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[bookmark: _Toc168310526]Executive summary
The purpose of this report is to discuss the cultural differences between England and Italy and how they influence the delivery of hospitality services. While understanding the working culture England highlights individualism, personal space, and professionalism, and Italy; in contrast, collectivism, relationships, and work-life balance. These differences affect governmental and customer relations in hotels. Based on the GLOBE Project culture and leadership study and assessments of various dimensions such as performance orientation, power distance, and uncertainty avoidance. It also presents the difficulties faced by the leadership across cultures relevant to the hospitality business in terms of communication and decision-making including conflict management. Recommendations include cultural training, allowing flexible services for guests, better communication, and practising inclusive leadership.
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Cross-cultural attributes are factors that greatly influence the hospitality industry, with an influence on guests’ expectations and the services offered. As General Manager of the Multicultural Hotel & Spa in London; This report tries to explore differences between England and Italy using the GLOBE Project and apply them to improve guest service and timely advance in the management of an international team.
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[bookmark: _Toc168310529]Key Differences between England and Italy
Social and cultural differences between England and Italian societies are immensely distinct despite their geographic location within Europe. Some of the cultures that define England are individualism, privacy, and hard-working culture. In Italy, family and social obligations, as well as the balance of work and career, are in the highest regard. These differences are evident and play a major role in the delivery and consumption of services within the hospitality industry. The culture of England’s people is based on the recognition of freedom and individualism, the acceptance of individual behaviour and the encouragement of personal responsibility among people. Personal space and privacy are vastly important in this aspect, with an indication of formal and reserved communication and behaviour. Further, the work attitudes of England are the best, and they are well known for being hard-working people who value time and are always on time (Campagna, Caperna, and Montalto, 2020.).
On the other hand, Italian social culture is collectivist, where relations with family and friends are highly valued. Italian culture values social relationships and personal interactions, which makes people look for ways to interact with their friends. Another area where informal access prevails is business relations: Nothing is more important than maintaining a rather friendly and relaxed setting. Preparatory discussions both lengthy and seemingly casual lead up to the official business activity; this is an indication of the high importance placed on establishing relationships and commitment in Italy (Baraldi, Farini, and Ślusarczyk, 2023). These cultural practices do help in explaining or understanding how guests and their expectations are managed in the hospitality industry. They may expect England’s clients to be attended equally professionally concerning the delivery of services which is likely to strictly adhere to the arranged time schedules. Compared to this, the expectations of guests in Italy could be more rigid and formal, following a less businesslike strategy involving a concern over relations as well as over hospitality. Failure to address or comprehend these cultural models is most likely to hinder the accomplishment of outstanding customer satisfaction and the development of favourable understanding within the multiethnic environment of today’s hospitality industry (Sarwar et al., 2020).
[bookmark: _Toc168310530]Comparative Analysis Using GLOBE Project
The GLOBE Project is an explorative research program that aims at enhancing the comprehension of cultural characteristics and leadership behaviour. 
· Performance Orientation: When comparing the difference between the two, England has a higher mean score on performance orientation than on measurement orientation as it focuses on achieving goals and excellence. This can easily mean a more formal method of service delivery in hotels that is also productive. Italy with a lower result may target more on the friendly environment sphere more, or at least, the receptiveness of an environment, even if it doesn’t compromise very high rates of its stringent organization (Handoyo et al., 2023).
· Individualism vs. Collectivism: The main reason to concentrate on the distinctiveness of the culture is the individualism of England, which means that people are independent and take personal responsibility for everything (Mathafena and Msimango-Galawe, 2023). Collectivism in Italy creates a cultural context where people feel strongly about unity within the team and their obligations to the team. Some differences could affect employees as they engage with each other and their approaches to serving guests (Fatehi, Priestley, and Taasoobshirazi, 2020).
· Uncertainty Avoidance: Italy produces a higher value to this factor, which indicates the country’s need to avoid uncertainties, and instead have well-determined and structured policies. This will impact the scalability and how applicable these changes are to the provision of services relative to the less restricted and more fluid approach found in England (Hassna et al., 2023).
[bookmark: _Toc168310531]Challenges of Intercultural Leadership in the Hospitality Industry
· Communication Styles: The major difference which can be identified here is that the England people tend to be less expressive and talk in rather plain terms, while the Italians may be rather expressive and use many elaborate phrases. People tend to have misconceptions about themselves when such distinctions are not controlled effectively (Tuleja, 2021).
· Decision Making: The necessity is presumed because in making decisions, particularly in business, the England people are known to be prompt and mostly concerned with effectiveness. Italy is also a country where decision-making differs to a greater extent, this decision-making process may be longer since it is based on consensus. This difference might lead to differences in management approaches, and also, in the operations (Rijal, 2023).
· Conflict Resolution: One common feature of England people is etiquette, or rather their tendency to avoid public scandals and resolve issues as calmly and unnoticeably as possible. For example; Italians may engage in a particular conflict than of England’s (Nazarian et al., 2022).
[bookmark: _Toc168310532]Potential Areas of Conflict
Some aspects may conflict with the strong and clear tendencies of the England people towards efficiency and rationality, which are likely to create a conflict with the Italian desire to achieve a hospitable environment in the company and, as a result, the established standards. The discrepancy in organizational structure between Italian culture and England’s culture is also another issue. Differences in perimeters towards professionalism and contact may result in misconceptions or disputes between guests belonging across cultures.

[bookmark: _Toc168310533]Conclusion
Understanding England, and Italy and their significance for them as the countries of origin will help identify the major cultural differences that can impact the guests’ satisfaction and the hospitality sector in particular and to elaborate effective methods of human resource management that will involve the multicultural employees. Focusing on the second aspect, the differences in the characterization of these perceptions are of great importance for understanding the nature of the cooperation possibilities The GLOBE Project’s experience may serve as useful to comprehend all these differences.
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· Cultural Training: It also recommended that intensive cultural understanding training programs be developed and conducted for staff members.
· Flexible Service Standards: It is important to have flexible service delivery criteria that allow for a balance between effective work delivery and services as well as ensure that they offer the best to guests.
· Enhanced Communication: Fix no compromise relationships to ensure free and clear communication to overcome barriers occasioned by diverse cultures.
· 
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