability, a special gift. The charismatic leader possesses the art
of transmitting enthusiasm and a sense of commitment to the teams he leads. He has a vision
for the company, which he conveys to his team, and together they effectively and
successfully achieve the goals assigned to them. He is characterized as an innovative leader
with self-confidence who brings uncommon success to the organization (Mittal, 2015). The
charismatic leader motivates and drives exceptional performance. It has been considered the

universally most effective style (Hartog, 2024).

The next style is quite similar to the charismatic, but it takes on a more transformative form.
The transformational leader appeals to the ideas and emotions of his team members and
encourages them to realize their value to the company. By creating a sense of competence
within his team, he boosts their confidence, which leads to a greater sense of responsibility
towards the company. In this way, they become more willing to take on more responsibilities
with greater zeal. Hence, while in the previous style the team follows the charismatic leader
because he triggers enthusiasm, now they are inspired and motivated by the transformational
leader to change and develop into the best version of themselves as employees (Mittal, 2015;

Deinert, 2015).

Team orientation is also related to leadership in cross-cultural environments. Team-oriented
leaders collaborate united with their team members to create a promising and thrilling future
for the company. Focused on strengthening team cohesion, a team-oriented leader seeks to
ensure the success of a common goal by all team members. Together with the charismatic
style, they are considered to be the most significant and affecting global leader behaviors.

They are also the most universally endorsed styles across cultures (Hartog, 2024).

The participative leader, on the other hand, tends to include his team in the process of
making and executing various decisions. Based on the GLOBE study, it is considered that
the effectiveness of this style is moderate. It is generally accepted, but is more strongly

observed in specific regions such as northern and central Europe (Hartog, 2024).

Another leadership style that is considered important in global leadership behavior is the
human-oriented. Considered to have overall moderate effectiveness, the human-centered
leader is supportive, expressing appreciation, demonstrating compassion, and generosity

toward his team members (Hartog, 2024).
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The literature mentions additional leadership styles that emphasize the leader's ethics. Some
of these are the servant, the ethical, the empowering, and the authentic. Despite their
apparent effectiveness in multicultural environments, the difficulty of measuring results
makes their evaluation less reliable. However, the impact that these forms of leadership

seem to have on team performance remains remarkable (Hartog, 2024).

Conversely, other forms of leadership have been shown to be ineffective across diverse
environments. Characteristic examples are the autonomous, self-protective, abusive, and
paternalistic leadership styles. These forms not only do not help improve employee

performance, but often lead to the opposite of the desired results (Hartog, 2024).

2.3 Employee Performance: Key Indicators and Drivers

Employee performance is a fundamental factor for an organization’s success. It refers to
how effectively employees perform their tasks and contribute to the achievement of the
organizational goals. The concept refers not only to the execution of the responsibilities of
each position but also to an individual’s attitudes and behaviors within the work
environment. According to Armstrong, performance is associated with the quality of work,
productivity, and, in general, employees’ contribution to the effective operations of the

company (Armstrong, 2020).

In the hospitality sector, employee performance is highly linked to the quality of customer
service. Hotel employees are in direct contact with guests and significantly influence their
experience. Research has shown that high employee performance leads to better service
quality and increased customer satisfaction (Zopiatis, 2014; Karatepe, 2013). This makes
effective performance management extremely critical to the success of the hospitality

industry.

The first step in improving performance is to find accurate ways to measure and evaluate it.
Employee performance appraisal is a control technique that is usually the responsibility of
department managers. In order for the appraisal to be possible, there must be a clear standard
for each job position. Based on each job's standards, managers must carefully measure and
compare their team members' actual performance against the established standards.

(Terzidis, 2004).
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Also, specific quantitative and qualitative indicators are used to evaluate employee

performance. Quantitative indicators evaluate the elements of work that can be measured.

These can be, for example, productivity and efficiency in completing various tasks. On the

other hand, qualitative indicators evaluate the quality of work, cooperation with colleagues,

and the behavior of employees in the work environment (Armstrong, 2020). In hospitality

companies, there are additional indicators that play an important role. These indicators are

mainly related to customer service. Typical examples are the quality of services provided

and guest satisfaction (Karatepe, 2013).

Table 1 presents the indicators that are usually used to show the different dimensions that

help to evaluate employee performance in various organizational settings, with an emphasis

on the hospitality industry.

Indicator

Description

Source

Task performance

Refers to how effectively employees complete their core job duties

and responsibilities.

Koopmans et al.
(2011)

Quality of Work | The degree to which employees perform their tasks accurately and | Armstrong (2020)
according to organizational standards.
Productivity The efficiency with which employees complete tasks within a given | Armstrong (2020)

time period.

Teamwork and

The ability of employees to collaborate effectively with colleagues

Koopmans et al.

Cooperation and contribute to a positive work environment. (2011)
Customer Service The level of service provided to customers, which influences Karatepe (2013)
Quality satisfaction and overall guest experience in hospitality settings.
Reliability and | The consistency of employees in fulfilling their duties and meeting | Armstrong (2020)
responsibility organizational expectations.

Table 1. Key Indicators of Employee Performance Evaluation

It is also important to consider the factors that often influence employee performance. The

most frequently mentioned are, for example, leadership, the incentives they have or are

given, their education level, training, and the wider work environment. Armstrong adds a

few more factors that can significantly improve employee performance. These are the

support that employees receive from management, the opportunities they have for

development, and a positive work climate (Armstrong, 2020). In hotel workplaces, these

factors become even more important. One of the main reasons is that employees are often

required to work in multicultural work environments with intense pace.
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Table 2 presents the most important factors that can influence employee performance in the

workplace. Among them, leadership plays a key role, given the multicultural nature of

hospitality industry.

Driver Description Source
Leadership Effective leadership provides direction, support, and motivation | Armstrong (2020)
to employees, influencing their performance and engagement.
Motivation Motivated employees are more likely to perform their tasks Armstrong (2020)
efficiently and contribute to organizational goals. Northouse (2022)
Training and Training helps employees improve their skills and knowledge, Armstrong (2020)
development leading to higher work performance. Northouse (2022)
Work A positive and supportive work environment encourages Armstrong (2020)
Environment employees to perform more effectively.
Job satisfaction | Employees who are satisfied with their jobs tend to show higher Karatepe (2013)
levels of commitment and performance.
Team cooperation | Collaboration and supportive relationships among employees Koopmans et al.
improve overall individual and team performance. (2011)

Table 2. Key Drivers of Employee Performance

2.4 Leadership and Employee Performance Link

The literature and numerous studies reveal the importance of leadership for employee
performance within an organization. Leaders set goals, guide employees, and create an
appropriate work environment to achieve those goals. Through guidance, communication,
and support, leaders can directly influence employee behavior and performance. Leadership
influences the team to such an extent that everyone, voluntarily and willingly, performs as

effectively as they can (Armstrong, 2020; Papakonstantinou, 2013).

Northouse (2022) supports that leadership style plays a key role in employee motivation and
effectiveness. Leaders who motivate, reward, encourage collaboration, and trust help create
a positive work environment. This, in turn, can lead to higher levels of performance and
greater employee commitment to the organization (Northouse, 2022). Studies have
particularly shown the impact of transformational leadership and team orientation on

employee performance. (Hartog, 2024; Deinert, 2015).

In multicultural work environments, leaders are required to manage employees from
different cultural backgrounds, values, and communication styles. Effective cross-cultural

leadership can enhance collaboration among employees and improve overall team

Postgraduate Dissertation 9




OPEN Enhancing Employee Performance. Evidence from the Hotel
UNIVERSITY

m HELLENIC Sousanik Saakian, “The Role of Cross-Cultural Leadership in

2

Industry in Cyprus

performance (Erfan, 2024). The more leaders understand the cultural differences of their
team, the more likely they are to build a supportive work environment that will enhance

employee performance.

The role of leadership becomes even more important in the hospitality industry. This is
because employees in restaurants and hotels are in constant contact with customers.
According to Testa, the practices used by leaders directly affect employee behavior and the
quality of service they provide (Testa, 2007). When leaders are effective, they can encourage
more professional employee behavior and, by extension, improve the overall guest

experience.

From all of the above, it follows that the relationship between leadership and employee
performance is considered of high importance in modern human resource management. The
role of the leader is now multidimensional. His effectiveness can contribute to increasing
productivity, improving collaboration, and greater the quality of services offered. These
dimensions are critical, given that in industries such as the hospitality, human interaction is

a very important element.

2.5 Cross-Cultural Leadership in the Hospitality Industry

The global hospitality sector has become one of the most multicultural industries of the
modern economy. This is because businesses employ people from different countries,
cultures and social backgrounds. Furthermore, organizations in this industry serve
customers with different cultural perceptions, habits and expectations in regards to the
quality of services provided. The coexistence of these different cultural characteristics
results in a complex and demanding work environment (Vassou 2017; Zopiatis 2014). In
addition, many of the largest hotel chains and hospitality businesses operate internationally.
Such companies and organizations manage personnel from a wide range of nationalities and

cultural backgrounds (Testa, 2007).

These developments make cross-cultural leadership an increasingly critical factor for the
effective operation of hospitality organizations. Leaders are called upon to manage groups
of employees who differ in their values, communication styles, professional perceptions and
work behaviors. The ability to understand and utilize this cultural diversity can contribute

to the creation of a positive work climate. It also contributes to strengthening cooperation
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between employees and improving the performance of the organization. Most importantly,
it positively impacts the quality of services offered to customers. On the other hand, a lack
of understanding of cultural differences can lead to operational problems and overall

performance (Vassou 2017; Zopiatis 2014; Testa, 2007).

2.5.1 Challenges in Multicultural Hotel Teams

Although cultural diversity is a key feature of the wider hospitality sector, this phenomenon
is becoming increasingly noticeable in the hotel environment. Nowadays, most hotels
employ employees from different countries and cultures. These employees, as is logical and

obvious, speak different languages and have different habits and norms.

