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[bookmark: _Toc137478995]Introduction
In the modern, interconnected and globalized world, it is necessary to increase the level of cultural awareness. It encourages empathy, tolerance, understanding and acceptance of diverse cultural backgrounds. A business to become successful depends on the involvement of employees. This manual aims to help hotel employees acquire intercultural competence by providing them with guidance and best practices. The ability to interact and communicate effectively with people from different cultures is known as intercultural competence. Hotel staff can provide exceptional service and a welcoming environment for guests from around the world by embracing cross-cultural 
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Italy being a tourist country is recognized for its warm hospitality as well as generous people who have one goal, to provide memorable experiences to guests. Traditions are well-rooted, the country's rich cultural heritage and the idea of ​​"la dolce vita" (the sweet life). 
In Venice, Italy, there is a four-star hotel called Hotel Palazzo Veneziano. It has a superb location with views of the Venetian lagoon and is located in the Dorsoduro neighborhoods, close to the well-known Zattere waterfront promenade. The hotel provides guests with a comfortable and luxury stay in a variety of chic and sophisticated rooms and suites. The apartments frequently include a fusion of contemporary conveniences and Venetian design elements, creating a distinctive and opulent ambience. 
The guest of this hotel belong in all categories: leisure travelers, business travelers, honeymooners and couples, international tourist and guest looking for history and art. Visitors from all over the world who are interested in the distinctive atmosphere and cultural attractions choose to come to this hotel.
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To prepare their employees to serve guests from different cultural backgrounds, companies have highly beneficial staff training programs that help develop communication skills, understanding and acceptance. Among the subjects that are part of these programs are language skills, food and dietary restrictions, non-verbal communication, understanding and respecting religious practices, recognizing and celebrating traditional events. Last but not least, to create a relaxing and pleasant atmosphere for the guests, it is recommended that the team be made up of people from different cultural backgrounds.
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The United Arab Emirates (UAE) is the nation of The Middle East, consisting of seven emirates, including Abu Dhabi and Dubai. Islamic traditions and customs impose certain cultural rules. If you want to visit the Arab Emirates, you must learn those rules and respect them. Some of those rules are:
1. Islamic value it means to avoid any behavior that can be interpreted as insulting towards the religion or its symbols because respect for Islam and its practices is demanded.
2. Dress code it’s mean to avoid wearing anything too exposing or constricting, both for men and for women. Although it is not required for non-Muslim tourists, women are urged to cover their shoulders, chests, and legs. It is also nice to wear a headscarf.
3. Ramadan it is the time of the year when all the Muslims fast every day from sunrise to sunset. When it comes to eating, drinking, and smoking in public throughout the day, non-Muslims are obliged to show respect. Listening to loud music or other activities during this time that can be interpreted as inappropriate for this should be avoided.
4. Certain gestures made in public such as: holding hands, kissing, hugging are strictly prohibited in public spaces.
5. In certain conservative public areas gender segregation is found. When interacting with people of the opposite sex you must follow social norms and customs. Prolonged eye contact or physical contact is prohibited.
6. It is important to familiarize yourself with cultural customs such as: using straight hands to greet, eat and accept things and taking off your shoes before entering a house or a location.
7. The consumption of pork and alcohol is strictly prohibited for Muslims. For Non-Muslims they can be served in special areas such as authorized hotels, bars, restaurants.
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 The hotel staff must take into account certain rules inspired by the guests' culture, trying to offer them a positive experience. We will distinguish 2 types of rules allowed and not allowed:
Do’s:
1. Be hospitable and outgoing: Greet visitors from other countries with a warm grin and a welcoming demeanor. Make them feel welcome and respected while you are there.
2. Respect cultural diversity by exhibiting consideration for the people's traditions, customs, and cultural practices. Be accepting of others and refrain from forming presumptions or judging them based on their cultural background.
3. Active listening exercises: Pay close attention to what they want and need. As you react, pay close attention to their demands and worries.
4. Clear and patient communication: To make understanding easier, speak simply and in basic terms. Keep calm and be prepared to repeat or rephrase facts if required.
5. Help them out by offering to help them with directions, local advice, or any queries they might have. List the transit choices, cultural events, and local attractions. 
6. Provide dietary accommodations: Enquire about any food preferences or restrictions, particularly those related to religious or cultural considerations. Offer appropriate food choices or make suggestions for neighborhood eateries that can accommodate their demands.
7. Share pertinent information on regional cultures, traditions, or occasions that would be of interest to them. This can improve their experience and make it easier for them to adapt to the local culture.
8. Make sure there is linguistic support: If at all possible, offer bilingual employees or access to translation services. This can help people communicate effectively and overcome linguistic difficulties.

Don’ts:
1. Pose a hypothesis: Do not base any assumptions on preconceptions or generalization about a visitor's tastes, beliefs, or cultural practice. Be respectful of every visitor.
2. Ignore cultural sensitivity: Be aware of cultural sensitivities and avoid anything that may be construed as insulting or offensive in their culture.
3. Rushing or putting pressure on foreign visitors: Exercise patience and refrain from rushing them, especially if there is a language barrier. Time should be given for them to communicate and decide.
4. Deny or downplay any worries: Take note of any worries expressed by foreign visitors. Take immediate action to address them and offer suitable answers or substitutes.
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By introducing intercultural competence programs in staff specialization, the Hospitality Industry promotes an atmosphere where guests feel appreciated and understood. As a result, the reputation and success of the hotel will increase, create loyal guests and publicity due to the feedback.
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