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Executive Summary
This report is about the process by which Italian employees are integrated into the staff of the Marriott International Multicultural Hotel & Spa in London. It focuses on the 6 cultural dimensions of the GLOBE Project’s culture to analyse differences between the Italian and the English hotel and service sectors. Key findings show that knowing the unique traits of each culture is critical to the success of teamwork and customer service. Recommendations consist of the deployment of cross-cultural training and long-term cultural competence programs to effectively update and enhance the cultural standard of the hotel operations and improve intercultural interactions within the premises.



Table of Contents
Introduction	1
Main Body	2
Cultural Overview of Italy	2
Comparison of Cultural and Operational Practices	3
Analysis Using GLOBE Project’s Framework	4
Challenges of Intercultural Leadership	5
Conclusion	7
Recommendations	7
References	8


[bookmark: _Toc166154986][bookmark: _Toc167713736]Introduction
The current role as a General Manager for the Marriott International Multicultural Hotel & Spa London has started to integrate Latin Europe as in Italian staff with the local UK workers. This report follows the Anglo cluster methods of cultural adaption along with critical intercultural leadership (Christiansen, Branch, and Karmowska, 2020). Guests need to have cultural sensitivity in the global tourism industry, particularly with regard to guest services, teamwork, and the overall level of service, which are the critical components of satisfying guests during their interactions with a tourism company (Abramson, and Moran, 2018).
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Figure 2: Italy hotel results in 2020 and forecast 2021 (Terzulli, 2021).
Hospitality is an integral part of Italy, and the locals are friendly and welcoming to the guests, which signifies a high score on Humane Orientation and Collectivism as per the GLOBE Project. This is evident from Italy’s high Uncertainty Avoidance score, which works towards the provision of an organised guest service. The element of Italian hospitality is the source of the tradition of the “ospitalità” which is paying particular attention to guests and carefully cultivating professionalism. Overcoming language barriers and being attentive to guests' needs characterise the core values of the company, which makes them feel welcomed and appreciated (Marocci and Rovitto, 2015).
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Figure 3: Italian hotel Market outlook 2023 (Cryogenica, 2023).
As far as Italian hotels are concerned, their operating policies mix the old style with the new service rules. This style often coincides with the basic structure but with a great deal of flexibility to cater to those guests' needs. Italian hospitality entails more than just the provision of comfortable accommodations: it also includes the utilisation of locally-based cuisine and culture in the offered services, bringing to life an immersive experience that is unique to each guest (Maheshkar and Sharma, 2018). This model demonstrates that Italy devotes a decent portion of its resources to its hospitality to exhibit its cultural wealth.
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Figure 4: Top 10 Most Valuable Hotel Brands (Source: Cullen (2023)).
While Italy has high scores in collectivism and humane orientation, the UK has low scores in group collectivism but higher individualism. This high level of uncertainty avoidance makes Italy conduct its operations in a very structured manner compared to the UK, whose lower level of uncertainty avoidance means that it is willing to deal with a lot of uncertainties. In Italy, one should recognise that business etiquette has a rather casual characteristic that sometimes precedes professional interactions. Italian organisations mostly take a paternalistic style while favouring team spirit through such decisions. Such organisations favour the welfare of the employee as a family man would (Retter, 2017). On the other hand, business practices in England place more emphasis on informality and social relationships. The business practices in English-speaking countries are generally more formal and structured, with explicit emphasis on punctuality, privacy and protocol (Hofstede, Hofstede, and Minkov, 2010).

Key Differences
1. Power Distance
Italy: High power distance, clear and distinct segregation of management and employees, and employees’ obedience towards their supervisors.
England: Lower power distance means a higher level of equality between superiors and subordinates and between individuals.
2. Collectivism vs. Individualism
Italy: High level of In-group Collectivism, employees’ loyalty to the group, and family-oriented attitude in the company.
England: The aspect of self-organisation also shows high levels of individualism, goals and achievements and strict separation of formal work and personal lives.
3. Uncertainty Avoidance
Italy: A high Uncertainty Avoidance and a preference for formal structure and procedures.
England: Lower Uncertainty Avoidance, flexibility, and innovation are the following vital downsides of collectivist cultures.
4. Assertiveness
Italy: Acute assertiveness or direct approach in communicating messages.
England: More polite, less dominant, less emotionally expressive, less intense language use.
5. Hospitality Practices
Italy: Hospitality, professionalism, respect for the preferences of tourists.
England: Caring, punctual, predictable and giving no impressions of being favourably disposed
 (Rovai and De Carlo, 2023).
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The GLOBE Project’s framework is a valuable tool in evaluating various cultural dimensions. These dimensions include Unexpectedness Avoidance, Social Collectivism, and Humanization Orientation. A difference in these components leads to cultural differences that have a significant effect on the hospitality sector. GLOBE project reveals that Italians are high on Uncertainty Avoidance, which means that Italian hospitality operations are well structured. At the same time, the lower Uncertainty Avoidance of the UK people makes them more adaptable and open to change. The high level of collectivism in Italy can be explained by the fact that employees prefer group decisions. At the same time, the UK is characterised by individualism, which means that people prefer to make decisions independently (Shockley, Shen and Johnson, 2018).
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Figure 1: Marriott International London (Source: On (2022)).
Regarding collectivism within the group, Italian hospitality shows the importance of excellent, family-like team bonds and loyalty, which leads to a management style which is nurturing but can be centralised. The UK-based culture, known for lower In-group Collectivism, only leads to personal autonomy and recognition in the management process (Triguero-Sánchez, Peña‐Vinces and Ferreira, 2022).
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Inter-cultural leadership issues include handling the over-communicative nature of Italians (High Assertiveness) in contrast to the measured and sparing communicative approach of the British (Low Assertiveness). Consequently, those with high Humane Orientation scores may be viewed as overly friendly, while those with low scores may be seen as rude; Italians are the overly friendly ones, while the Britains are rude (Scott, 2020).
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Figure 5: Intercultural Leadership Challenges (Abensur, 2024).
Conflict might occur inside task execution scenarios when the Italian staff discusses things with quickly and warmly, and the English staff might approach everything in a procedural and detailed way. The implications of such differences might be significant in that they could compromise the cohesion of the team, perhaps to the extent of creating inconsistencies in service (Ordóñez, 2020). In order to be efficient in intercultural leadership, specific priorities should be designed to build respect for different traditions and approaches while also developing a discourse that bridges cultural gaps in order to ensure a harmonious and effective workplace (Chavan and Taksa, 2021).
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This analysis pinpoints the critical aspect of intercultural management as a tool facilitating the harmonisation of standards and ensuring smooth customer relationships in a multicultural hospitality environment. A healthy relationship between Italian and English-speaking staff members affects the quality of service and harmonious working. The findings obtained also prove the vital role of studying and handling these cultural intricacies because these can drastically improve the overall process effectiveness and client satisfaction.
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Arranging intercultural training workshops and regular communication sessions can help to integrate London hotel staff. Moreover, introduces a system of continuous improvement of cultural competence, such that the team is able to continually upgrade the internal management system, thereby ensuring that the changing needs of global guests are met (Cutler, 2018).
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