

Executive Summary
This report analyses Italy's cultural landscape to support the strategic expansion of Diversity Hotel & Spa into the country. The report examines Italy's historical and contemporary cultural dynamics, using the GLOBE Project's frameworks to analyse its distinct business practises necessary for operating in the Italian market.
The analysis focuses on cultural intelligence, which plays an essential part in the hospitality sector. Cultural sensitivities greatly impact service quality in this industry. Intelligence supports customer service and strengthens internal team dynamics, promoting a diverse and inclusive workplace.
The report highlights potential challenges for the General Manager leading this expansion, such as understanding Italy's complex communication styles, social norms, and business etiquette. These elements play an important role in influencing the operational and interpersonal aspects of the hotel's presence in Italy.
This paper provides insights and strategic recommendations to address potential cultural faux pas. Important factors to improve cultural competence in the hospitality industry involve avoiding assumptions about guest preferences, providing thorough cultural training for staff, and implementing a feedback system for ongoing improvement.
The report aims to provide the General Manager with a comprehensive set of tools for a successful and culturally harmonious market entry, by synthesising findings and action points. Diversity Hotel & Spa seeks to expand and integrate respectfully with Italy's cultural tapestry, enhancing its global brand while honouring local specifics.
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1. Italy: At a Glance
Italy, a historically significant nation, has had a profound impact on art, science, and culture throughout its long history. With a rich Roman heritage and significant influence during the Renaissance, its historical importance is undeniable (Celenza, 2021).
1.1. Historical Background:
Italy has a rich historical background, being considered the birthplace of Western civilization. Its roots can be traced back to the Roman Empire, and it has been further shaped by the Byzantine and Renaissance eras (Celenza, 2021).
1.2. Interpersonal Dynamics:
· 1.2.1 Communication Styles: According to Kleinová (2019), Italians exhibit warm and expressive communication. Verbal interactions are characterised by intense emotions and frequently accompanied by lively hand movements.
· 1.2.2 Gestures and Non-verbal Communication: Kleinová (2019) also states that hand gestures play a significant role in Italian communication, as they carry specific meanings. A gesture involving a quick movement of the fingers towards the chin is indicative of disagreement.
1.3.  Traditions and Social Norms:
Italians place immense value on family and kinship. Sunday meals, festivals, and gatherings are cherished moments, emphasise unity and tradition (Huysseune, 2003).
1.4. Business Etiquette:
According to Berg (2022) respecting hierarchy is crucial in the business. Negotiations exhibit liveliness yet uphold courtesy and formality. Developing interpersonal connections is a fundamental aspect of business interactions.

2. GLOBE Project: Delving Deep into Italy’s Dimensions [image: A graph of a diagram

Description automatically generated with medium confidence]
The GLOBE Project is a broad research initiative that examines cross-cultural leadership and its relationship to societal and organisational practices. Italy's rich historical and regional influences make it an interesting subject for study (Celenza, 2021).
2.1. Overview of the GLOBE Project:
According to Celenza (2021), the GLOBE Project categorises cultures into nine dimensions, offering a framework for comprehending cultural distinctions and similarities in society, organisations, and leadership.
2.2. Leadership Styles in Italy:
Martalo (2021) conclude that Italian leadership is characterised by charisma and self-confidence. Leaders must demonstrate both decisiveness and genuine care for their team. Family influence frequently impacts business, creating a complex interplay between personal and professional connections.
2.3. Team Dynamics and Collaborative Work:
Italians prioritise collectivism, emphasising group unity and solidarity. However, it is important to acknowledge individual accomplishments while maintaining a sense of unity within a group (Martalo, 2021).
2.4. Business Ethics and Values:
Also, Martalo (2021) conclude that Italian business culture is characterised by a strong emphasis on integrity and honour. Once commitments are made, they are anticipated to be honoured. This is supported by the culture's moderate score in Uncertainty Avoidance, suggesting a balanced approach to unfamiliar situations and risks.


