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[bookmark: _Toc159341985]EXECUTIVE SUMMARY
This research portfolio report aimed to analyses various international cultures in command to enhance the experience of hotel visitor’s service.  It also aimed to cover the concepts that compare countries using GLOBE country culture and leadership. The report analyzed problems related to intercultural leadership in hospitality industry and recommendations to overcome it.
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[bookmark: _Toc158391024][bookmark: _Toc159341986]INTRODUCTION
Cultural awareness is awareness about differences and similarities between two different cultures. Cultural is a social behaviour that reflect the characteristics of societies. Custom is an important part of culture. Custom is traditional way of doing specific things in a society. The report will discuss about different international cultures in order to improve the guest service experience. The report will analyse and compare countries using GLOBE Project culture and leadership. The report further discussed about the challenges of intercultural management in the hospitality industry and its recommendation to overcome the problems. The report will be based on five Star Inclusivity Hotel & Spa in Italy. 
[bookmark: _Toc159341987]MAIN BODY 
[bookmark: _Toc159341988]Culture and custom overview 
Culture contain characteristics of societies such as principles, habits, language, rituals etc. Different nations have different practices which are getting evolved with the time such as dresses, style of eating, ingredients used, forms of music etc. have changed by the time. Custom is significant element of culture. Custom is ancient way of doing things that is exclusive to the societies where is was originated. There is lot of cultural and custom differences between England and Italy. Italy has very laid back lifestyle culture which gives more importance to the family, food and fashion. They think that money will they behave in calm and stress-free way where they don’t take tensions of anything. They enjoy every moment and work on simplifying things whereas England is more business oriented. England people are reserved and polite in nature. In Italy gestures of hands is used to express how a person feels in communication whereas in England people don’t use hand gestures more. In food for example pasta is served as a starter but in England pasta is served as a main meal. In Italy bidet is commonly seen which is known as mini toilet beside the normal one but in England it is not seen everywhere (Tsunoda, A., 2021). 
[bookmark: _Toc159341989][bookmark: _Toc158391026]Analyze and compare the countries using GLOBE Projects culture and leadership study 
Global Leadership and Organizational Behaviour Effectiveness (GLOBE) project is a study that offers strategies of international management (Tautiva, 2020). This is made to develop and analyse how effective leadership theories are in a company. This also examines the relationship on leadership and management. There are nine cultural measurements which include orientation in performance, assertiveness, orientation in future, human, institutional, in group, gender, power distance and uncertainty avoidance. There are six leadership element such as charismatic, team oriented, and participative, human, independent and self-protective leadership.  England has high score in performance orientation which means culture in England encourages reward for improvement in performance. It also have high score in future orientation which means people of England have future oriented behaviour which helps them to plan and invest in future. It has higher score in human orientation, in group collectivism and minimises gender inequality (Beham, 2023). According to the scores England has high scores in charismatic, team oriented, participative and slightly contribute in human oriented. Italy also have high scores in cultural practices in performance orientation, future orientation, human orientation, institutional collectivism and in group collectivism (Nazarian, 2024). In leadership score also charismatic, team oriented and participative have higher score. Concluding the graph England is more into individual society where people only think about themselves whereas people in Italy are family oriented. England people also think of their future rather than of present, Italy people live every seconds of life and think less for future. England people are more indulgence than people of Italy. Italy people are prefer equality than England. Italy people are motivated towards success more than England people. Italy have highest score in uncertainty avoidance which means Italian people try to avoid uncertainty (Lawrie, 2020). 
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 Figure 1 
(Source: Hofstede Insights, 2024)
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Figure 2
(Source: GLOBE, 2016-2020)
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Figure 3
(Source: GLOBE, 2016-2020)


[bookmark: _Toc159341990]Challenges in the hospitality industry related to intercultural leadership 
Challenges of intercultural leadership in hospitality industry create problems for employees and managers to work with individuals different cultural. There can be challenges between the manger and employees and problem can be raised between hotel guests and staff members of the hotel. Communication barrier is the major barrier between either hotel guests and employees or mangers (Al Shamsi, 2020). Communication also impact when teams are global and it is challenging to communicate between the team members. There are various types of communication such as spoken language, technical language, written communication, country particular language, communicating through gestures (Shadiev, R. and Yang, M., 2020). For example same gesture is used in many the cultures but have different meaning altogether. Thumbs up is used for good job in some countries while in Iran, some part of Italy avoid using this gesture as it means offensive to them. 
[bookmark: _Toc159341991]Recommendations
Intercultural challenges that are faced in hospitality sector can be overcome by using some strategies (Liu, Y., Liu, J. and King, B., 2022). To overcome language challenge an individual needs to communicate in plain language without any short form or code language.  Mangers and staff members need to remove any code words and jargons that are used for hotel guests or between the staff members. Many languages are used in hospitality sector so free training should be provided to staff members and manger f hotel so that it is easy to communicate better with the guests. Staff members need to learn to talk slowly and clearly so that there is no language barrier between the employees and guests. Employees must also get training like how to behave with guests and team should be aware of differences that culture have. 
[bookmark: _Toc159341992]CONCLUSION
Cultures and customs are different in different countries. There are lot of differences in cultures between England Italy. England is business oriented and people are reserved in nature whereas in Italy people are more relaxed and want to live in the moment. They are not driven by more money. The report discussed about the difference in cultures and customs. It compared countries using GLOBE project culture and leadership of England and Italy. Challenges of intercultural leadership in hospitality sector is discussed with the solutions that how it can be overcome. Major challenge was communication barrier between the employees and hotel guests. 
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