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[bookmark: _Toc137694808]Executive Summary
The report's main point emphasises how crucial cultural sensitivity and intelligence are for hotel staff. It emphasises the importance of comprehending various cultural backgrounds, customising service, and offering exceptional customer experiences. The report identifies key areas of focus, such as staff training, cultural sensitivity, multilingualism, individualised service, and cultural events. Hotels can make a welcoming and inclusive environment for visitors from abroad, including those from Italy, by putting these strategies into practise. The recommendations provided aim to enhance cultural understanding, improve communication, and tailor services to meet the specific needs and preferences of Italian guests. Overall, the report emphasizes the significance of cultural intelligence in creating a positive guest experience and fostering guest satisfaction and loyalty.
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[bookmark: _Toc137694810]Introduction
International visitors require special planning and management of the guest experience, as well as a focus on providing exceptional service (Timm, 2011). The hotel staff is essential in making sure that visitors from various cultural backgrounds feel at home and at ease while they are there. The hotel staff must be considerate of the diverse cultural backgrounds of its international guests and their customs, traditions, and beliefs (Buhails et al., 2019). This includes understanding and respecting cultural norms, dietary restrictions, and religious practices. As stated by Jandt (2016), by showing cultural sensitivity, the staff can create an inclusive environment that makes guests feel valued and understood. Creating a positive guest experience for international visitors requires a proactive approach from the hotel staff. By fostering cultural sensitivity, providing multilingual support, offering local area knowledge, delivering personalized service, organizing cultural events, and investing in staff training, hotels can ensure that their international guests feel welcomed, comfortable, and valued throughout their stay.

[bookmark: _Toc137694811]Discussion
Due to the increasingly diverse guest population and the impact that cultural differences have on the guest experience, cultural intelligence, and sensitivity are essential for hotel staff (Moran, 2018). The Cultural Intelligence (CQ) model created by Earley and Ang is one pertinent theory that emphasises the significance of cultural intelligence. According to this model, people with high levels of cultural intelligence have the knowledge, abilities, and skills necessary to communicate effectively with people from diverse cultural backgrounds (Jiony et al., 2021). For hotel personnel, cultural intelligence enables them to understand and appreciate the cultural nuances and preferences of guests from various countries, including Italy. By developing cultural intelligence, hotel staff can avoid cultural misunderstandings, anticipate the needs of Italian guests, and provide a more personalized and satisfactory experience.
The customs, traditions, and communication styles of Italy are unique and rich. When interacting with Italian visitors, hotel staff must be aware of these cultural nuances. Italians, for example, value close friendships and cordial greetings highly. Italian visitors should feel valued and respected from the moment they arrive, so hotel staff should be trained to extend a warm and friendly welcome (Martin et al., 2020). Additionally, Italians take pride in their cuisine and appreciate high-quality food. Hotel staff should be knowledgeable about Italian culinary traditions, including popular dishes and dietary preferences. Offering authentic Italian dishes, recommending local Italian restaurants, or providing information on nearby grocery stores that offer Italian products can enhance the dining experience for Italian guests (Del-Chiappa et al., 2022).
Additionally, Italians have a propensity for expressive communication that involves hand gestures and close personal proximity. The communication of hotel staff should take into account these communication philosophies and be modified accordingly. A more satisfying and comfortable visitor experience can also be attained by giving Italian visitors the chance to converse with staff members who speak Italian or by hiring staff members who can speak Italian (Seric, 2018). Cultural sensitivity is particularly important in addressing potential cultural differences in service expectations. Italians value personalized and attentive service. Hotel personnel should be trained to provide a higher level of individualized attention, taking the time to understand the preferences and needs of Italian guests (Amicarelli et al., 2020). This can include personalized recommendations for sightseeing, arranging for cultural experiences, or offering tailored amenities in guest rooms.
Italians also frequently have a strong sense of community and take pleasure in socialising. Italian visitors' experiences can be improved by setting up social events or activities where they can mingle with other visitors or staff members. This could entail group excursions to nearby attractions, wine tastings, or themed nights with live music (Bonfanti et al., 2021). It could be concluded that cultural intelligence and sensitivity are vital for hotel personnel to provide exceptional service to guests from Italy. Understanding Italian cultural norms, preferences, and communication styles enables hotel staff to create a more personalized and satisfying experience (Gallarza et al., 2018). By employing the Cultural Intelligence model and considering the unique aspects of Italian culture, hotel personnel can ensure that Italian guests feel welcomed, understood, and valued throughout their stay.
Various hotel departments and functions must modify their service delivery to account for the unique cultural norms and needs of their visitors. Cultural norms and customs should be familiar to the front desk staff. They should receive instruction on how to greet people in a friendly manner and with the proper hand gestures (Wen et al., 2019). It is essential to allocate staff members who can speak Italian or have basic language skills to facilitate smooth check-in and address any language barriers. Further, the food and beverage department should tailor their offerings to cater to Italian guests' preferences and dietary requirements (Chiappa et al., 2020). Italian cuisine is renowned worldwide, and providing authentic Italian dishes on the menu can enhance the dining experience. Offering traditional Italian ingredients and dishes such as pasta, pizza, and gelato, along with a selection of Italian wines, will resonate well with Italian guests. 
The guest relations department should focus on creating a personalized experience for all guests. They can proactively engage with the guests to understand their preferences, needs, and expectations (Samovar, 2009). Offering personalized welcome amenities, providing information on Italian-speaking staff members, and addressing any concerns promptly and efficiently will contribute to a positive guest experience.

