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Executive summary
With the following hotel module book, a discussion related to cultural differences and their significance has been done. A comparative discussion has been done between Italy and the United Kingdom. The handbook has presented the information in light of the different models and theories that include the Value orientation theory and Hofstede cultural dimension framework. 
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Exceptional customer service is essential for building strong relationships with the guests due to the fact that it is generally the first and last interaction guests have with the brand. First impressions are always considered crucial for retaining the customer. Therefore, it is considered essential that brands within the hospitality industry should ensure that the staff should have adequate knowledge and skills to provide adequate services to the guests. At the same time, the hospitality industry has to deal with customers from diverse backgrounds and cultures hence requires that employees should understand related to intercultural competencies. 
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[bookmark: _Toc137851040]Value Orientation Theory
Value orientation theory suggests that all human societies need to answer a limited number of universal issues, highlighting that value-based solutions are limited in number and are known universally, at the same time, highlighting that different cultures tend to have different preferences (Pletzer et al., 2018). In terms of the hospitality industry, the Value Orientation theory suggests that cultural intelligence and sensitivity are significant for hotel personnel. As per the theory, it is essential that hotel personnel should have a core understanding and embrace cultural differences in order to provide excellent customer services who are from diversified backgrounds. Moreover, the theory suggests that cultures are generally differentiated because of their attitudes, beliefs and behaviours. Hence required that employees within the hospitality industry should possess cultural intelligence and should be adequately skilled in navigating the differences, which shall be helpful in avoiding any kind of misunderstanding. With adequate cultural knowledge, employees can be able to gain an understanding related of the behaviours and preferences of the consumers (Martinsuo and Hoverfält 2018). 
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Taking into consideration the Hofstede cultural dimension, it has been identified that Italy, in comparison to the UK, has a high score in power distance, which indicates that hotels in Italy follow the hierarchical structure and authorities are respected there. In comparison to this, UK hotels imply a more equitable approach and, therefore, have flatter hierarchies, and decision-making power is distributed among the different departments. Moreover, in terms of individualism vs collectivism, Italy focuses on creating strong bonds; therefore, departments within the hotel industry foster a team orientation environment (Shepherd et al., 2021). On the other hand, the UK follows a more individualist approach; therefore, the hotel staff emphasise taking the initiative and is required to work independently. In addition to this, in terms of masculinity vs feminity, Itlay demonstrates a much higher level of masculinity; therefore, hotel departments foster a performance-oriented culture that has set targets and goals. Similar is the case with hotels in the UK, where the focus is given to competitiveness and achievement. Moreover, in terms of uncertainty avoidance, Italy has high level than in comparison to the UK. The high score indicated that hotel departments work with clear guidelines and with that standard operating procedures are followed. On the other hand, departments work in an adaptable and flexible environment where employees embrace uncertainty and change. In addition to this, employees are also open to new ideas and thus, innovation is encouraged. With that, in terms of indulgence vs restraint, departments in a hotel in Italy tend to create an enjoyable atmosphere for the guests. With that, focus is given to building strong and personal relationships with the guests. Whereas in the case of the United Kingdom, departments focus on providing professional assistance and providing guests with the required information related to services and tourist attractions. Hotels in the UK focus on understanding visitors' requirements, providing superior service, and protecting their privacy. British visitors can respect independence; therefore, offering thorough information for autonomous inquiry might be helpful (Milosevic 2019). 
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	Do’s
	United Kingdom
	Italy

	
	Be professional and be on time.
	Develop personal connection

	
	Focus on providing professional services. 
	Be more friendly 

	
	Offer a variety of tea options.
	Demonstrate appreciation towards Italian cuisine and culture.

	
	Focus on clear and concise communication.
	Can be flexible with schedules

	Don’ts
	Involve in sharing personal information 
	Neglect building connection

	
	Making decisions on assumptions
	Have inadequate knowledge related to Italian cuisines or values.

	
	Involve causal relationship 
	Overlooking the individual preferences of the guests

	
	Inadequate knowledge related to British traditions
	Neglects knowledge and information related to cultural heritage 

	
	Involve in small talk. 
	Building a strict working environment 
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Following are some of the recommendations that can be adopted by the hotel staff in Italy, which shall be helpful in providing exceptional guest services.
· Through the analysis, it has been identified that people in Italy pay significant importance to their cultural heritage and cuisines. Therefore, it is recommended that the hotel staff should be provided with adequate training through which the staff should be provided with the knowledge related to the cuisines and cultural heritage. In addition to this, Italian restaurants should feature regional specialities and offer a welcoming, family-style eating atmosphere. Staff members should exhibit a true love of cuisine by making tailored recommendations and fostering a friendly environment. Italian visitors value authenticity, care for the little things, and leisurely eating experiences.
· Moreover, understanding cultural preferences and expectations is necessary for adapting service delivery in the hospitality sector. Hotel departments may create enduring experiences that meet the demands and preferences of their visitors by adapting their practises to the cultural nuances of diverse nations. Therefore it is also recommended that staff should be provided knowledge related to the preferences and needs of the guests. Therefore it is suggested that adequate market research should be done, which will be helpful in collecting the required knowledge related to the trends and preferences. With the gathered information, adequate decisions should be taken, and related strategies should be implemented. 
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