On the one hand, the positive aspect is that it makes the hotel workplace more diverse and
interesting, because employees bring different experiences, ideas and ways of thinking. This
can be beneficial for hotel organizations. The different perspectives, experiences, and skills
that employees bring can improve creativity, innovation, and problem-solving. On the other
hand, it can also create difficulties in daily operations. Differences in communication styles
or in the way each person perceives work can lead to misunderstandings and collaboration

problems among employees (Vassou, 2017; Zopiatis, 2014; Lashley, 2008).

Hence, the first most common challenge is communication. Even when employees use
English as a common language, cultural differences may influence how messages are
expressed and interpreted. For example, in some cultures direct communication is
considered normal and efficient, while in others a more indirect and polite approach is
preferred. As a result, communication barriers can affect teamwork, employee relationships,

and overall workplace effectiveness.

Another important challenge is related to customer service. Each employee brings elements
of their own culture and this can affect the way they communicate and serve guests. For
example, some employees may believe that professional service should be more formal and
based on specific rules, while others may prefer a friendly and personalized style of service.
Since customer satisfaction is one of the most important goals in the hospitality industry,
hotels need to establish common service standards that all employees can follow regardless

of their cultural background. This becomes more important in departments with pressure
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and direct contact with customers, such as the front office and food and beverage

departments (Erfan, 2024; Zopiatis, 2014).

Cultural differences can also affect the way employees understand leadership. Some
employees feel more comfortable when managers provide clear instructions and make most
decisions. Others prefer to participate more in decision-making and to have more
independence in their work. For this reason, hotel managers often need to adjust their

leadership style according to the needs of their team (Erfan, 2024; Testa, 2007).

In addition, multicultural teams may experience differences in work values, attitudes toward
time management, and approaches to conflict resolution (Erfan, 2024; Vassou, 2017).
Employees may have different perceptions regarding punctuality, teamwork, and
responsibility. If these differences are not properly managed, they can create tension within

the team and reduce productivity.

The seasonal nature of the hotel industry further increases these challenges. Many hotels
rely on temporary or seasonal employees, especially during peak tourist periods. New staff
members often have limited time to adapt to the organizational culture and hotel’s service
standards. Consequently, managers are under pressure to ensure effective communication,
training, and supervision in order to maintain service quality. Therefore, effective cross-

cultural leadership is a key factor in ensuring high performance and quality service in hotels
(Vassou 2017; Zopiatis, 2014).

To address these challenges, team leaders should have high cultural intelligence (CQ), in
order to enhance cooperation between their team members (Signh, 2023). It is also important
to create a relationship of trust and respect for diversity. Additionally, team-building

activities contribute to the cohesion and strengthening of teams (Erfan, 2024).

2.5.2 Case of Cyprus: Cultural and Economic Context

Cyprus is a notable case in the hospitality sector, as tourism represents approximately 14%
of the country’s GDP. In 2025, tourist arrivals exceeded 4.5 million, for the first time in
history. Total revenues for the period 2023 - 2025 reach 10 billion euros (CYSTAT
Statistical Service 2023-2025, Eurostat). The above show the vast contribution of tourism

and hospitality in the Cypriot economy.
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One of the main reasons why Cyprus attracts a large number of visitors is its geographical
location. The island is located between three continents, which makes it easily accessible to
tourists from different countries. Furthermore, Cyprus is one of the most well -known tourist
destinations in the Mediterranean, which has always been one of the most popular tourist
areas in the world, attracting millions of travelers every year. Its warm climate, long

coastlines and modern tourist infrastructure further strengthen its image.

Apart from its location, Cyprus has a rich history and cultural heritage. This has been shaped
through the coexistence and interaction of different cultures throughout its history.
Archaeological sites, traditional villages, religious monuments and cultural events attract

visitors with different interests.

As a consequence, the increased tourist traffic creates high demand for hospitality services,
which makes the hotel industry one of the most important pillars of the Cypriot economy. It
provides jobs, strengthens local businesses and contributes to the country's economic
revenues. The contribution of the tourism sector strengthens both economic activity and the
international recognition of Cyprus as a top tourist destination. Within this environment,
Cyprus has significantly developed its tourism sector, and specifically the hotel industry

(Zopiatis, 2014).

At the same time, the workforce in the hotel sector has been strongly multicultural since
1995 (Ayres, 2000). According to recent data, only 53% of employees in the sector are
Cypriots, 24% are from other European Union countries, and 23% are from third countries
(CYSTAT Statistical Service). Hence, almost half of the total employees have a different

national and cultural background.

In February 2025, due to continuous staff shortages on the island, regulations were adopted
to ease the recruitment of third-country nationals in the hospitality sector. The policy has
increased the number of foreign staff permitted within each company (Government portal -
gov.cy). This development shows a high dependence on the international workforce. In this
context, cross-cultural leadership is necessary to maintain great quality service and a high

level of employee performance.
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2.6 Literature Gaps and Research Justification

The literature has extensively examined the relationship between leadership and employee
performance (Shang, 2023; . However, significant research gaps remain, particularly in

multicultural work environments within the hospitality industry.

A key gap in the literature concerns the way cultural differences affect the relationship
between leaders and employees in the hospitality sector. Mark R. Testa states that, although
national culture can influence how employees perceive their leaders, research in the

hospitality industry remains limited and requires further investigation (Testa, 2007).

Despite the increased academic discussion about managing cultural differences in
organizations, there are limited empirical studies examining how cross-cultural
management practices impact collaboration and organizational performance in practice
(Erfan, 2024). This fact indicates the need for further empirical research, especially in

service sectors such as the hotel industry, where cultural interactions are more intense.

Additionally, the existing literature on cross- cultural leadership in the hospitality industry
remains limited to specific geographical contexts, such as the hotel sector in Cyprus. In the
case of Cyprus, many hotels rely on an international workforce. Employees with different
languages, values, and cultural experiences work together to provide the greatest possible
service to guests from around the world. Therefore, understanding how cross-cultural
leadership affects employee performance can provide valuable insights for both researchers

and industry professionals.

Studies related to the hotel sector in Cyprus include those conducted by Zopiatis and Vassou.
They have contributed to a better understanding of intercultural workplace relationships
(Vassou, 2017), as well as job involvement, commitment, satisfaction and turnover
(Zopiatis, 2014). Despite their remarkable input, the impact of cross-cultural leadership on

employee performance has not been extensively studied in the context of Cyprus hotel units.

This is the main purpose of this study. To explore the relationship between cross-cultural
leadership and employee performance in the Cypriot hotel industry. It also examines
whether leadership that recognizes and respects cultural differences can improve

communication, cooperation, and overall effectiveness of work teams.
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From a theoretical perspective, the research provides a better understanding of the
relationship between cross-cultural leadership and job performance in the hotel industry.
From a practical perspective, the findings can be used by managers and human resources
executives to formulate more effective management, training and staff development
policies. They can also be a useful tool for hotel managers and supervisors who wish to

improve the working climate and staff performance.

2.7 Research Hypotheses

Based on the literature reviewed in the previous sections, leadership is an important factor
influencing employee behavior and outcomes. In the hospitality industry, where employees
often come from diverse cultural backgrounds, leaders’ ability to manage these differences
can affect employee performance. Therefore, this research examines the positive

relationship between cross-cultural leadership and employee performance.

Furthermore, previous studies have shown that specific leadership styles can affect
employee performance. For example, transformational leadership is often associated with
higher levels of motivation and inspiration, as leaders influence employee attitude and
commitment. Similarly, charismatic leadership can increase enthusiasm, while people-
oriented leadership emphasizes support and understanding of employee needs, which is

considered important in multicultural work environments.

Based on the above, this research examines the relationship between cross-cultural

leadership and specific leadership styles, with employee performance in the hotel sector.

Based on the purpose of the study, the following hypotheses are formulated:

Hypothesis H1: Cross-cultural leadership has a positive, statistically significant effect on
employee performance in the hotel sector.

Hypothesis H2: Transformational leadership style has a positive, statistically significant
effect on employee performance in the hotel sector.

Hypothesis H3:. Charismatic leadership style has a positive, statistically significant effect
on employee performance in the hotel sector.

Hypothesis H4: People-oriented leadership style has a positive, statistically significant
effect on employee performance in the hotel sector.
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3. Research Methodology

This chapter presents the methodology followed to conduct the research. Initially, it
describes the research philosophy and approach, the research design, and the data collection
methods. Follows the sampling strategy, the questionnaire design and measures, and the
data analysis techniques that will be used to test the research hypotheses. The chapter closes

by mentioning the main limitations of the research methodology.

3.1 Research Philosophy and Approach

This research is conducted based on the philosophy of positivism (Saunders, 2019). It aims
to assess the relationships between specific variables through measurable data. This study
examines the impact of cross-cultural leadership on employee performance in the hotel
sector. To achieve this, a quantitative approach has been chosen.

The quantitative methodology allows an objective assessment of employees' perceptions
regarding their managers' behavior. Its use facilitates data collection from a larger number

of participants. It also eases the analysis of the results using statistical methods.

The research also follows a deductive approach (Saunders, 2019). It is developed based on
existing theory and previous studies on cross-cultural leadership, leadership styles, and

employee performance.

3.2 Research Design

After studying the theory, the hypotheses examined in this work were defined. To test these
hypotheses, it is first necessary to collect and then process the information. As quantitative
research has been adopted, a structured questionnaire was designed to collect the data. The
choice of quantitative over qualitative analysis, for example with interviews, was deemed

more appropriate due to limited time and to facilitate numerical analysis of the data.

