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Executive Summary

Italians tend to be more formal when meeting people for the first time compared to Americans. Using professional titles and surnames is expected until one is invited to use a first name basis (Santos, 2017). Handshaking is important upon meeting and departing. Italians stand closer, speak louder, and use more expressive gestures, which should not be misinterpreted (Newman, 2018). Kissing on both cheeks is customary between friends, but allow Italians to initiate this.
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Greetings and Introductions

Italians tend to be more formal and courteous upon meeting for the first time than Americans do (Santos, 2017). Italians expect professional titles like Signore for males and Signora for married women to be used upon meeting new individuals while Signorina should only be used with young unmarried females (Bruni, 2015). Once relationships have been formed, Italians typically switch to using first names. When introduced in groups such as colleagues or clients, proper etiquette dictates shaking hands with everyone present as well as making eye contact (Newman 2018). Italians tend to stand closer together during conversation and speak louder than Americans usually do; this should not be seen as aggressive behaviour but simply cultural differences (Santos 2017). Italians prize direct eye contact as an indicator of trust. Kissing on both cheeks is also considered polite in Italy among friends, family and business colleagues alike. 
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Dining Customs

[bookmark: _Toc151404853]Dining customs differ significantly between Italy and the US when it comes to meal times; usually occurring from 1-3 pm and 7-10 pm respectively (Santos 2017), dinner may include coffee with pastry as an afternoon treat (Santos 2017). Breakfast often comprises coffee paired with pastry. Italians consider dinner the central meal of each day and take great pride in spending plenty of time over each course, often socializing during this meal experience (Bruni, 2015). Socialization during meal experiences like these is part of Italian dining culture (Bruni). Italian meals often involve coffee after each course and espresso is typically the preferred coffee beverage. Pasta often acts both as first course (primo piatto) and main dish (2ndo piatto). Contrast this tradition with American dining experiences where pasta may substitute meat or fish as the main course!

Business Culture

[bookmark: _Toc151404854]Understanding Italian business culture is vital to providing excellent service to visiting professionals. While regional differences exist, common themes emerge - relationships and trust building being essential components in Italian society. Italians like to get to know who they're working with before formal negotiations begin (Hurn, 2016). Give yourself ample time at initial meetings for small talk, establishing commonalities quickly so business discussions can continue (Passport to Trade 2022). At first glance, appearances matter when attending meetings (Severgnini 2018). Men should wear suits and ties while women can select elegant dresses, pantsuits or skirt suits to represent themselves professionally at meetings (Severgnini 2018). Dressing too casually might come across as disrespectful; Italians are lively communicators and their passion often shines through during negotiations (Hurn 2016).

Etiquette Tips

Italians place great value on manners and etiquette during social interactions. Adherence to appropriate norms will help prevent embarrassing faux pas when dealing with Italian visitors; additionally, appearance plays a vital role when conducting business in Italy. Italians take great pride in dressing stylishly and fashionably, so wearing clothing which is too casual could cause offence. Men should opt for well-tailored suits and ties while women have options of elegant dresses, skirt suits or pantsuits to wear professionally and demonstrate respect. Certain gestures must be avoided as they can be highly offensive to Italians. Making the fig sign or the cut-off sign could offend guests significantly; using such gestures may provoke serious misgivings among attendees.
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Staff should also be mindful of some broader cultural aspects that form Italian society, beyond simply business interactions and etiquette. Most Italians identify as Roman Catholic, though few attend mass regularly or adhere strictly to Church doctrine. Religion should never be discussed casually when greeting guests unless you know them well; Italians tend to be more emotionally expressive and demonstrative due to Mediterranean cultural influences; loud voices, passionate arguments and emotional appeals can often be heard during conversations; this outgoing behaviour might seem effusive but is considered normal within Italian culture where families remain an essential cornerstone element of Italian society. The family remains central in Italian society and can only truly thrive when everything works smoothly - just wait!
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· Facilitate regular Italian cultural training for all guest-facing staff. Training should cover key phrases and etiquette that promote high-quality service delivery, explain cultural values surrounding family, regional identity and hospitality, and role-play scenarios such as greeting and dining to build skills; update training annually as cultural norms change.
· To help ensure Italian guests feel welcome and at ease during their visit, provide Italian menus, magazines and newspapers, TV channels/programs in Italian as well as signage/information printed in Italian - small touches tailored specifically towards Italian culture can add another dimension of hospitality.
· Develop amenities and offerings specifically targeted towards Italian visitors. These could include offering espresso machines, Italian food items and popular Italian toiletries in guest rooms; developing partnerships with high-end Italian clothing brands or luxury car services preferred by Italian business traveller’s; as well as publishing insider city guides of Italian restaurants, cafes, designers etc.
· Track guest satisfaction metrics specifically related to Italian market segments. Survey Italian guests on their stay, use feedback for service refinement and monitor social media and reviews to gain insights. Tailor Italian cultural training according to insights gained, share success stories with staff to demonstrate the significance of cultural awareness training, etc.
Implementing ongoing cultural training equips staff to deliver superior service tailored to Italian cultural preferences, from small Italian language touches and amenities selection to tracking Italian guest feedback for further service optimizations and refinements. Implementing personalized recommendations tailored specifically towards Italian guests' needs will distinguish your property as attentive.
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