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Executive Summary
This report aims to provide insights into the key differences between England and Italy, focusing on culture, customs, and other pertinent topics. This is in preparation for the integration of Italian employees into the Multicultural Hotel & Spa in London. Further analyses and comparisons are made using the GLOBE Project's framework for comparing cultural dimensions and leadership styles. “Some people are leaders because of their formal position in an organization, whereas others are leaders because of the way other group members respond to them.” (Northouse, P. G., 2018) Additionally, it highlights potential conflict areas in the hospitality industry and offers concrete examples applicable to the given situation in order to discuss the challenges of intercultural leadership. An overview of the challenges and opportunities faced by hospitality managers when managing intercultural teams is provided. “Intercultural management is both an asset and a major challenge for companies, and the relationship with hierarchy is one of the specificities to be taken into account in human resources management.” (Boost RH., 2024)
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1. Introduction

In preparation for integrating employees from Italy into the Multicultural Hotel & Spa in London, it is crucial to understand and address the cultural, leadership, and intercultural challenges that may arise. “Teams whose members come from different nations and backgrounds place special demands on managers—especially when a feuding team looks to the boss for help with a conflict. “(Behfar, Kern, and Brett, 2006). As the newly appointed General Manager, it is imperative to grasp the cultural dynamics and operational standards of the hotel’s branch in Italy. Through the GLOBE Project's framework, this report highlights the key cultural differences between England and Italy, analyzes their leadership styles and cultural dimensions, and discusses the challenges associated with managing an intercultural team in the hospitality industry. The report also outlines the strategies that can be used to bridge the cultural gaps and successfully manage the team. Recommendations are also provided to ensure that cultural dynamics are effectively managed. Finally, the report outlines potential areas of improvement and strategies to capitalize on opportunities. “The range of experience, expertise, and working methods that a diverse workplace offers can boost problem-solving capacity and lead to greater productivity.” (Katie R., 2019)

2. Key Differences Between England and Italy
· Cultural Dimensions
There are several differences between England and Italy, despite the fact that both are European nations. There is a long tradition of individualism, punctuality, and formal communication in England, a country fitting into the Anglo cultural cluster. Italians, within the Latin Europe cluster, emphasize family ties, community, and more relaxed attitudes toward time. The differences between England and Italy are like the differences between two sisters, one being more outgoing and sociable while the other is more reserved and prefers to stay in. Both are very different, but both still share the same European heritage.
It can be said that business practices in England are mostly formal, with a heavy emphasis being placed on schedules and deadlines. The meetings are usually structured and to the point, and there is not much time wasted. Compared with that, Italians tend to have a much more flexible approach to business relationships, valuing personal relationships and mixing business with leisure in many cases.

· Social Norms and Hospitality Practices
It is important to note that English hospitality practices are characterized by efficiency and professionalism, often adhering to a strict set of service standards and protocols. In contrast, Italian hospitality is known for its warm and personal approach, where the goal of building a rapport with guests is paramount to the success of the guest experience. While the efficiency and professionalism of English hospitality ensure a streamlined and consistent experience for guests, the warm and personal approach of Italian hospitality creates a more intimate and personalized experience. However, the strict adherence to service standards in English hospitality can sometimes feel impersonal, while the personal approach in Italian hospitality may result in slower service. 

3. GLOBE Project Analysis
Using the GLOBE Project's cultural dimensions, England and Italy can be compared in terms of societal practices and values. The English cultural cluster identifies with what is known as the "Anglo" cultural cluster, which represents individualism, low power distance, and a focus on performance. (appendix 1) The implications of individualism and low power distance in the English cultural cluster are that individuals are encouraged to be self-reliant, assertive, and prioritize their personal goals. Additionally, there is a relatively equal distribution of power, which fosters a more collaborative and inclusive work environment where ideas and contributions are valued regardless of hierarchy. Italy, part of the "Latin Europe" cluster, emphasizes relationships, higher power distance, and greater uncertainty avoidance. Italy, therefore, has a more formal and hierarchical organizational structure. This structure allows for greater decision-making authority and allows for a more structured and rigid chain of command. Additionally, the Italian workplace emphasizes the importance of loyalty and respect for authority.

When it comes to leadership styles, England tends to favor a participatory and inclusive approach, valuing the input of members of the team as well as creating collaborative environments.   As an alternative, Italy can demonstrate a more hierarchical leadership approach, in which authority plays a central role, and decision-making is typically centralized at the top. The impact of a participatory leadership style in England is that it encourages employee engagement, autonomy, and innovation. By involving team members in decision-making and valuing their input, it creates a sense of ownership and motivation among employees. On the other hand, the hierarchical leadership style in Italy may lead to a more structured and efficient decision-making process, but it can also hinder creativity and limit the flow of ideas from lower levels of the organization.


4. Challenges of Intercultural Leadership in the Hospitality Industry
Communication Styles
One of the primary challenges in managing an intercultural team is communication. In this case, it is common for English to use direct and explicit communication while Italians tend to use more nuanced and implicit communication. Misunderstandings can arise if these differences are not managed effectively.
Leadership Expectations
There are differences in power distance and leadership expectations between different countries. (appendix 1) In this case, the English employees might expect a more democratic leadership style, while Italian employees might be more comfortable with a directive style. In order to maintain team cohesion and morale, it is imperative to balance these expectations.
Conflict Resolution
There can also be significant differences in conflict resolution approaches and each country will act differently. For example, in the United States, it is common to try to resolve disputes through negotiation or mediation, while in other countries, such as China and Japan, it is preferred to resolve conflicts through compromise and conciliation. In our case, English employees might prefer formal and structured conflict resolution mechanisms, whereas Italians might favor a more personal and informal approach. As a leader, understanding and mediating these differences is essential.
Adaptability and Flexibility
As Italy has a higher degree of uncertainty avoidance, Italian employees may have a harder time adjusting to changes and facing uncertainty than their British counterparts. The implementation of new hotel policies or changes could pose a challenge for the hotel as a result of this. To support Italian employees in adjusting to changes and uncertainty, it would be helpful to provide clear communication and explanations about the reasons behind the changes. Additionally, offering training or workshops on adaptability and resilience can help Italian employees develop the necessary skills to navigate uncertainty. 

5. Conclusion
To successfully integrate Italian employees into the Multicultural Hotel & Spa in London, it is essential to understand the cultural differences between England and Italy, analyze their leadership styles and dimensions, and address the challenges of intercultural leadership. When cultural diversity is embraced, intercultural competence is promoted, and flexible leadership approaches are adopted, a multicultural team can be harnessed and the hospitality experience can be enhanced both for the guests and the company. “By embracing diversity and fostering a culture of inclusivity, leaders can unlock the full potential of their teams and drive positive outcomes.” (Danny S., 2022)

6. Recommendations
· Cultural Sensitivity Training: Implement training programs for all employees to enhance cultural awareness and sensitivity.
· Balanced Leadership Approach: Develop a leadership style that incorporates elements from both English and Italian cultures, promoting inclusivity and participation.
· Effective Communication Strategies: Establish clear communication protocols that bridge the gap between direct and indirect communication styles.
· Conflict Resolution Mechanisms: Create flexible conflict resolution mechanisms that cater to both formal and informal preferences.
· Support During Transitions: Provide additional support and clear guidelines to Italian employees during periods of change to mitigate uncertainty avoidance issues.
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8. Appendix 

Appendix-1 Country Comparison Tool
https://www.hofstede-insights.com/country-comparison-tool?countries=italy%2Cunited+kingdom
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