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Executive Summary
This report examines the challenges and dynamics associated with managing intercultural teams in the hospitality industry. It highlights key factors such as communication barriers, conflicting work styles, and differing expectations regarding leadership and decision-making processes. Drawing on research by Moran et al. (2018) and House et al. (2004), it underscores the significance of language proficiency and cultural sensitivity in mitigating misunderstandings and enhancing team productivity. The report emphasises the importance of adopting flexible leadership approaches and implementing strategies such as language training and cultural sensitivity workshops to promote collaboration and cohesion within intercultural teams. Overall, it provides valuable insights and recommendations for hospitality industry leaders seeking to effectively manage diverse teams in a globalised business environment.
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[bookmark: _Toc158896882][bookmark: _Toc159454164]Introduction
As the recently appointed Assistant General Manager at London's 5-star Inclusivity Hotel & Spa, entrusted with the integration of staff from the Anglo Cluster, notably those from the Italian branch, a profound grasp of cultural intricacies and adept intercultural leadership is imperative. This report endeavours to delineate the cultural disparities between England and Italy, examining and contrasting the two nations utilizing insights from the GLOBE Project’s culture and leadership study (House et al., 2004). Additionally, it aims to scrutinize the hurdles of intercultural leadership in the hospitality sector critically, offering practical recommendations to surmount these obstacles.
[bookmark: _Toc158896883][bookmark: _Toc159454165]Cultural Characteristics
England and Italy have unique cultural characteristics and practices that greatly influence interpersonal relations and workplace environments. Variances in communication methods, hierarchical arrangements, and perspectives on punctuality and time management are notable distinctions between the two cultures, shaping how individuals interact and operate within their respective settings.
[bookmark: _Toc158896884][bookmark: _Toc159454166]Communication
In England, communication tends to be direct and explicit, with an emphasis on clarity and efficiency (Hall, 1976). Communication tends to be characterised by a straightforward and explicit manner of expression, where individuals value clarity and efficiency in conveying their messages. This directness fosters a transparent and easily comprehensible exchange of information, contributing to effective interpersonal interactions and streamlined workflows within various contexts, including business settings and social interactions. On the other hand, Italian communication often involves more indirectness, nuanced language, and reliance on non-verbal cues (Hall, 1976). Italian communication often embraces a more nuanced and indirect approach, where language is enriched with subtleties and layers of meaning. This tendency towards indirectness reflects a cultural inclination towards intricate social dynamics and the art of implication. Italians may utilise gestures, facial expressions, and tone of voice to convey additional layers of meaning beyond the literal interpretation of their words. This reliance on non-verbal cues adds depth and richness to interpersonal communication, facilitating a deeper understanding of emotions, intentions, and social hierarchies within Italian society. Therefore, while both English and Italian communication styles serve their respective cultural contexts effectively, they embody distinct approaches that reflect the unique values, norms, and social structures of each society.
[bookmark: _Toc158896885][bookmark: _Toc159454167]Culture
Italian culture traditionally values hierarchical structures and respects authority figures (Hofstede, 1980). In contrast, England tends to have a more egalitarian approach, with less emphasis on formal hierarchies and a greater openness to collaboration and feedback across different levels of the organization (Hofstede, 1980).
Italy is renowned for its more flexible approach to time management, characterised by a relaxed attitude towards punctuality. In contrast, England places a high premium on punctuality, viewing it as a fundamental display of respect and professionalism (Trompenaars & Hampden-Turner, 1998). While Italian culture often allows for a more fluid interpretation of time, punctuality in England is deeply ingrained as a cultural norm, emphasizing the importance of honouring commitments and schedules.
[bookmark: _Toc158896886][bookmark: _Toc159454168]GLOBE Project
The GLOBE Project outlines numerous sides of culture and leadership relevant to this scenario, extending beyond mere national boundaries. Among these dimensions are power distance, which delineates the extent to which individuals accept hierarchical authority within organisations or society; uncertainty avoidance, which gauges the degree to which a culture is comfortable with ambiguity and uncertainty; and performance orientation, which assesses the emphasis placed on achievement and excellence within a culture's value system.










(GLOBE Project, Accessed 15/02/24)
Italy tends to have a higher power distance, indicating a greater acceptance of hierarchical structures and centralised decision-making (House et al., 2004). In contrast, England exhibits a lower power distance, with a more egalitarian approach to leadership and decision-making (House et al., 2004).
Italy scores higher on uncertainty avoidance, suggesting a preference for rules, regulations, and structured environments to mitigate uncertainty and risk (House et al., 2004). England, however, displays lower uncertainty avoidance, with a greater tolerance for ambiguity and a willingness to adapt to changing circumstances (House et al., 2004).
Both countries demonstrate a strong performance orientation, valuing achievement, excellence, and continuous improvement (House et al., 2004). However, the methods and approaches to achieving performance goals may differ based on cultural norms and expectations.
Managing an intercultural team in the hospitality industry can present various challenges, including communication barriers, conflicting work styles, and differing expectations regarding leadership and decision-making.
Language barriers and disparities in communication styles can precipitate misunderstandings and misinterpretations within intercultural teams, impeding productivity and cohesiveness among members (Moran et al., 2018). These challenges may arise from linguistic differences, varying levels of fluency, or contrasting cultural norms regarding directness, politeness, and the use of non-verbal cues. Addressing these issues necessitates proactive measures such as language training, cultural sensitivity workshops, and fostering an environment of open communication and mutual understanding to mitigate potential conflicts and enhance team synergy.
Cultural differences in work habits, attitudes towards authority, and approaches to problem-solving can result in conflicts and friction within the team, hindering collaboration and teamwork (Sundaramurthy & Lewis, 2003).
Team members from different cultural backgrounds may have varying expectations regarding leadership styles, feedback mechanisms, and decision-making processes, leading to dissatisfaction and disengagement (Moran et al., 2018).
[bookmark: _Toc158896887][bookmark: _Toc159454169]Conclusion
In conclusion, effective intercultural leadership is indispensable for fostering synergy and collaboration within diverse teams in the hospitality industry. By leveraging insights from the GLOBE Project, acknowledging and addressing the nuanced cultural disparities between England and Italy, and implementing pragmatic recommendations, the Inclusivity Hotel & Spa can cultivate a culture of inclusivity, innovation, and excellence, thereby fortifying its competitive edge in the global hospitality arena.
[bookmark: _Toc158896888][bookmark: _Toc159454170]Recommendations
· Overcoming Intercultural Leadership Challenges: To effectively manage an intercultural team in the hospitality industry, the Hotel Management Team can implement the following recommendations:
· Cultural Sensitivity Training: Provide cultural sensitivity training to all team members to increase awareness and understanding of cultural differences, communication styles, and work preferences (Ting-Toomey & Oetzel, 2001). This will help foster empathy, respect, and collaboration among team members.
· Cross-Cultural Communication Strategies: Develop cross-cultural communication strategies and protocols to facilitate effective communication and collaboration across diverse team members (Ting-Toomey & Chung, 2012). This may include establishing clear communication channels, providing language support, and promoting active listening and feedback.
· Flexible Leadership Approach: Adopt a flexible leadership approach that recognizes and accommodates cultural differences in leadership expectations and preferences (Gelfand et al., 2007). Encourage participatory decision-making processes, solicit feedback from team members, and adapt leadership styles based on the cultural context and situational needs.
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