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[bookmark: _Toc137832225]Executive Summary
The report is based on cross culture competency and awareness in hospitality industry. This report has underpinned that how a UK based hotel can host guests from Italy to their best. In this report Hofstede’s cultural dimension model is used to highlight the difference between cultures of both UK and Italy. The model shows that there is a difference between culture of Italy as compare to UK and that is why some of the departments of hotel have to act in such a way that Italian guests will comfort and have good experience during their stay. 
These departments include housekeeping department, guests service department, food and beverage department and finally HRM department. All of these departments have to facilitate Italian guests by offering them Italian food and drinks, Italian way of greeting, Italian language facilitator or translator and finally rom attendants of Italian origin.   
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[bookmark: _Toc137832226]Introduction 
The report is based on cultural awareness for the hospitality industry. In this report the home country is UK for instance the hotel is located in UK and the foreign guests which are to be entertained are Italians. Therefore, in this report it is highlighted that how hotel staff need to behave and entertain their Italian guests with a perspective of cultural awareness. First of all, the definition and importance of intercultural competence and cultural intelligence will be discussed from hospitality industry’s point of view. Secondly a thorough analysis of culture of both countries is conducted with the help of theories and models to highlight key difference in the culture, customs and behavior of both UK and Italy. 
[bookmark: _Toc137832227]Intercultural competence 
Intercultural competence at its simplest is the ability to understand and respect each other across all types of cultural barriers (Leung, Ang and Tan, 2014). Intercultural competence refers to a set of skills, knowledge and abilities which are mandatory for people and organizations to act in intercultural way in diverse societies (Arasaratnam, 2016). Intercultural competence has four different factors requirements which are skills, attitude, cultural awareness and clear communication (Inkaew, 2016). A person or an organization cannot be interculturally competent until and unless they have these four factors.  
[bookmark: _Toc137832228]Importance of cultural intelligence for Hotel personnel 
In today’s world cultural awareness and intercultural competence has become one of the basic requirements in working in multinational organization. However, in hospitality industry is has more importance due to guests which arrives from different cultural backgrounds (Lam, Cheung and Lugosi, 2022). For instance, in any 3, 5 stars hotel, guests usually come from foreign country for different reasons for instance for business meetings or business-related activities, for official work, for visiting relatives or for sending leisure time or vacations. These guests are usually from different country and most of the time from different cultural background. Therefore, to provide effective hospitality services to these guests a hotel staff should be culturally competent and culturally aware so that they can serve best to these guests and make them repeat their visit in future (Prentice, Dominique and Wang, 2020).   
[bookmark: _Toc137832229]Thorough analysis of both countries using cross culture Theories and Models
Both UK and Italy are very different from each other having different language, cuisine, lifestyle and cultural norms, traditions and value system. Therefore, to accommodate guests from Italian background, hotel staff need to understand some of the basic difference between cultures of both UK and Italy. 
[bookmark: _Toc137832230]Hofstede’s Cultural Dimension Model for UK and Italy
[bookmark: _Toc137832231]Power distance 
Power distance score for Italy is 50 while for UK it is 35 (White et al., 2018). This means that society of Italy believes more in power distance as compare to society of UK. Therefore, hotel staff need to bear in mind that they have to realize this difference and expect accordingly from their Italian guests. 
[bookmark: _Toc137832232]Individualism 
The individualism score of Italy is 76 while of UK it is 89 (Naumova, Bilan and Naumova, 2019). Now both of these countries show high score on individualism ranking but UK stand more of the individualistic country as compare to Italy. 
[bookmark: _Toc137832233]Masculinity
Masculinity score of Italy is 70 and of UK it is 66 (Zanellato and Tiron-Tudor, 2022), which shows that both of these cultures shows characteristics of masculine society. 
[bookmark: _Toc137832234]Uncertainty Avoidance 
The uncertainty avoidance score of Italy is 75 and of UK it is 35. This shows that both of these countries are very different when it comes to uncertainty avoidance. Italian guests will be very planned people and work on their schedules while UK hotel staff will be more of ambiguous in nature.  
[bookmark: _Toc137832235]Long Term Orientation
Italy stands at the score of 61 in long term orientation while UK scores 51 (de Palo, 2019). The long-term orientation of Italy is more as compare to UK which means that Italian people are more of a traditional people who do not want to break their connection with their past while dealing with future. 