The questionnaire was distributed to employees working in hotels across Cyprus. It included
questions regarding the demographic characteristics of the participants, their perceptions of
the leadership practices applied in their workplace, as well as their assessment of their work
performance. The use of the questionnaire allowed the collection of comparable data, which

can be analyzed using statistical methods.
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The study adopts a cross-sectional design, as the data were gathered during approximately
one month. As a result, the research captures the views and perceptions of employees at a

particular moment and does not examine how these views may change over time.

3.3 Data Collection Methods

The questionnaire used to collect data was created using the Google Forms platform. This
method was chosen as a research tool because it allows the collection of information from
a large number of participants in an easy and organized manner. It also allows the data to be

statistically analyzed and lead to clear conclusions.

The questionnaire was distributed mainly through online media and social networks to
employees working in Cypriot hotel units. In addition, personal contact was made with hotel

employees, in order to increase participation in the survey.

The electronic format of the questionnaire was chosen for practical reasons. Participants
could complete it at any time and from any device. It also helped the participation of
employees regardless of their city of work. This reduced the cost and time required for data

collection compared to other research methods.

Participation in the survey was entirely voluntary. Initially, participants were informed that
their responses would remain anonymous and will be used only for research purposes. There
was no personal information that could reveal the participant’s identity. Ensuring anonymity

was considered to encourage participation and honesty.

The majority of the questionnaire was based on a five-point Likert scale. Participants were
asked to indicate their level of agreement or disagreement with various statements related
to the behavior of their immediate supervisor, the management style they experience daily,
and their own performance at work. Through their responses, the aim was to record their
perceptions of cross-cultural leadership and investigate whether it influences the way they
work and collaborate within the hotel environment.The use of Likert-type scales is

considered suitable for collecting perceptual data and facilitates statistical analysis of the

results (Koo & Yang, 2025).
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3.3.1 Sampling Strategy
The research population consists of hotel industry employees in Cyprus. Specifically, the
goal is to collect data from different hotels around the island. Preferably, employees who

work in all types of hotels and in different departments.

Convenience sampling is used to select participants from a target population. This method
is a non-probability sampling method and is often used in surveys where access to the entire
population is limited or difficult. In convenience sampling, participants are selected based

on their availability and willingness to participate in the survey (Golzar, 2022).

In the present study, a questionnaire is distributed online to hotel employees through
professional contacts and personal networks. Participants should strictly be or have been
exclusively employees of hotels in Cyprus. The field approach was conducted in different

hotels and cities on the island.

3.3.2 Survey Design and Measures

The questionnaire of this research was designed based on the main axes of the theoretical
analysis in the previous chapters. Its objective is to empirically study the relationship
between cross-cultural leadership and employee performance in the hotel environment. In
total, the questionnaire comprises 34 questions, organised into four sections according to
the variable under examination. More specifically, the questionnaire structure follows the

research variables set in the previous chapter.

The first part of the questionnaire includes 5 questions regarding the demographic
characteristics of the participants. Specifically, information is collected about the age,
gender, job title, department in which they work and years of professional experience. This
information helps to better describe the sample and provides a general picture of the profile

of the employees who participated in the survey.

Subsequently, another 5 questions were included regarding the cross-cultural work
environment of the participants. Specifically, information was requested regarding the
country of origin of the employees themselves and their immediate supervisors (managers),
as well as the number of different nationalities present in the department where they work.
It was also requested to assess the degree of cultural diversity of the customers they serve
daily. These questions were considered important, as they allow a better understanding of

the degree of cultural diversity in the participant’s workplace.
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The second part of the questionnaire includes 6 questions and focuses on cross-cultural
leadership. It aims to examine the extent to which supervisors and managers adapt their
behavior when working with people from different cultural backgrounds. The questions
address issues such as respect for cultural differences, effective communication and equal
treatment of employees. The formulation of these specific questions was based on previous
research studies examining Cultural Intelligence (CQ), inclusive leadership, and
communication skills in multicultural environments (Erfan, 2024; Signh, 2023). The
questions also follow the Cultural Intelligence Scale (CQS) three points: mental,
motivational, and behavioral (Gozzoli, 2018; Dyne, 2008).

The next section examines specific leadership styles that are often found in culturally diverse
organizations. Emphasis was placed on elements related to transformational, charismatic,
and people-centered leadership. Participants were asked to evaluate the extent to which their
managers inspire employees, encourage collaboration, build trust, and show interest in the
needs and opinions of their team members. These characteristics are presented in the

leadership style theories and GLOBE leadership dimensions (Mittal, 2015; Hartog, 2024).

The above mentioned questions were inspired by scales used in various studies. These scales
are the Transformational Leadership Inventory (TLI) scale and the established Multi-Factor
Leadership Questionnaire (MLQ) (Shang, 2023; Konstantinou, 2021; Avolio & Bass, 2020;
Steinmann et al., 2018; Avolio, 1995; Podsakoff et al., 1990).

The fourth section, questions 29-33, concerns employee performance and includes questions
related to the effectiveness and quality of work. Performance measurement is based on
employees' own perceptions, as participants are asked to rate their own performance. This
approach of individual work performance (IWP) is often used in research, especially when
objective performance data is hard to access (Koopmans et al., 2011). It also allows for the
connection of employees' perceptions with the leadership style they experience. Subjective
performance evaluation questions are created based on Koopmans et al. (2013) selected

indicators.

Finally, there is an extra question, called a ‘‘bonus question’’ that examines whether
employees themselves perceive that their performance is affected by their leader’s

management style.
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A five-point Likert-type scale was used to measure the variables. Participants were
requested to indicate their degree of agreement with a series of statements (1 = Strongly
disagree to 5 = Strongly agree). The use of this scale allows the transformation of employee

perceptions and attitudes into measurable data and facilitates statistical analysis (Koo &

Yang, 2025).

Considering that the research was conducted in a multicultural environment, it was
considered necessary for the questionnaire to be available in more than one language. For
this reason, three language versions were created, in Greek, English and Russian, so that
participants could choose the one they felt most comfortable with (Appendices A-C). In this
way, more employees were given the opportunity to participate in the research, without

language being a barrier to understanding the questions or expressing their opinions.

Before the final distribution of the questionnaire, a pilot test was conducted on a small
number of individuals. This process helped to identify areas that needed improvement. The
feedback gathered from the pilot test was used to finalize the questionnaire, aiming to make
it more understandable and user-friendly for the participants. An effort was made to keep

the content of the questions as close as possible to the original meaning in all three versions.

3.4 Data Analysis Techniques (Hypotheses Testing Strategy)

After collecting the completed questionnaires, the next step was to organize and analyze the
data. The analysis was carried out using quantitative statistical methods to examine the

research hypotheses set.

Initially, the responses were saved into a Microsoft Excel file. Before the statistical analysis
began, the data were checked to identify any incomplete or incorrect responses. The data
were then transferred to the SPSS statistical program (PS IMAGO PRO), which was used

to perform the analyses.

The answers given to the Likert scale questions were converted into numerical values from
1 to 5, to perform statistical processing. Furthermore, overall indicators were created for the
main variables of the survey. That means, the questions related to cross-cultural leadership
were combined into one variable. Indicators were created for transformational leadership,

charismatic leadership, people-centered leadership and employee performance, accordingly.
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These indicators resulted from calculating the average of the corresponding questions of

each section.

Descriptive statistical analysis was then performed to present an overview of the data. For
this purpose, basic statistics, such as means and standard deviations of the variables, were

calculated. This analysis helped to show the general trend of the participants' responses.

Then, the reliability of the measurement scales was tested using Cronbach's Alpha. This test
is often used in questionnaire-based research, as it shows whether questions belonging to
the same section consistently measure the same concept. In this way, it was determined

whether the research variables present a satisfactory degree of internal consistency.

Correlation analysis was used to investigate the relationships between the variables.
Through this process, it was examined whether different leadership styles are associated
with employee performance and what is the intensity of this relationship. This analysis

provided a first insight into whether the variables appear to be related to each other.

Finally, regression analysis was applied to test the research hypotheses. Employee
performance was used as the dependent variable, while the leadership styles examined in
the research were used as independent variables. Through this, it was examined whether the
different dimensions of leadership affect employee performance. Finally, the statistical

significance of the results was tested, with a significance level of p < 0.05.

3.5 Limitations of Methodology

As with most research studies, there are certain limitations in this study that should be
considered when evaluating and interpreting the results. These limitations do not affect the
usefulness of the research, but they help to understand better the conditions under which it
was conducted.

A key limitation concerns the method of sample selection. The survey was based on
employees who were available and willing to participate. This means that not all employees
in the hotel industry had the same chances of participating. Hence, the sample cannot be
considered fully representative of all employees in hotels in Cyprus. Also, a larger sample
could provide a more comprehensive picture and enhance the reliability of the findings.
Another limitation is that the data were the participants' personal responses. Employees were

asked to express their own opinion about their supervisors' behavior, but also to evaluate
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their own performance at work. Therefore, it is possible that some responses were influenced
by their personal emotions, previous experiences, or the desire to give a more socially
acceptable or positive answer.

Furthermore, the survey was conducted in an environment where people of different
nationalities work. For this reason, the questionnaire was translated into three languages.
Although an effort was made to maintain the same meaning in all language versions, it is
possible that some questions were perceived in a slightly different way by some participants.
Language and cultural background can often influence the way certain concepts and
expressions are understood.

Also, the survey captures the views of employees at a specific time period. Working
conditions in hotels, the tourist season, workload and changes in staff can affect the
responses of employees. Therefore, the results reflect the picture that existed at the time of
the survey and cannot show whether the same views would remain stable over time.
Despite the above limitations, the research provides useful data on cross-cultural leadership
and employee performance in hotels in Cyprus. The results can serve as a basis for future
studies that will examine the same topic in a larger sample, in different regions or by using

other research methods.