[bookmark: _Toc137694812]Summary
Various hotel departments must modify their service delivery to meet the unique cultural norms and needs of Italian visitors. The front desk should have staff members who can speak Italian and extend a warm welcome. Genuine Italian cuisine and wines should be available in the food and beverage section. Cleaning should be prioritised, and Italian preferences should be taken into account. Personalization and prompt resolution of complaints should be the main goals of guest relations. By making these adaptations, hotels can create a positive and memorable experience for Italian guests, fostering strong relationships and guest satisfaction.

[bookmark: _Toc137694813]Recommendations
Provide comprehensive cultural awareness training to all staff members, focusing specifically on Italian culture and customs. This training should cover key aspects such as greetings, communication styles, dining preferences, and social norms. Increasing staff members' cultural intelligence will enable them to interact sensitively and effectively with Italian guests.
Emphasize the importance of empathy and flexibility in guest interactions. Staff members must be pushed to put themselves in the shoes of Italian visitors and comprehend their particular needs and demands. A good guest experience can be greatly improved by accommodating special requests or preferences.
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[bookmark: _Toc137694815]Do’s and Don’ts for Hotel Staff
Do's:
Extend a friendly welcome to visitors by giving them a warm greeting and a smile when they arrive. Make an effort to make a good first impression because Italians value friendly and intimate interactions.
Honour and value Italian traditions and cultural norms. Learn the fundamentals of Italian etiquette, such as how to greet people properly, how to respect others' personal space, and how to be polite and courteous.
Modify the communication style to accommodate guests from Italy. Italians may have animated conversations and frequently value expressive communication. Match their enthusiasm and energy while remaining professional.

Don'ts:
Never base your judgements or assumptions on a visitor's ethnicity or culture. Individualise each visitor and steer clear of generalisations..
Don't be intrusive or overly familiar with Italian guests. While Italians appreciate warm interactions, it is important to respect personal boundaries and avoid crossing any lines.
Don't undervalue the significance of paying close attention to details. Italians frequently have a keen sense of aesthetics and quality. Make sure the hotel's amenities and services uphold the highest standards for tidiness, efficiency, and presentation.
Don't disregard or dismiss any cultural or dietary preferences of Italian guests. Pay attention to their needs and be accommodating, especially when it comes to food choices, religious practices, or special requirements.
