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                                                        Cultural Awareness

[bookmark: _30j0zll]Executive summary
To manage international customers, it is essential to manage cultural sensitivity and respect. This report has aim to highlight the importance of cultural sensitivity in the hotel industry by accommodating Italians in UK based hotel. This report also aims to provide the staff with cultural insights so they can manage the guest from Italy in UK based hotel. It will highlight different hotel departmental functions that must be adopted to accommodate the guests according to their norms and requirements.  The front-desk services, house-keeping and food and beverage services will be discussed. At last there is a list of Do’s and Don’ts list for the accommodation of guests. 
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[bookmark: _1fob9te]Introduction
The accommodation of international visitors in the hotel of the host country is of utmost importance as globalization has increased international travel and tourism activities. By accommodating the needs of international clients, the respective hotel can attract loyal international customers by making them satisfied with their services. (Mariani et al, 2020) To manage international customers, it is essential to manage cultural sensitivity and respect. The hotels can get a competitive advantage by meeting the diverse needs of international clients. This report aims to provide the staff with cultural insights so they can manage the guest from Italy in UK based hotel. (Prayyag et al, 2020) By understanding cultural intelligence and cultural sensitivity, this report will focus on accommodating Italian guests according to their culture.
[bookmark: _3znysh7]Importance of cultural intelligence and sensitivity
Both guests and employees benefit greatly when the hotel's culture is respected and appreciated. The guests at your hotel may come from a different cultural background than your own, and the personnel you recruit may likewise come from a variety of ethnic and cultural backgrounds. Including this in your hotel's management approach can considerably increase visitor and employee happiness, which in turn will lead to more positive comments and word-of-mouth advertising. (Sann et al, 2020) A high level of cultural intelligence (CQ) is essential for effective interaction between people of different cultural backgrounds. Staff members who score well on the CQ scale can connect with and work with colleagues from a wide variety of cultural backgrounds. (Yang et al, 2023)
[bookmark: _2et92p0]Building positive relationship
Through cultural intelligence, the beliefs and values of different cultures can be understood and it creates a positive relationship between both parties. Through the demonstration of sensitivity, trust, and rapport can be built by staff, and relationships with international visitors can be improved. With the help of their cultural intelligence, hotel staff can adapt to the specific requirements and preferences of visitors from various cultural backgrounds. (Fernandes et al, 2020) Staff members may better accommodate visitors' individual needs and interests by taking into account their cultural norms and preferences.

Moreover, through cultural intelligence, there would be fewer misunderstandings between guests and hotel staff. The international visitors can be facilitated maximum and the potential challenges can be navigated effectively. (Berne et al, 2019)
Implications for Guest services-Italian Visitors
[bookmark: _tyjcwt]Front desk services
· A Hearty Greeting: Extend a kind welcome to your Italian visitors. Create an inviting environment by greeting people with "Buongiorno" (Good morning) or "Buonasera" (Good evening).
· To better communicate with Italian visitors, have some staff members who are fluent in Italian or have utilization of translation services. This might aid in making sure they have an easy time checking in and answering any questions they may have. (Ntalakos et al, 2022)
· Train front desk personnel to have a fundamental familiarity with Italian traditions, manners, and customs. This might be a great way to show that you understand and respect other cultures.
· Local Recommendations: Inform Italian visitors about great local Italian eateries, cafés, stores, and sights in the area. Knowing about Italian food and being able to recommend great local restaurants is a great way to make their trip more memorable. (Goh et al, 2022)
· Help Italian visitors get about by organizing rides to and from major attractions or pointing out the best routes to take on public transit. This may include providing directions for getting about the city, such as maps, timetables, and suggestions.
· Pay close attention to any unique requests made by Italian visitors, such as room requests, dietary restrictions, or other special needs. This demonstrates dedication to the guest's needs and improves their stay. (Khattak et al, 2021)
· Activities and Attractions: Let your Italian visitors know about any upcoming cultural celebrations, festivals, or exhibits. Distributing promotional materials and event tickets falls under this category. (Franco et al, 2021)
· Facilitate a quick and easy check-out by giving correct billing details and, if requested, helping guests store their bags or arrange for transportation.