4. Findings and Analysis

The questionnaire was distributed in three languages, with 43 participants responding to the

English version, 40 to the Greek, and 18 to the Russian version. Once the total number

of responses across all 3 questionnaires exceeded the target of more than 100 participants,

the data collection process was concluded. In total, all 101 replies were valid.

This chapter presents the research findings, as they emerged from the analysis of the data
collected through the questionnaires. Initially, the sample demographic characteristics are
presented, and the main research variables are then analyzed. Finally, the results of the

statistical analyses related to the testing of the research hypotheses are presented.

4.1 Overview of Respondents and Context

The majority of the participants are female, representing 60.4% (61 participants), while

39.6% (40 participants) are male (Table 3). The largest age group in the sample was aged
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36-45 years old, representing 36.6% of the total respondents, followed by the age group 26-

35 (29.7%) and the age group 46 and above (19.8%). Younger participants, aged 18-25,
comprised 13.9% (Table 4).

Gender Frequency Percentage
Male 40 39.6%
Female 61 60.4%
Total 101 100%

Table 3: Gender Distribution of the Sample

Age Group Frequency Percentage Cumulative Percentage
18-25 14 13.9% 13.9%

26-35 30 29.7% 43.6%

36-45 37 36.6% 80.2%

46 and above 20 19.8% 100%

Total 101 100%

Table 4: Age Distribution of the Sample

The largest part of the responders are Employees/Staff members, representing the 70.3%,
followed by supervisors with 16.8%, and managers with 12.9% (Table 5). The majority of
the participants belong to the Food & Beverage Department (42.6%). Follows the Front
office staff with 36.6% of the total sample, the Spa with 7.9%, Administration with 6.9%,
Housekeeping with 5%, and Entertainment 1% (Table 6).

Position Frequency Percentage Cumulative Percentage
Employee/Staff member 71 70.3% 70.3%
Supervisor 17 16.8% 87.1%
Manager 13 12.9% 100%

Total 101 100%

Table 5: Position Distribution of the Sample

Department Frequency Percentage Cumulative Percentage
Front Office 37 36.6% 36.6%
Food & Beverage 43 42.6% 79.2%
Spa 8 7.9% 87.1%
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Entertainment 1 1% 88.1
Housekeeping 5 5% 93.1
Administration 7 6.9% 100%
Total 101 100%

Table 6: Department Distribution of the Sample

Most respondents had more than 10 years of experience (32.7%), showing a highly
experienced sample. Follows the 22.8% with 1-3 years of experience, 20.8% had 7-10 years
of experience. while 4-6 years and less than 1 year were even less represented, at 14.9% and

8.9%, respectively (Table 7).

Frequency Percentage Cumulative Percentage
Less than 1 year 9 8.9% 8.9%
1-3 years 23 22.8% 31.7%
4-6 years 15 14.9% 46.5%
7-10 years 21 20.8% 67.3%
More than 10 years 33 32.7% 100%
Total 101 100%

Table 7: Years of experience in the hotel industry: Distribution of the Sample

4.2 Cross-Cultural Leadership Practices Identified

From all 3 Questionnaires, the total number of countries mentioned is 35. Table 8 indicates
the participants’ Countries of origin, and Table 9 the countries of their direct

supervisors/managers. Figures 1-2 and 3-4 are virtual displays of these results, respectively.

Country Frequency | Percentage Country Frequency | Percentage
Greece 22 21.8% Philippines 1 1.0%
Cyprus 17 16.8% Thailand 1 1.0%
Romania 7 6.9% Estonia 1 1.0%
Armenia 5 5.0% India 1 1.0%
Bulgaria 5 5.0% UK 1 1.0%
Lithuania 5 5.0% Syria 1 1.0%
France 4 4.0% Cameroon 1 1.0%
Hungary 3 3.0% Nigeria 1 1.0%
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Nepal 3 3.0% Bangladesh 1 1.0%
Ukraine 3 3.0% Slovakia 1 1.0%
Russia 3 3.0% Poland 1 1.0%
Georgian Greek 3 3.0% Spain 1 1.0%
Egypt 2 2.0% Azerbaijan 1 1.0%
Congo 2 2.0% Latvia 1 1.0%
Georgia 2 2.0% Ossetia 1 1.0%
Table 8: Country of Origin Distribution of the Sample
Country Frequency Percentage Country Frequency | Percentage
Cyprus 55 54.5% Romania/Greece 1 1.0%
Greece 17 16.8% Georgia 1 1.0%
Hungary 7 6.9% France 1 1.0%
Romania 4 4.0% Belgium 1 1.0%
UK 3 3.0% Czechia 1 1.0%
Russia 2 2.0% Bulgaria 1 1.0%
Moldova 2 2.0% Israel 1 1.0%
Cyprus/Italy 1 1.0% Marocco 1 1.0%
Poland 1 1.0% Lithuania 1 1.0%

Table 9: Country of Origin of the direct supervisor/manager: Distribution of the Sample
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Figure 1. Employees’ Country of Origin
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Figure 2. Participants’ Country of Origin Pie Chart

The above results show that the employees who participated come from many different
countries, which confirms the multicultural nature of the hotel industry in Cyprus. The
largest participation comes from Greece (21.8%) and Cyprus (16.8%), followed by
Romania, Bulgaria, Lithuania and other European countries. Employees from countries such
as Armenia, Egypt, Nepal, India, Thailand and the Philippines also participated, which

shows the wide variety of nationalities found in Cypriot hotels today.

The presence of workers from different geographical regions, such as Asia, Eastern Europe
and the Middle East, is not surprising. In recent years, many hotel businesses have relied on
workers from different countries to meet their increased staffing needs. This trend is linked
both to the increased demand for staff in the tourism sector and to the general changes

observed in the Cyprus labor market in recent years.

In particular, the new legislation that allows businesses, especially in the hospitality sector,
to hire workers from third countries, has significantly enhanced the cultural diversity of the
human resources of the island. This fact further reinforces the importance of cross-cultural

leadership in today’s hotel environment.

When asked whether their supervisor is from the same country, the majority of respondents
78.2% indicated that their direct supervisor is from a different national background. Only a

small percentage 21.8% reported having a supervisor from the same country. A small
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number of respondents reported multiple national affiliations, which were considered as a
different origin category. These findings further support the presence of cross-cultural

working environments within the sample.
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Figure 3. Leaders’ Country of Origin
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Figure 4. Leaders’ Country of Origin Pie chart
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Frequency Percentage Cumulative Percentage
1-2 nationalities 8 7.9% 7.9%
3-4 nationalities 36 35.6% 43.6%
5-6 nationalities 34 33.7% 77.2%
7-8 nationalities 11 10.9% 88.1%
More than 8 12
nationalities 11.9% 100.0%
Total 101 100%

Table 10: Different nationalities represented in a team or department: Distribution of the Sample

Frequency Percentage Cumulative
Percentage
1-2 nationalities 8 7.9% 7.9%
3-5 nationalities 45 44.6% 52.5%
6-10 nationalities 25 24.8% 77.2%
More than 10 nationalities 23 22.8% 100.0%
Total 101 100%

Table 11: Different nationalities of guests in the hotel: Distribution of the Sample

In addition, respondents were asked to indicate the level of cultural diversity within their
team or department. According to Table 10, most participants stated that they work in
departments where there are three to six different nationalities. This suggests that working
with people of different origins is part of their everyday work life. In such an environment,
understanding and respecting cultural differences is very important as it contributes to the

smooth functioning of the team and the reduction of possible misunderstandings.

Equally interesting are the results concerning hotel customers. As shown in Table 11, most
participants reported serving customers from 3 to 10 different countries. This confirms that
employees are called upon to communicate daily with people who have different habits,

expectations and ways of behaving, which requires flexibility and adaptability.

Statement Mean Standard
Deviation

The manager respects cultural differences among employees. 4.09 1.19

The manager communicates effectively with employees from 414 L 13

different cultural backgrounds. ’ ’

The manager creates an inclusive work environment where 410 119

employees from different cultures feel respected and valued.
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The manager treats employees fairly regardless of their
. . 4.07 1.19
nationality.
The manager understands cultural differences when managing
4.02 1.11
the team.
The manager encourages cooperation between employees
. 4.09 1.16
from different cultures.

Table 12: Means and Standard Deviations of Cross-Cultural Leadership Behaviors

Table 12 shows that employees generally have a positive view of the way their managers
lead a multicultural work environment. All questions presented mean greater than 4, which
indicates that most employees agree that their managers’ behaviors facilitate collaboration
in a multicultural work environment.

The highest score was recorded in the question about effective communication. On the
contrary, the lowest average was in the question of understanding cultural differences when
managing the team. Although this dimension was also evaluated positively, the result may
indicate that there is still room for improvement.

Regarding the standard deviation between 1.11 and 1.19, it indicates that there is a relative
variation in the participants' responses. In other words, although the overall picture is
positive, not all employees have the same experiences with cross-cultural leadership
practices. This may be due to factors such as the hotel they work in, their department, the

position they hold or even the personal management style of each manager.

4.3 Descriptive Statistics

Descriptive statistics of the survey are presented in Table 13. The averages of the variables
are relatively high, indicating that participants evaluate positively both their managers and

their own professional performance.

Variable Mean Standard Deviation
Cross-cultural leadership 4.08 1.16
Transformational leadership 3.88 1.28
Charismatic leadership 3.72 1.29
People-oriented leadership 3.87 1.30
Employee performance 4.60 0.77

Table 13: Descriptive Statistics of Main Variables: Mean and Std Dev.
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In the table above, we see that cross-cultural leadership has recorded an average of 4.08.
This high average shows that employees have a positive perception of the way their leaders
manage cultural diversity. Transformational leadership had an average of 3.88, and follows
people-centered leadership with an average of 3.87. Charismatic leadership had an average
of 3.72, also remaining at a positive level, although slightly lower than the other leadership

styles.