[bookmark: _Toc137832236]Indulgence  
Italy stands at 30 in indulgence while UK stands at 69 (Hassan, Shiu and Parry, 2016) which means that Italian guests will be restrained in nature as compare to more indulgent guests of UK and hotel staff. Therefore, hotel staff need to realize that and try to act accordingly so that Italian guests will not be offended. 
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Figure 1: Hofstede's Cultural Dimension Model for Italy and United Kingdom
[bookmark: _Toc137832237]Identifying key cultural differences customs and behavior 
[bookmark: _Toc137832238]Guests Service 
Guest service is a frontline department of the hotel and they are the first point of contact for any guests (Soelton, 2018). Frontline department needs to be well versed in Italian language and if not then they should have a translator who can assist both guests service representative and the guests in understating each other so that their will be no misconception between both parties. 
[bookmark: _Toc137832239]Housekeeping Department
Another department which play key role in serving Italian guests will be housekeeping department. House keeping department need to make sure that they do not do anything that can offend the guests. It also includes their body language as well as non-verbal cues (Sharma et al., 2021). It is highly preferable that housekeeping department send a room attendant from Italian background to Italian guests. In this way the Italian guests will become more comfortable because of the familiar room attendant. Room attendant have to take care of entire room and make it culturally Italian. 
[bookmark: _Toc137832240]Food and Beverage Department
The department has to offer food with different taste and cultural origin to Italian guests but at the same time they must offer Italian food as well. All the local cuisines should be available in the kitchen so that if they want to order some native food than the hotel would easily provide them (Rutherford, 2021). Similarly, staff should also take care of drinks and beverages. All those drinks should be stocked in the room which are culturally familiar with Italians.   
[bookmark: _Toc137832241]Human Resources 
Human resource department has to work on broader perspective and they have to hire their staff from various cultural backgrounds so that when guests from any particular culture arrives at hotel then they will be entertained by room attendant who belongs to their own culture and now the cultural values, customs and traditions (Gehrels and Suleri, 2016). HR should also arrange cross culture trainings and culture awareness seminars for their staff to make them culturally competent (Salama et al., 2022). 
[bookmark: _Toc137832242]Summary
The report has identified that both UK and Italy have a different cultural aspect and that is why hotel staff has to act accordingly with cultural awareness and cultural competence. In this regard hotel departments such as guests service department, housekeeping department, food and beverage department and finally HRM department has to play very important role to facilitate Italian guests by offering them environment which is Italian friendly. 
[bookmark: _Toc137832243]Recommendations
· Hotel staff should offer them food and beverages which are common to Italian culture and society. 
· Hotel staff should learn some basic Italian language so that they can greet Italian guests with their cultural touch. 
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[bookmark: _Toc137832246]Do’s
· Show some thoughtfulness and consideration regarding people’s Life, do not jump direct to the point but always asks for how they are feeling it is essential for making good relationship with Italians.
· Dress smartly and look at your best when dealing with Italian guests as they tend to take a lot of pride in their appearance and that is why appearance matter to them 
· Allow concessions for hotel guests as possible because Italians are generous with their favors and that is why they also expect same favors from friends and family. 
· Italians are very friendly people and that is why they expect same friendly behavior from the hotel where they want to stay therefore be less formal and more of a flexible and friendly management. 
· Italians are open and receptive to constructive criticism and that is why they accept information and feedback tactfully. Therefore, any sensitive information should be delivered tactfully. 
· Learn basic Italian for more comfortable and familiar environment. 
[bookmark: _Toc137832247]Don’ts
· Do not talk about Italian crime, mafia or their part in world war 2 as they feel offended while discussing such kind of things 
· Do not joke about catholic church or the pop as elderly Italians feel offended and insulted with their religious comments. 
· Italians are deeply proud of their cuisines therefore never ever try to show them any area of improvement in their food and cuisines. 
· Avoid criticizing Italian culture, people and nation as they are very proud in their cultural belonging and their cultural contribution to the world. 
· Do not wear dress which reveal yours shoulders and knees while interacting with Italian guests. 
· Italians don’t dine early and don’t have cappuccino after 11 am, therefore it is useless to ask. 
· Italians are not punctual and they do not feel bad about it.  
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