[bookmark: _3dy6vkm]Housekeeping services
· It is crucial to be sensitive to the cultural norms and needs of Italian visitors staying at a hotel in the United Kingdom while offering cleaning services. Key housekeeping services include the following:
· Tidiness and cleanliness are highly valued in Italy, and Italians are known for their careful attention to detail. Rooms should be spotless, well-maintained, and free of waste at all times. Beds should be made, towels should be folded, and supplies should be in an easily accessible location. (Cenni et al, 2020)
· Italians have an affinity for luxurious toilet items. Stock the bathroom with products from recognized and reputable manufacturers. To make your care package more inviting, think about incorporating scented toiletries like shower gels, shampoos, conditioners, and body lotions.
· Italians want their linens and sheets to be fresh, spotless and well-ironed. Make sure the sheets fit snugly, the pillows are plumped, and the duvet or blanket is tucked in. Linens should be changed and washed often to keep them smelling clean.
· Facilities for Making Espresso and Tea: Espresso is a staple in Italian culture. Think about stocking the rooms with a Keurig and some tea bags or an espresso machine. This is convenient for our Italian visitors so that they may always have their favorite drink on hand. 9Mariani et al, 2020)
· Italians tend to like a warm and welcoming ambiance. Make sure there is a way to dim the lights in the rooms so that guests can relax. If you want them to feel calm and at ease, turn on the warm, gentle lights.
· Air conditioning and climate control: certain Italians may have peculiar temperature requirements. Make it possible for visitors to regulate the temperature in their rooms independently, as per their preferences.
                        [image: ]
[bookmark: _1t3h5sf]Food and beverages
Italian vacationers are particularly sensitive to the quality of the food and drink they get. The following suggestions need to be taken into account:
· Provide a variety of traditional Italian fare, including meals from different regions.
· Staff members who have been trained in Italian food and ingredients may better assist clients and provide informed recommendations. (Latif et al, 2021)
· Take special care to recreate the ambiance of an authentic Italian restaurant down to the smallest of aspects, such as the table arrangements, lighting, and music.
[bookmark: _4d34og8]Conclusion/Recommendations
Hotel personnel may provide a more pleasant stay for their Italian guests by applying the offered suggestions for the appropriate hotel departments and services. Customer satisfaction and loyalty may be increased by welcoming guests of all backgrounds and beliefs. A high level of cultural intelligence (CQ) is essential for effective interaction between people of different cultural backgrounds. Staff members who score well on the CQ scale can connect with and work with colleagues from a wide variety of cultural backgrounds. 
· When dealing with foreign customers, especially Italian ones, hotel staff must possess cultural knowledge and sensitivity. The visitor experience may be greatly improved with awareness of and sensitivity to cultural conventions and preferences.
· To better communicate with Italian visitors, have some staff members who are fluent in Italian or have utilization of translation services. This might aid in making sure they have an easy time checking in and answering any questions they may have. (Morando et al, 2022)
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[bookmark: _3rdcrjn]Do’s
· Always make an effort to make a personal connection with your Italian visitors by smiling and shaking their hands.
· Help guests with their bags and provide them advice on what to see and do in the area.
· Ask them about their trip and strike up a discussion. (Franco et al, 2021)
· Maintain a high standard of cleanliness and upkeep in all guest quarters.
· Details matter, so don't forget to stock up on additional bedding.
· Exhibit works of art or decorative accessories with an Italian theme to create a comfortable tone.
· Provide an extensive menu of traditional Italian dishes.
· Make suggestions for Italian wines to go with classic Italian cuisine.
· Provide vegetarian and gluten-free alternatives for those who need them.
[bookmark: _26in1rg]Don'ts:
· Do not hurry through the check-in procedure; instead, has a pleasant discussion with the staff.
· Keep things casual and personable rather than stuffy and businesslike if you want to connect with Italians.
· Don't move people's stuff around without asking.
· Italians often appreciate a traditional or comfortable look, so avoid extremely contemporary or minimalist interior ideas.
· Do not serve Italian food that has not been cooked properly. Italians would prefer that you take your time serving them food.
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