The highest score on the table is for employee performance, with an average of 4.60. This
indicates that most participants believe they perform well at their jobs and meet the demands

of their position.

In terms of standard deviation, the values for the leadership variables range from 1.16 to
1.30. These values indicate that there is some variation in the participants’ views on the
leadership practices applied in their workplaces. In other words, not all employees have the
same experience of the management style applied by their managers. These differences may
be related to the hotel they work in, their department, their job position or even to the

personal management style of each supervisor.

Employee performance, on the other hand, had a smaller standard deviation (0.77), showing
that their responses were closer to each other. In other words, most participants had a similar

view of their job performance.

Of particular interest is the last question of the questionnaire, in which participants were
asked if they believe that leadership style affects performance at work. The vast majority of
employees (90%) answered “Yes”, only 3% answered “No”, while 7% stated that they do
not know. This result shows that most employees believe that the way a team is managed

can significantly affect the daily work and performance of its members.

4.4 Reliability and Validity Tests

Cronbach’s Alpha was used to test reliability. This indicator examines whether questions
belonging to the same section are related to each other and consistently measure the same
concept. The results showed that all scales in the survey presented high levels of reliability.

Specifically, Cross-Cultural Leadership (o = 0.956), Transformational Leadership (a =
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0.951), Charismatic Leadership (a0 = 0.934), Team-Oriented Leadership (a = 0.956), and

Employee Performance (o = 0.948) all demonstrated high internal consistency.

The validity of the variables was then checked through Pearson correlation analysis
(Appendix D: "Validity Results"). Through this process, it was examined whether the
relationships between the variables are in line with what is supported by the relevant
literature and the theoretical framework of the study.

The results showed that all leadership styles have a positive and statistically significant
correlation with employee performance (p < 0.001). This finding means that the more
positively employees evaluate the behavior and practices of their supervisors, the more
positively they evaluate their own performance.

The strongest relationship was recorded between cross-cultural leadership and employee
performance (r = 0.585). This result shows that in a multicultural environment, such as
hotels in Cyprus, employees perform better when they believe that their managers
understand the cultural differences that exist within the team.

Charismatic leadership (r = 0.462), transformational leadership (r = 0.457) and people-
centered leadership (r = 0.429) also showed a positive relationship with performance.
Although these correlations are lower than those of cross-cultural leadership, they still show
association with job performance and that can positively influence the work environment.
Another important observation is that the analysis revealed very high correlations between
certain leadership styles. The most characteristic case concerns transformational and
charismatic leadership, which showed a very high correlation (r= 0.917). This suggests that
the two styles show strong similarities and are likely to be perceived in a similar way by the
participants. Furthermore, it may be an indication of possible multicollinearity. That is a
situation where two variables show a very high overlap with each other. For this reason,

these specific results should be taken into account when interpreting the following analyses.

4.5 Hypotheses Testing Results (Impact on Employee Performance)

To examine the relationship between leadership practices and employee performance, a

multiple regression analysis was performed (Appendix E: “Results of Regression

Analysis”).

The results showed that the model is statistically significant (F = 13.664, p < 0.001). This

means that the results support the view that leadership is a factor related to job performance
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in the hotel industry. A significant percentage of the variability (36,3%) in performance is
explained by the leadership variables examined in the study. The remaining 63.7% is not
explained by the variables examined in this study. This means that there are other factors
that likely influence employee performance. These factors may be related to individual

characteristics, organizational practices, or external conditions of the work environment.

Among the independent variables, only cross-cultural leadership had a significant positive
effect on employee performance (= 0.667, p < 0.001). Transformational leadership (p =
0.832), charismatic leadership (p = 0.390), and team-oriented leadership (p = 0.104) were
not statistically significant predictors. Although the results indicate a positive relationship
between those leadership styles and employee performance, they are not statistically
significant (p > 0.05). Therefore, the corresponding hypotheses (H2, H3, H4) are not
supported. To further illustrate the relationship between cross-cultural leadership and

employee performance, a scatter plot is presented in Figure 5 below.
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Figure S. Cross-Cultural Leadership and Employee Performance Scatter Plot

Additionally, multicollinearity was observed among the independent variables, as indicated
by relatively high VIF values. In particular, for transformational, charismatic, and team-
oriented leadership styles. This suggests that these variables are highly correlated and may

overlap conceptually.
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4.6 Summary of Key Findings

This chapter presented the results of the data analysis, including reliability and validity
testing, correlation, and regression analysis. The findings indicated excellent reliability, with
Cronbach’s Alpha values exceeding 0.93 for all variables. This confirms the internal

consistency of the measurement scales.

The correlation analysis revealed that all leadership styles were positively and significantly
associated with employee performance. Cross-cultural leadership showed the strongest
correlation with performance, followed by charismatic, transformational, and team-oriented

leadership.

On the other hand, when the data were examined through regression analysis, it was found
that only cross-cultural leadership had a statistically significant positive effect on employee
performance. This finding suggests that, in this sample, the ability of managers to
understand and manage cultural differences appears to have a greater impact on employee

performance than specific leadership styles.

The research also found that some leadership styles are highly correlated with each other.
This likely means that employees often perceive some different leadership characteristics as

elements of the same style.

5. Discussion

The discussion focuses on the role of cross-cultural leadership in enhancing employees’
performance and behavior in multicultural hotel environments of Cyprus. In addition, the
results are examined in relation to the existing literature. The research hypotheses are

analyzed separately in Section 5.2.

5.1 Interpretation of Results

The results of the questionnaires show that employees in the hotel industry in Cyprus operate
in a clearly multicultural work environment. The majority of participants acknowledge
working with colleagues and guests of different nationalities, which confirms the complex

nature of the hotel industry.
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At the management level, it is observed that managers are mainly Cypriots 54.5%, while a
smaller but significant percentage comes from other European countries 40.7%, and third
countries 5%. The fact that the majority of leaders are Cypriots is consistent with Vassou's
statement that locals prefer and mainly occupy senior positions in the hotel sector. The
seasonal nature of the job draws Cypriots mainly to the public and banking sectors (Vassou

et al. 2017).

The results of the survey highlight the important role cross-cultural leadership plays in the
Cyprus hotel industry. They show that employees positively evaluate the cultural
understanding of their managers. This finding takes on particular importance considering
the context in which hotel businesses operate in Cyprus. When leaders show sensitivity to

cultural differences, employees report better collaboration and smoother daily operations.

This composition increases demands on leadership, especially regarding understanding and
managing cultural differences. The results of the questionnaires indicate that employees
positively evaluate leadership practices related to communication, respect for diversity, and

the leaders’ ability to understand multicultural environments.

This positive relationship is also confirmed by the averages of each question related to cross-
cultural leadership. Specifically, high averages are recorded in statements such as effective
communication with employees of different cultural backgrounds (M = 4.14), the creation
of an inclusive work environment (M = 4.10), as well as respect for cultural differences (M
=4.09). Correspondingly, practices such as enhancing cooperation between employees of
different nationalities (M = 4.09), fair treatment regardless of nationality (M = 4.07), and
understanding cultural differences when managing the team (M = 4.02) are also positively
evaluated. The fact that all relevant variables present high values reinforces the reliability

of the finding.

These findings indicate that managers in the hotel industry in Cyprus seem to apply cross-
cultural leadership practices to a satisfactory degree, which reinforces the overall picture

emerging from the statistical analysis.

Similarly, relatively positive ratings are also obtained for questions related to
transformational leadership. Employees seem to recognize elements such as motivating high

performance (M =4.04) and enhancing the achievement of common goals (M =3.91). More
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moderate but positive values are recorded in dimensions such as supporting skill

development (M = 3.85) and encouraging new ideas (M = 3.72).

Questions related to charismatic leadership show more varied ratings. Employees
acknowledge to some extent the manager's influence on the team (M = 3.90), as well as the
perception of innovative and effective management practices (M = 3.77). However,
moderate ratings appear in the ability to communicate a clear and motivating vision (M =
3.69), and lower values are recorded in dimensions such as creating enthusiasm among

employees (M = 3.52).

Questions related to people-oriented leadership also show positive ratings from employees.
Specifically, a high average is recorded for the statement regarding respect for employees
(M =4.03), while positive values also appear for encouraging positive relationships within
the team (M = 3.92). Additionally, employees acknowledge to a satisfactory degree the
support they receive in cases of work difficulties (M =3.78), as well as the manager's interest
in their needs and well-being (M = 3.75). These findings show that managers seem to adopt
to some level practices related to the support and management of human relations in the

workplace.

At the same time, the data analysis indicates that the individual leadership styles examined
in the research do not present a statistically significant relationship with job performance.
However, in the corresponding question of the questionnaire, the 90% of participants stated
that they believe leadership style affects their performance. This finding suggests that, while
employees perceive the importance of leadership style in their work, this effect is not

reflected in the same way across the individual leadership styles examined.

5.2 Discussion of Hypotheses

This section discusses the research hypotheses based on the results obtained from the data
analysis. The aim is to examine whether the research findings are consistent with the

literature and to interpret them within the context of the Cyprus hotel industry.
Hypothesis 1

The first hypothesis was regarding the impact of cross-cultural leadership on employee

performance. This hypothesis is confirmed. Specifically, cross-cultural leadership was the
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only form of leadership that showed a statistically significant positive effect on employee
performance. The statistically significant relationship that emerges confirms that the ability
of managers to effectively manage multicultural teams is directly linked to employee

performance.

This result is consistent with the characteristics of the hotel industry in Cyprus. Daily
cooperation between employees of different nationalities creates increased demands in
terms of understanding, respect, and communication. In this context, cross-cultural

leadership seems to function as a key mechanism for coordination and effective cooperation.

