
Report Title: Intercultural Competence and Leadership Analysis for Diversity Hotel & Spa's Expansion to Italy





Date: 3/11/2023
Prepared by: Bogdan Ion Vidoi
Assistant General Manager
Diversity Hotel & Spa, London

Executive Summary:

This report aims to provide valuable insights for the General Manager's visit and the smooth opening of the new Diversity Hotel & Spa in Italy. The report analyses the link between intercultural competence and leadership and how this affects business success. The report begins with an overview of Italian culture and traditions. It also analyses the two countries' key cultural differences, customs and behaviours. It employs the GLOBE cultural framework and leadership study to explore further divergent practices relevant to the hotel industry, such as in-group collectivism, assertiveness, performance orientation, future orientation, and power distance cultural dimensions that can affect the smooth operations of the hotel. The Italian culture is viewed as polychrome in contrast with the British one, which is more strict with time and schedules. The report emphasises the importance of cultural intelligence and sensitivity for hotel personnel and concludes with recommendations for the General Manager.
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Introduction:
Diversity Hotel & Spa, a 5-star UK-based hotel company, is expanding overseas to Italy. In preparation for the General Manager's visit to the new Italian hotel, this report explores the cultural landscape, identifies relevant behaviours and customs to the hotel industry, and discusses the importance of cultural intelligence in the hospitality industry.

Italian Culture and Customs
Italy is well-known for its abundant cultural inheritance and a strong emphasis on family, tradition, and community (Barański & West, 2001). In Italian culture, interpersonal relationships, hospitality, art, music, and cuisine play an essential part (Guida, 2020). Greetings often involve physical contact, such as cheek-kissing; Italians are very expressive, with a lot of body language and gestures to communicate. People still speak local dialects at home and standard Italian in public (De  Mauro, 1963 in Guida, 2020). In the last two decades, upward mobility, urbanisation and migration from Romania, Ukraine, China, and Maroc have caused linguistic and cultural changes (Guida, 2020).
According to Hall's classification (Hall, 1961), Italian is a polychronic culture. Italians have a relaxed attitude towards time and schedules; businesses and shops usually close for a few hours in the afternoon, so the evening work schedule is prolonged. Dining is considered a social affair where people take their time to savour their meals and engage in conversation. 

GLOBE Cultural Framework and Leadership Study
The GLOBE ("Global Leadership and Behaviour Effectiveness") study (Globe, 2023) aims to discover the role of culture in effective leadership and to determine how meeting cultural expectations predicts leadership success. The study identified cultural differences across countries and leaders. These cultural dimensions might be applied to forecast cross-cultural interactions. It found that countries can be framed in nine cultural dimensions, and sometimes, cultural values do not align with existing practices. Additionally, the study identified ten clusters of countries that share similar cultural aspects. Britain belongs to the Anglo cluster, while Italy belongs to the Latin Europe cluster (Globe, 2023).
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Figure 1.a. England Culture Visualisation (Globe Project, 2023)
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Figure 1. b. Italy Culture Visualisation  (Globe Project, 2023)
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Figure 2.a. England  Leadership Visualisation - Italy (Globe Project, 2023)
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Figure 2. b. Italy  Leadership Visualisation (Globe Project, 2023)

