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Executive Summary
This hotel handbook gives staff members helpful guidance on managing the customer service expectations of foreign tourists to Italy. The handbook provides workers with the information necessary to provide an enjoyable and culturally aware atmosphere emphasising cultural differences, customs, and behaviour. It gives helpful "Do's and Don'ts" for workers and covers essential topics like interpersonal techniques, privacy, social conventions, and religious practices. The ability of hotel staff to comprehend and appreciate Italian culture will improve client satisfaction and foster excellent hospitality.
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[bookmark: _Toc137838432]Introduction
A certain place or location is frequently where culture is said to have originated (Hallowell, 2017). Recognising and respecting different people's lifestyles that are impacted by things like personal orientation, gender, education, socioeconomic level, and religious background is central to the idea of cultural diversity. Given that culture covers a variety of factors that influence how someone's identity is formed, it is essential to recognise and appreciate these distinctions to promote more peace in the hospitality sector. It is feasible to create a hotel atmosphere that protects these differences by realising that every individual has a unique background that shapes how they perceive and react to certain events, both favourably and unfavourably. The hospitality sector is significantly impacted by cultural differences even before a hotel opens its doors. It is crucial to consider these differences and incorporate significant features in each civilisation while building a hotel in a nation with a distinctive culture. This handbook seeks to give hotel personnel a comprehensive understanding of Italian culture to create a welcoming and sympathetic environment.
[bookmark: _Toc137838433]Cultural Differences, Customs, and Behavior in Italy
[bookmark: _Toc137838434]2.1. Overview of Italian Culture
Italy was the centre of the vast Roman Empire, the centre of the Catholic Church, and the birthplace of the Renaissance (Ciziceno, 2021). Its tapestry is created with profound creative expression, historical landmarks, religious importance, delectable food, alluring architecture, and significant fashion. These venerable cultural legacies have profoundly shaped the basic foundation of Western cultural legacy. Even today, the romantic charm of Italian culture continues to attract people worldwide, making it difficult to escape the confines of stereotypical ideas about the Italian people.
[bookmark: _Toc137838435]2.2. Cultural Differences
Italy differs significantly from other countries in terms of its cultural diversity. Italian is the primary official language of the nation. However, the staff must learn Italian and English to interact with international visitors successfully. Family values are of utmost importance in Italian society, emphasising a strong connection beyond the typical Western concept of the "nuclear family" consisting only of parents and children (Vrontis et al., 2016). Hotel personnel may create a welcoming atmosphere by showing genuine interest in their visitors' life, promoting family-friendly accommodation packages, and suggesting socially-engaging local cultural excursions (Bertocchi and Bozzano, 2019).
[image: Grandparents hold their young grandchild while dining at a restaurant]
Figure 1: Photo: CasarsaGuru
[bookmark: _Toc137838436]2.3. Customs and Traditions
Even though Roman Catholicism predominates as the country's dominant religion, the people of Italy continue to treat all other religions equally and without prejudice. Italians frequently observe religious holidays like charismas. The hotel personnel should thus be familiar with these traditions and conventions. Additionally, Italy has given the world a variety of architectural styles, including Neoclassical, Renaissance, Baroque, and ancient Roman forms. Italy is home to internationally recognised buildings like the Colosseum and the Leaning Tower of Pisa. Italian culture must be promoted by hotel staff through architecture and design.
Italian food is regarded as an art form and has significantly impacted world cuisine. Italian cuisine is unimaginable without wine, cheese, and pasta. Pasta comes in a wide range of recognised shapes, widths, and lengths, such as penne, spaghetti, linguine, fusilli, and lasagna (Messeni and Savino, 2015). Food is more than just fuel for Italians; it represents life itself. Italian food must be promoted by staff members with additional discounts. 
[image: Traditional Italian Food - Food Blog]
Figure 2: Bresciani, 2022.
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Hotel staff must exhibit acceptable behaviour and etiquette while interacting with Italian customers. Italians place a high value on decency, respect, and a friendly demeanour. It is normal for Italian families and friends to kiss each other on the cheeks when they first meet, irrespective of gender. When an elder enters the room, one is supposed to get up from their seat out of respect. It is crucial to present oneself in a tidy and courteous manner. Concealing one's mouth when yawning or sneezing is considered appropriate. Additionally, timeliness is highly valued, and maintaining consistent eye contact while speaking is considered polite. Hotel staff members may provide Italian visitors with a relaxing and satisfying experience by being familiar with certain cultural standards.
[image: Two well-dressed businesswomen meet on the city street, first kissing each other's cheek]
Figure 3: ExpaticaItaly, 2022. 
Moreover, according to the presented data, Italy still has work to achieve gender equality. The nation ranks 14th overall and 65th out of 100 in the EU's 2022 Gender Equality Index, out of a possible 100 points (EU, 2022). In Italy, women make up 42.6% of the workforce. Italian men respect women in various ways, including politely opening doors. To provide outstanding service to its visitors, hotel workers should become acquainted with certain gender etiquette.
Additionally, despite regional and individual differences in communication techniques, Italians often adopt an approachable demeanour. Additionally, despite regional and individual differences in communication techniques, Italians often adopt an approachable demeanour. They tend to prefer face-to-face conversations, which is probably because they augment verbal communication with hand gestures. Most Italians are hospitable and nice people. When standing in a queue at the post office or seated next to each other on public transit, it's typical for strangers to converse. In their interactions, they are straightforward and passionate in their thought expression. The weather, sports, art, cuisine, and drinks are appropriate discussion starters, just as in many other regions worldwide. However, hotel staff members should be cautious and maintain friendly communication in their contacts and smiling. 
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	Do’s
	Don’ts

	Learn basic Italian Greeting words and vocabulary. For instance, "Buongiorno" (good morning) and "Grazie" (thank you).
	Don't discriminate between men and women. Italians put greater emphasis on gender equality. 

	Provide an Italian menu in the hotel, including their favourite dishes such as Pasta and Pizza.
	Do not talk when someone is talking. Italians do not like when someone disturbs their conversation. 

	Be friendly in communicating with Italians, and assist them whenever needed. 
	Don't be overly formal; Italians are friendly and love to enjoy the moment.

	Do engage in small conversations and discuss things like weather and sports. Italians feel good when the environment is comfortable and polite. 
	Don't disturb their personal space. Even though Italians are friendly and prefer communicating, they prefer some moments in isolation for relaxation. 



[bookmark: _Toc137838439]Recommendations 
· Provide regular training to staff members about foreign guests and the effective ways for communicating with them.
· To improve communication with Italian visitors, encourage hotel staff to master the fundamentals of the Italian language, such as basic vocabulary and welcome terms.
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In conclusion, hotel staff may foster a friendly and culturally appropriate atmosphere by comprehending and respecting Italian visitors' cultural distinctions, traditions, and conduct. Accepting the subtleties of Italian culture generates unforgettable experiences for guests and improves their overall pleasure, which helps the hotel succeed in attracting tourists from other countries.
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