At the same time, this finding is in line with international literature and previous studies,
which argue that in multicultural work environments, the leader's ability to recognize and
manage cultural differences is a critical success factor (Erfan, 2024; Hartog, 2024;

Vassou,2017; Mittal, 2014; Testa, 2007).
Hypothesis 2

Hypothesis 2, which concerns the positive and statistically significant effect of

transformational leadership on job performance, is not supported by the research findings.

A possiblereason is related to the nature of the sample. In the Cyprus hotel industry, a large
part of the employees are seasonal and stay in the companies for a limited period of time.
Transformational leadership, which is based on creating vision, inspiration, and long-term

commitment, may not have the necessary time to affect performance.

Furthermore, the intensity of daily operations and the emphasis on direct customer service
limit the application of more complex leadership approaches, such as transformational

leadership.

Furthermore, the effectiveness of transformational leadership requires a degree of stability
and the development of trusting relationships between the leader and employees. However,
when there is frequent staff turnover, as we mentioned is the case in hotels in Cyprus, it is
difficult to create such relationships. Consequently, that can affect the implementation of

this particular style.
Hypothesis 3

Hypothesis 3 concerned charismatic leadership and its effect on employee performance.

Although charismatic leadership was positively correlated with performance, this
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relationship was not statistically significant in the regression analysis. Therefore, this

hypothesis is not confirmed.

One possible reason for this result is that the concept of charismatic leadership may be
perceived differently by employees from different cultural backgrounds. Behaviors that are
considered a sign of a strong personality or leadership presence in one culture may not be

evaluated in the same way in another.

Additionally, employees may place more importance on practices that help them in their
daily work than on the personal characteristics of the boss. It is also possible that many
elements of charismatic leadership overlap with other leadership styles examined in the

research, which may have influenced the results.
Hypothesis 4

A similar picture was presented in Hypothesis 4. This time the relationship between people-
centered leadership and employee performance was examined. Although this leadership
style was positively evaluated by participants, its effect on performance was not found to be
statistically significant. As a result, this hypothesis is also not confirmed.

This finding may be linked to the particular conditions prevailing in the hotel industry.
Seasonality, increased work demands, and frequent staff turnover often limit the time
managers have to develop close personal relationships with their employees.
Furthermore, during periods of intense workload, employees may place greater importance
on organization, coordination, and proper guidance that helps them meet their obligations.
While support and interest from the supervisor are considered important, they may not be
enough on their own to directly affect employee performance.

An additional factor that may affect the study's results concerns the composition of the
sample. Specifically, a significant proportion of participants are from Greece 21.8% and
Cyprus 16.8%. The relative concentration of participants from culturally similar
backgrounds may affect the way different leadership styles are evaluated. As Testa supports,
common cultural elements may lead to similar perceptions (Testa, 2007). However, cross-
cultural leadership seems to have a statistically significant impact on employee

performance, further reinforcing its importance within this context.
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5.3 Implications

The findings of this research have significant implications both at a theoretical and practical

level, particularly for the hotel industry in Cyprus.

At a theoretical level, the findings contribute to the literature by highlighting the importance
of cross-cultural leadership as a clear factor in relation to leadership styles. The lack of
statistically significant relationships for individual styles suggests that in multicultural
environments, such as the hospitality industry in Cyprus, leadership effectiveness cannot be

fully explained by individual leadership approaches.

Furthermore, the results reinforce the view that the relationship between leadership and
employee performance is multidimensional and may be influenced by the implementation
context, as well as by workforce characteristics, such as cultural diversity and employment

time period.

On a practical level, the results suggest that hotel companies should place greater emphasis
on developing cross-cultural leadership skills in their managers. Strengthening skills such
as effective communication, understanding different cultural perceptions, managing
conflict, and adapting management style to the needs of different employees can help create

more collaborative and productive work teams.

6. Conclusions and Recommendations

This chapter includes the main conclusions of the research on cross-cultural leadership and
employee performance. Through the analysis of data in the hotel industry of Cyprus, an
attempt is made to provide an overall picture of how employees perceive the leadership
practices implemented in their workplace and to what extent these are linked to their
performance.

The chapter then links the findings to the literature presented in the previous chapters.
Through this comparison, it is examined whether the research results are consistent with
what has been found in previous studies.

Several proposals are also presented further in the chapter which can be utilized by hotel

businesses and human resources professionals. These proposals address the need to develop
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cross-cultural leadershipskills, improve supervisor training, and create a work environment
based on respect, collaboration, and an understanding of cultural differences.

Finally, the chapter presents the main limitations of the research and directions for future
studies. Although the research provides useful data for the Cyprus hotel industry, there are

still several aspects that can be studied further.

6.1 Summary of Key Findings

Through the previous chapters it was shown that leadership is an important part of the daily
operation of hotels. Employees generally evaluated their managers positively. Cross-
cultural leadership emerged as the most important factor, as it is linked to better
collaboration, effective communication and enhanced employee performance.

On the other hand, transformational, charismatic and people-centered leadership, although
positively evaluated by employees, did not show a statistically significant effect on
performance in the regression analysis. This does not mean that these specific 1eadership
styles are not useful or important. On the contrary, the positive evaluations they received
indicate that they contribute to the creation of a good working environment. However, in
the context of the present research, they did not appear to directly affect performance to the
same extent as intercultural leadership.

The composition of the research sample is also of particular interest. The participants came
from many different countries, both European and non-European. The sample included
employees from Greece, Cyprus, Romania, Bulgaria, Lithuania and other European
countries, as well as from countries such as Armenia, Egypt, India, Nepal, the Philippines
and Thailand. This shows that hotel businesses now rely on staff from different cultural
backgrounds.

This fact is also linked to recent developments in the Cyprus labor market, where many
tourism businesses are turning to staff from abroad to meet their increased needs. As aresult,
cultural diversity is now a key feature of hotel businesses and creates new demands for

management executives.
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6.2 Theoretical Contributions and Practical Recommendations

This research contributes to a better understanding of the role of cross-cultural leadership in
the Cyprus hotel industry. The results showed that managing cultural diversity is not just an
additional qualification for a leader, but an element that can significantly affect the daily

functioning of a team and the performance of employees.

On a theoretical level, the main conclusion is that cross-cultural leadership seems to have a
great impact on employee performance. This finding is in line with previous studies in the
hospitality industry. Many researchers argue that managing multicultural teams is one of the

most important challenges for the modern hospitality industry (Testa, 2007).

The results also showed that the relationship between leadership and performance is not
always simple. Although employees positively evaluated the various leadership styles, these
styles did not show a statistically significant effect on performance. This may mean that
employees do not always clearly distinguish between different leadership styles. Especially

when certain leadership styles showed high correlations with each other.
On a practical level, the results of the research can offer useful directions to hotel businesses.

Initially, hotel companies should invest in developing cross-cultural leadership skills in their
managers. Understanding and managing cultural differences, adapting communication, and
enhancing cooperation between employees of different nationalities are critical elements for
improving performance. According to Erfan, leaders should be trained to improve their
cultural intelligence (CQ), adaptability, and ability to motivate and inspire multicultural
teams, to understand different cultural norms, and communicate better with employees of
multiple cultures. Training programs can increase their respect and problem-solving skills
to be more efficient with the workforce, be prepared to manage conflicts and

misunderstandings, and achieve common goals (Erfan, 2024).

Leaders should also develop skills related to cultural competency, innovation, and inclusive
leadership. As Erfan highlights, cross-cultural training, development of cultural intelligence
and awareness, in parallel with adopting inclusive leadership styles, can help improve
performance among employees (Erfan, 2024). This is crucial for hotels in Cyprus, where

the daily operation relies on employees of different nationalities.

Postgraduate Dissertation 40



OPEN Enhancing Employee Performance. Evidence from the Hotel
UNIVERSITY

m HELLENIC Sousanik Saakian, “The Role of Cross-Cultural Leadership in

2

Industry in Cyprus

In addition, it is recommended that targeted training and mentoring programs be adopted
that focus on managing multicultural teams, as well as the implementation of onboarding
practices for new employees from different cultural backgrounds. Such practices can help

to reduce communication problems and improve team functioning.

Furthermore, it is also important to train the staff themselves in issues related to cross-
cultural cooperation. The existence of employees from different cultural backgrounds makes
it necessary to develop basic skills, such as understanding cultural differences, effective
communication, and managing potential conflicts. By applying effective strategies and
creating cultural sensitivity, companies can foster cultural awareness and promote open

communication between employees of every level (Erfan, 2024).

This training can take the form of short and practical programs, which will focus on real
situations encountered daily in the workplace, such as cooperation between employees of
different nationalities or serving customers with different cultural backgrounds. Cross-
cultural training programs have been found effective in improving team performance and

organizational outcomes (Erfan, 2024).

Particularly in the hotel industry in Cyprus, where a large part of the staff is seasonal, this
training should be immediately applicable and tailored to the needs of the business. Short
onboarding programs that include basic principles of cross-cultural cooperation can
significantly contribute to improving daily operations and reducing misunderstandings or

conflicts.

At the same time, given the seasonality that characterizes the industry, companies should
emphasize leadership practices that can be implemented immediately, such as clear

guidance, effective team organization, and the rapid integration of new employees.

Therefore, strengthening cross-cultural competence does not only concern management
executives, but also everyone involved in human resources, as a key factor for the effective

operation of hotel businesses.

Finally, the findings suggest that effective leadership is not based solely on the adoption of
a specific style, but on the ability of managers to adapt their behavior according to the needs

of the team and the cultural context.
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6.3 Limitations of the Study

Although this research offers useful evidence on the relationship between cross-cultural
leadership and employee performance in the Cyprus hotel industry, there are some

limitations that should be considered when interpreting the results.

Initially, one main limitation concerns the sample size. Although the number of participants
was sufficient to carry out the statistical analyses, a larger sample could provide even more

reliable results and allow for more generalized conclusions.