Some key cultural differences and behaviours as resulting from the diagrams include:
In-Group Collectivism: Italians prioritise their close-knit families but also social circles. Building relationships and trust are essential for Italians in business interactions. Britons tend to be more reserved and centred around close family and friends and may find Italians too intrusive.
Performance Orientation: There is an expectation for excellence and quality in Italian products and services, aligning with Diversity Hotel & Spa's commitment to luxury and high standards, but they value a balanced approach, highlighting quality and craftsmanship in addition to performance (Masino, 2021). This approach may perceived as careless by a  British manager as Britons place a high value on performance, efficiency, and productivity in work settings, with emphasis on achieving goals within deadlines.
Assertiveness: Italians are often direct and expressive in communication, reflecting the importance of clear communication in business. They openly express disagreement or passion. Britons tend to be more indirect and polite. Open disagreement or conflict is generally avoided. This may lead to confusion regarding tasks to achieve and performance metrics. 
Uncertainty Avoidance: Italians generally have a moderate level of comfort with uncertainty and may tolerate some ambiguity, but not to the extent Britons may accept it. This is important for staff morale when facing the challenges a hotel opening may involve. 
Power distance: British society tends to have hierarchical structures generally flatter, and there is an expectation of equality and open communication in contrast to Italy, which has a higher power distance culture with more pronounced hierarchical structures and significant respect for authority and age, which may impact the way Italians interact with senior management. 
Future Orientation: While British culture tends to be future-oriented, focusing on planning, setting goals, and a strong work ethic, Italian culture balances future orientation with a strong emphasis on the present and enjoyment of life, often referred to as "la dolce vita’’ (Guida, 2020) which may affect work commitment. 
Cultural values directly influence society’s leadership expectations and CEO leadership behaviour (Globe, 2020). Understanding these cultural differences will support managers in efficient communication and collaboration and address potential business challenges (Hofstede, 2011).





Importance of Cultural Intelligence and Sensitivity

According to Korjala (2012), cultural diversity has a significant influence on the hospitality business. Effective leadership in a globalised world requires understanding and navigating cultural differences to build strong, diverse teams (Leung et al., 2014).
Cultural intelligence (CQ) is the ability to effectively navigate cross-cultural contexts (Earley & Ang, 2003 in Dembek, 2017). It allows individuals to adapt and communicate effectively with people from different backgrounds (Whaley & Davis, 2007; Hammer et al., 2003 in Leung et al., 2014), which is essential in the hospitality industry.
Implementing culturally sensitive practices, such as considering customs, beliefs, and preferences like dietary restrictions in certain religions and accommodating requests for religious holidays, shows respect and understanding towards guests' cultures (Moran & Abramson, 2018). By incorporating them into their operations, businesses not only promote inclusivity but also increase customer satisfaction, customer loyalty, and positive word-of-mouth recommendations (Seo, 2012; Hopkins, 2009) and build a positive reputation that attracts more customers in the long run.  
According to Kotsaga (2015) and Perelló Company (2020), cross-cultural training is an essential factor in enhancing cultural intelligence within the hospitality sector. By equipping staff with the essential knowledge and competencies of different cultural norms, customs, and behaviours, cross-cultural training allows them to provide tailored services that cater to diverse needs (Taras et al., 2020).  
Overall, cultural intelligence is crucial in the hotel industry as it not only enhances guest experiences but also promotes inclusivity and diversity within the workplace (Krishnan & Calahan, 2021; Christiansen, 2020).
As businesses continue to develop globally, it is essential to prioritise cultural intelligence and sensitivity as critical factors for expanding their reach into new markets and achieving success in the competitive market of the hotel industry (Christiansen, 2020) 



Conclusion:
In conclusion, understanding Italian culture and demonstrating cultural intelligence are essential for the successful expansion of Diversity Hotel & Spa to Italy. By embracing local customs, values, and practices, the hotel can create a welcoming and authentic experience for guests and employees, aligning with its brand standards and commitment to excellence. 

Recommendations:

To ensure a successful launch of the Diversity Hotel and Spa in Italy, the following recommendations are proposed:
Cross-cultural training (Taras et al., 2020) on Italian culture, customs, and communication styles to enhance their cultural intelligence. Investing in cross-cultural training should be a priority for the business to thrive in the Italian competitive hospitality market.
Encourage continuous learning and adaptation to cultural context by organising regular workshops and discussions (Krishnan & Calahan, 2021).
Hire multilingual staff to facilitate communication with international guests.
Hire a cultural consultant who can bridge cultural gaps and offer staff guidance on Italian culture and customs. 
Implement local Partnerships with local businesses and artisans to incorporate traditional elements into the hotel’s interior design and culinary experiences. 
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