4. The Bedrock of Hospitality: Why Cultural Intelligence Matters
[image: News | Roel C. Schaart]According to Toves (2022), in the ever-changing field of hospitality, it is crucial to comprehend and predict the requirements of guests. Cultural intelligence is crucial in providing exceptional service when the industry interacts with diverse cultural backgrounds.
4.1. Importance of Cultural Sensitivity in Hospitality:
Joseph (2023) states that cultural sensitivity is crucial in the hospitality industry due to the distinct preferences, etiquette, and expectations associated with each culture. Recognising these differences improves guest experiences, guaranteeing their sense of value and comprehension.
[image: How Cultural Intelligence is Shaping the Future of Business | The eLearning  Blog]4.2. Meeting Diverse Guest Expectations:
Guests with diverse cultural backgrounds may have differing expectations regarding service, dining, or room amenities. An Italian guest may value the provision of traditional Italian coffee as a gesture during their visit (Joseph, 2023).
4.3. Enhancing Team Collaboration and Employee Loyalty: 
Sutanto and Setiadi (2021) conclude that cultural intelligence has internal benefits for team collaboration and employee loyalty. Valuing the diverse backgrounds of hotel staff internally cultivates a positive work atmosphere, enhancing loyalty and teamwork.
4.4. Upholding and Protecting Brand Image:
Cultural misunderstandings can harm the brand image and result in dissatisfaction and PR issues. On the other hand, demonstrating cultural sensitivity improves the brand's reputation, making it popular among international tourists (Toves, 2022).


5. Challenges and Potential Pitfalls for the General Manager [image: A graph with blue and purple triangles
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Expanding into Italy, while promising, presents a suite of challenges that any General Manager must anticipate and address to ensure smooth operations. A study conducted by Samovar, Porter, McDaniel, and Roy (2017) conclude the following:
5.1. Understanding Perception Gaps:
Cultural differences in communication styles can lead to varying interpretations of behaviour. For instance, what may be considered a normal practice in the UK, such as direct communication, could be seen as abrupt in Italy. Alternatively, the GM may interpret the passionate Italian conversation as confrontational.
5.2. Addressing Operational Nuances:
Italy's regulation and business environment have unique characteristics. Differences in local customs, holidays, and work hours may necessitate adaptability and careful planning in operations.
5.3. Navigating Team Dynamics and Hierarchies:
Italians highly value hierarchical structures. Although UK management tends to be more egalitarian, the General Manager needs to show respect for local hierarchies to establish trust and foster cooperation.
The potential challenges primarily arise from cultural differences, covering interpersonal communication and business practices. The GM needs to acknowledge and properly prepare for these challenges. Lack of thorough investigation may lead to misunderstandings, affecting team spirit and the hotel's reputation in a new market.

6. Insights & Recommendations
[image: Impact of Good Insights in Business]  Haller, Naegele, and Berger (2019), authors of the “Cultures of Our World” give the following recommendations for GM to prevent cultural mistakes and improve the well-being of both customers and staff: 
Cultural Sensitivities to Avoid: Avoid discussing guests' cultural origins to respect their privacy and maintain appropriate boundaries. It is advisable to avoid using informal Italian expressions until a shared understanding is established, to prevent any perception of disrespect.
Non-Verbal Missteps: Avoid negligence in body language and physical gestures. Avoiding eye contact in Italian culture can be interpreted as a lack of interest or disrespect, which goes against their norms of engagement.
Formality Faux Pas: Avoid using informal salutations, such as first names, with guests until a clear invitation is extended. Violating this boundary without consent can be considered impolite.
Dining Etiquette Errors: To ensure an authentic and respectful dining experience for Italian customers, it is important to avoid disregarding Italian mealtime traditions.
Staff Cultural Awareness Lapses: Reduce cultural misunderstandings by conducting comprehensive briefings on Italian customs to prevent unintentional disrespect or misinterpretations.
Guest Experience Assumptions: It is important to avoid making assumptions about guest preferences regarding room selections and amenities, as cultural differences can greatly influence guest satisfaction.
Feedback Ignorance: It is crucial to prioritise the implementation of a feedback system that points out cultural adaptability. This system is necessary for continuously improving services while increasing cultural competence.
These targeted recommendations can help the GM navigate cultural interactions gracefully, creating a welcoming environment for international guests.

7. Final Thoughts
[image: What It Really Means to Have Intrusive Thoughts | Time]Italy offers a promising opportunity for Diversity Hotel & Spa due to its diverse history, traditions, and business culture. Entering this new market requires a harmonisation of international brand norms and cultural awareness. The hotel's success will be driven by a combination of cultural intelligence and adaptive leadership as it establishes itself in Italy. The General Manager's role is crucial, as it necessitates the ability to uphold brand integrity while also adapting to Italian specifics. Diversity Hotel & Spa aims to achieve a balance that allows for both expansion and the incorporation of Italian culture into its global presence.
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Leadership Scores for Outstanding Leadership in Italy
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