Furthermore, although employees from many different countries participated in the survey,
a higher representation of employees from Cyprus and Greece was observed. That means
that even though the sample was multicultural, certain groups of employees were

represented to a lesser extent.

Another factor that may have influenced the responses is related to their employment
condition. Third-country workers work on fixed-term contracts or have limited employment
options. These conditions may affect the way they perceive their work environment and

evaluate their supervisors. Their responses may reflect their general work experience.

Additionally, a percentage of participants reported that their immediate supervisor was from
the same country of origin. It is possible that a common language, culture, or similar
experiences facilitate communication and create more positive relationships between
employees and supervisors. Therefore, some ratings may have been influenced by this

cultural similarity and not solely by the leadership behaviors of the supervisors.

A significant limitation also relates to the research methodology. Data collection was carried
out through a questionnaire and was based on the personal opinions of employees. Although
this method is widely used in similar surveys, the responses may be influenced by personal
perceptions, experiences or emotions. For example, two employees experiencing similar

working conditions may evaluate them differently, depending on how they perceive them.

Also, employee performance was assessed through their own perceptions rather than
through objective indicators or ratings from supervisors. Using more sources of information,
such as managers’ evaluations, performance data or customer reviews, could provide a more

complete picture of employee performance.
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Additionally, during the process of collecting the questionnaires, several participants wished
to share personal experiences, thoughts about their work, relationships with superiors and
difficulties they face. This element shows that the issue of leadership and cross-cultural

relations is complex and cannot be fully captured through closed-ended questions alone.

For this reason, future research could combine quantitative and qualitative methods, such as
interviews. Such an approach would allow for a better understanding of employees'

experiences and the challenges they face within multicultural work environments.

Finally, the research focused exclusively on Cyprus's hotel industry and was conducted over
a specific period. Consequently, it captures the perceptions of employees in Cyprus at that
particular time. However, these perceptions may change over time and depending on the

geographical area under study.

6.4 Direction for Future Research

Based on the above limitations, several possibilities for future research arise. A first
direction concerns the expansion of the sample. The participation of a larger number of
employees and the strengthening of the presence of people from third countries could more

strongly reflect the multicultural nature of the sector.

Furthermore, it would be interesting to conduct similar studies in different regions or
countries. In this way, it could be examined whether the findings of the present study are
also valid in other organizational environments. Comparing results would enhance the

generalizability of the conclusions.

Another important direction is the use of combined (quantitative and qualitative) methods.
Interviews with employees and managers could additionally provide a deeper understanding
of their experiences. Through such approaches, it is possible to highlight elements that are
not easily captured through questionnaires, such as everyday interactions and the real

challenges of cross-cultural cooperation.

Finally, it would be interesting to examine the issue in different sectors of hospitality or in
other sectors of the economy. In this way, it could be determined whether the importance of
cross-cultural leadership is a general phenomenon or is mainly associated with specific work

environments.
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Appendix A: “Questionnaire in English”

Part 1. Demographics
1. Gender

a. Male
b. Female

c. Prefer not to say

2. Age group

. 18-25
.26-35
. 36-45
.46 and above

o o o .

3. Position in the hotel

a. Employee/Staff member
b. Supervisor
c. Manager

4. Department

. Front Office

o o

. Food & Beverage

o

. Housekeeping

o

. Administration

e. Other:

5. Years of experience in the hotel industry

a. Less than 1 year

b. 1-3 years

c. 4-6 years

d. 7-10 years

e. More than 10 years
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Part 2. Cultural Diversity Questions
6. Country of origin

Short Answer

7. Is your supervisor from the same country as you?

a. Yes

b. No

8. If No, what is the country of origin of your direct supervisor/manager

Short Answer

9. Approximately how many different nationalities are represented in your team or

department?

a. 1-2 nationalities
b. 3—4 nationalities
c. 5-6 nationalities
d. 7-8 nationalities

e. More than 8 nationalities

10. Approximately from how many different countries do the majority of guests in your

hotel come?

a. 1-2 countries
b. 3—5 countries
¢. 610 countries

d. More than 10 countries

Part 3. Leadership - Cross-Cultural Leadership Behaviour
(Scale: 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly Agree)

11. My manager respects cultural differences among employees.

12. My manager communicates effectively with employees from different cultural
backgrounds.

13. My manager creates an inclusive work environment where employees from different
cultures feel respected and valued.
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14. My manager treats employees fairly regardless of their nationality.
15. My manager understands cultural differences when managing the team.

16. My manager encourages cooperation between employees from different cultures.

Transformational Leadership

17. My manager motivates employees to perform at their best.
18. My manager inspires employees to achieve common goals.
19. My manager encourages employees to share new ideas.

20. My manager supports employees in developing their skills.

Charismatic Leadership

21. My manager creates enthusiasm/passion among employees.
22. My manager has a strong influence on the team.

23. My manager communicates a clear and motivating vision.

24. My manager acts in innovative and effective ways to achieve success.

People-Oriented Leadership

25. My manager cares about employees’ needs and well-being.

26. My manager treats employees with respect.

27. My manager supports employees when they face work difficulties.

28. My manager encourages positive relationships within the team.

Part 4. Employee Performance

29. I perform my job tasks effectively.

30. I provide high-quality service to customers.

31. I complete my work responsibilities on time.

32. I handle customer requests and problems efficiently.

33. I contribute positively to the overall performance of the team.

Bonus question

34. Do you believe that leadership style influences employee performance in hotels?

a. Yes

b. No
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Appendix B: “Questionnaire in Greek”

Mépog 1. Anpoypapikd Xtoryeio
1. ®Hro
o. Avtpag

B. Tvvaika

v. Agv emOLUO VO ATAVTC®

2. Huoxn opdida

a. 18-25
B. 26-35
y. 36-45
5

. 46 kol avo

3. ®éon oto Egvodoyeio

o. YrdAAniog
B. YrevBvvoc/Supervisor

v. ArevBove/ Tunpoatépyne/Manager

4. Tupa

. Yrnodoyn/Front Office
. Eoctwtéplo-Mnap/Food & Beverage
. Opogoxopio/Housekeeping

o R ™ K

. Awiknon/T paeeio/ Administration
Al\o:

m

5. Xpovia gumeipiog otov Eevodoyelokd kKAA00

. Aryotepo and 1 ypovo
. 1-3 xpoévia
. 4-6 ypdvia

o R ™ K

. 7-10 xpovia

e. [lavo and 10 ypoévia
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Mépog 2. [ToMtiopikn Iowthopopeio
6. Xdpo mpoérevong Gog

Xovroun andvinon

7. O mpoioTauevog cag eival and Ty ida xopo pe 00c;

o. Nou
B. O

8. Av Oy1, moa gival ) OO TPOELELGTG TOV GLLEGOV TPOICTAUEVOL GOC;

Xovroun andvinon

9. Ilepimov mOGESG SPOPETIKEG EBVIKOTNTES VILEAPYOVV GTIV OUAON 1] GTO TUNLLO GOG;
a. 1-2 efvikdtnreg
B. 3—4 eBvicdtrec
Y. 5-6 eBvikdTNTE
0. 7-8 ebvikdtnreg

e. [Tavo and 8 eBvicdtnreg

10. Tepimov amd mOCES SUPOPETIKES YMDPEG TPOEPYETOL 1) TAEOYNPIOL TOV TEAATDOV TOV

Eevodoyeiov cag;

a. 1-2 yopeg

B. 3-5 yopeg

v. 6-10 xopeg

0. [Mave and 10 yopec

Mépog 3. Hyeola - AlamoMTIGKT Zopmepupopd

(Kiipoka: 1 = Aweove andivta, 2 = Alaeove, 3 = Ovdétepog/n, 4 = Zopeove, 5 =
SOUQOVD 0TOAVTO)

11. O mpoictduevog Lov GEPETAL TIG TOAMTIGUIKEG SOPOPES LETOED TV EPYALOUEV®V.

12. O wpoicTapuevog pLov emkovmvel amoTelesuaTikd pe epyalopévoug amd SapopeTikd

TOAMTIGUIKA VTOPabpa.

13. O wpoicTtapevog pov omuovpyet Eva epyactokd TepBAALOV TOL TOVG

2

ooumephapPavet OA0VG, Omov ot epyYalOUeEVOl amd SOLPOPETIKEG KOVATOVPES aiioBdvovTot

cefacuod Kot amodoyn.
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14. O mpoictapevog pov avipetonilel tovg epyalopévoug dikata, aveEaptnta and TV
€0VIKOTNTA TOVG.

15. O mpoicTApUeVOS LoV KOTOVOEL TIG TOMTIGUKES O10LPOPES KOTA TN S10iknon TG
oua.oac.

16. O mpoictauevog pov evBappivel T cuvepyacio LeTa &l epyalopévay SlopOPETIKAOV
TOAITICU®V.

Metaoynuatiotikn Hyeoia

17. O mpoiotapevog pov mapakivel Toug epyaloptévovg va amodidovy 6To LEYIGTO TV
SLUVOTOTNT®V TOVG.

18. O mpoicTAuevoc LoV EUTVEEL TOVG EPYALOUEVOVS VO, ETITVYYAVOVY KOVOUG GTOYOVG.
19. O mpoictapevog pov evhappiivel toug epyalopévoug va potpdloviot vEes 10€eq.

20. O mpoioTApeVOC Lov LTooTNPIlEL TNV AVATTTVEN TV 0EE10TNTOV TOV EPYALOUEVDV.

Xapopatikr) Hyeoia

21. O mpoioTauevog pov dnpovpyet evhovslacud 6toug epyaloptévoug.
22. O TpoIoTAUEVOC LoV EYEL IGYVPT| EMPPOT GTNV OUAOAL.

23. O TpoicTAUEVOS LOV EMIKOWVOVEL VUL GOPES KO TOLPOKIVITIKO OPOLLLOL.

24. O mpoicTApeVOS LoV evePYEL e KOVOTOHO KOl OTOTELEGLOTIKO TPOTO Y10t THV
enmitevén oToOYWV.

AvBpomnokevtpikr] Hyeoia
25. O TpoIGTAUEVOC LOV EVOLOLPEPETOL Y10 TIG AVAYKES KO TV eunuepio Tv epyalopévay.
26. O mpoioTapevog pov aviyetonilel toug epyalopévoug e oefacud.

27. O mpoioTApevoc Lov vrootnpilel Tovg epyalopévous 0TaV aVILETOTILOVY OLGKOMES
oTN OOVAEL.

28. O mpoioTapevoc pov evBappivel OETIKEC oyEoelg Lo otV opdda.

Mépog 4. Anddoom Epyalopévav

29. Exted® T K0OMKOVTE OV OTOTEAECUOTIKA.

30. Iapéym vanpecieg LVYNANG TOOTNTOG GTOVG TEANTEC.

31. OLOKANPOVE® TIG EPYACIUKES OV VITOYPEDGCELS GTIV MPOL TOVC.

32. Awyepilopot omOTEAEGLOTIKA TO OLITALLOTO KOl TOL TTPOPANUOTO TOV TELATDV.

33. ZopPBario Betikd 6T GLVOAIKN ATOGO0GT TNG OUADG.

Epatnon Bonus
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34. [hiotevete 0TL TO GTLA NyeGiog ennpedlel TV amdO0oN TV £PpYaLOUEVOV GTA
Eevodoyeia;

o. Nou
B. Ox1

Appendix C: “Questionnaire in Russian”

Yacts 1: Jlemorpaduueckue naHHbIe
1. [on

. Myxckou

. Kenckuit

. Ilpennouunraro HE OTBEYATH

o o e

. BozpacTtnas rpymma
18-25

.26-35

3645

. 46 u crapiie

oo o

. JloJbKHOCTB B OTEIIE
. CoTpyaHuK

. Cyniepnaiizep

. Menemxep

O o8& W

. Ornen

. Pecenmn (Front Office)

. [lutanue u nanutku (Food & Beverage)

. Xayckununr/ Ciyx6a skcruryatanui HomepHoro ¢onna (Housekeeping)
. AAMUHUCTpanus

Hpyroe:

oo o A

. Craxx paboTHl B TOCTHHHYHOW WHIYCTPUHU
. Meuee 1 roga

. 1-3 roma

. 4-6 ner

. 7-10 ner

. bonee 10 et

o0 o W

[¢]

YacTts 2: KynbTypHOE pazHoobpasue

6. CTpaHa NpOMCXO0XKICHUS/HALIUOHAIBHOCTh
(Kparkuii orBer)

7. Bam pykoBOJIUTEb U3 TOU K€ CTPAHBI, YTO U BbI?
a. Jlab. Her
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8. Ecnm HeT, yKaXuTe CTpaHy MPOUCXOXKICHUS BaIlleTO HETTOCPEACTBEHHOTO
PYKOBOIUTENS

9. CkonbKO MPUMEPHO HAIMOHAIBHOCTEHN MPEICTABICHO B Balllelt KOMaH/e UK OTeje?
a. 1-2

Yacts 3: PykoBoauTenbCTBO — MEKKYIbTYpHOE ITOBEACHHE

(IOxana: 1 =TloxHocThiO HE cornaceH, 2 = He cornacen, 3 = HeittpanbHo, 4 = CornaceH,
5 = I[loMHOCTBIO COTJIACEH)

11. Moil pyKOBOOUTENb YBaXKAET KYJIbTYPHBIE PA3IMUUS MEXKAY COTPYIHUKAMH.

12. Moii pykoBoauTelb 3(h(PEKTUBHO OOIIASTCS C COTPYTHUKAMH U3 PA3HBIX KYJIBTYP.
13. Moii pyKOBOAUTEN CO3Aa€T MHKIIIO3UBHYIO pabouylo cpely, I/ie COTPYAHUKHU U3
Pa3HbIX KyJIbTYP UyBCTBYIOT YBR)KEHHE U LIECHHOCTb.

14. Moii pyKOBOANUTENb OTHOCUTCS K COTPYAHUKAM CIIPaBEAINBO, HE3aBUCUMO OT UX
HallMOHAJIbHOCTH.

15. Moii pyKOBOANUTEND YUUTHIBAET KYJIbTYPHBIE PA3IMUNS IPU YIIPaBICHUH KOMaHI0M.
16. Moii pyKOBOAMTEH MOOUIPSIET COTPYIHUYECTBO MEXKAY COTPYAHUKAMH Pa3HBIX

KYJIBTYD.

TpancpopmaoHHOE PYKOBOIUTEIHCTBO

17. Moli pyKOBOAMTENb MOTUBUPYET COTPYTHUKOB pabOTaTh HA MAKCUMAJILHOM YPOBHE.
18. Moii pyKOBOIUTEb BIOXHOBISAET COTPYAHUKOB Ha IOCTHKEHHUE OOIINX IeTIeH.
19. Moii pyKOBOJIUTEIH MOOMIPSET COTPYAHUKOB JIETUTHCS HOBBIMHU UJICSMU.

20. Moi1 pyKOBOIUTENb MOAIEPKUBAET PA3BUTHE HABBIKOB COTPYIHUKOB.
Xapu3mMaTuuecKoe pyKOBOIUTEIbCTBO

21. Moii pyKOBOJIUTEIb BBI3bIBACT YHTY3UA3M Y COTPYAHUKOB.

22. Moii pyKOBOAMTEH OKa3bIBAET CUJIILHOE BIIMSIHUE HA KOMaHIY.

23. Moii pyKOBOJUTEID CHO U BIOXHOBIISIOIIE JOHOCUT CBOE BUACHHUE.

24. Moii pyKOBOJIUTENb JEHCTBYET HHHOBAIIMOHHO U 3P (EKTUBHO TSI TOCTUKEHUS
ycrexa.

OpuenTanus Ha moneit (People-oriented leadership)

25. Moii pykoBoauTENb 3a00TUTCS O MOTPEOHOCTSAX U GJIaronoIydru COTPYIHUKOB.
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26. Moii pyKOBOAUTENb OTHOCUTCS K COTPYAHUKAM C YBAKEHUEM.

27. Mo# pyKOBOIUTENb MOAJCPKUBACT COTPYIHUKOB IIPH BOSHUKHOBEHUH TPYAHOCTEH Ha
pabore.

28. Moli pyKOBOJIHUTENb MOOIIPSET MO3UTHBHBIE OTHOIICHHS B KOJUICKTUBE.

Yactb 4: DPpPeKTUBHOCTH COTPYAHUKOB

29. S 3¢ (heKTUBHO BEHIMOIHSIIO CBOM pabodre 00sI3aHHOCTH.

30. Sl nmpenocTaBisio yCIyry BEICOKOTO Ka4ecTBa KIMEHTaM.

31. 5 BeIMOHSIO CBOM pabouune 3a/1auu BOBPEMSI.

32. S > dekTHBHO CIPaBISIOCH C 3aMpocaMu U IpodIeMaMy KIHEHTOB.
33. 5 BHOLIY MOJOXUTEIbHBIN BKJIaJ] B OOITyI0 pabOTy KOMaH/IbL.

JlonomTHUTENBHBIN BOITPOC
34. Cuuraere Ju Bbl, YTO CTUIIb PYKOBOJAUTENIHCTBA BIUSIET HAa 3(H(PEKTUBHOCTH

COTPYJIHUKOB B TOCTUHUYHOM chepe?
a. Jlab. Her
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Appendix D: “Validity Results”

Correlations

Correlations
cL TS CcS HS EP
cL Pearson Correlation 1 an” 750" 817 585
Sig. (2-tailed) <001 <001 <001 <001
N 101 101 101 101 101
TS Pearson Correlation q11" 1 97 873" 457"
Sig. (2-tailed) <.001 <001 <001 <.001
N 101 101 101 101 101
»| CS Pearson Correlation 750" 97" 1 849" 4627
Sig. (2-tailed) <001 <.001 <.001 <.001
N 101 101 101 101 101
HS Pearson Correlation 817" 873" 849" 1 429"
Sig. (2-tailed) <001 <001 <001 <001
N 101 101 101 101 101
EP Pearson Correlation 585 457" 462" 429" 1
Sig. (2-tailed) <.001 <.001 <.001 <.001
N 101 101 101 101 101
=_Correlation is significant atthe 0.01 level (2-tailed).
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Appendix E: “Regression Analysis Results”

Regression

Variables Entered/Removed®

Variables Variables
Model Entered Removed Method
» 1 Hs, CL, Cs, Ts® . Enter

a. Dependent Variable: EP
b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 6022 363 336 56959
a. Predictors: (Constant), HS, CL, CS, TS

ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 17.732 4 4433 13.664 <001®
Residual 31.146 96 324
Total 48.878 100

a. Dependent Variable: EP
b. Predictors: (Constant), HS, CL, CS, TS

Coefficients®
Standardized
Unstandardized Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig Tolerance VIF
1 (Constant) 2975 .230 12.924 <.001
CcL 443 .096 .667 4617 <.001 318 3.148
TS .029 134 .049 213 .832 125 8.001
Ccs 109 126 183 864 .390 148 6.754
HS -.180 110 -.315 -1.639 104 180 5.555

a. Dependent Variable: EP

Collinearity Diagnostics®

Condition Variance Proportions
Model Dimension Eigenvalue Index (Constant) CL TS Cs HS
1 1 4.899 1.000 .00 .00 .00 .00 .00
2 .063 8.830 70 .00 .01 .02 .02
3 .020 156.773 A7 51 .06 A6 .08
4 .01 20.679 A3 49 .01 A1 83
5 .007 26.421 .00 .00 .82 71 .06

a. Dependent Variable: EP
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