10











BA International Hotel Management
Foreign Languages
BMIH5003
Sezen Mustanova
Lisa Bassler



Table of Contents
Reflection on Cultural Misunderstanding	3
Presentation: The Benefits of Multilingualism and Language Awareness for Hotel Staff of Diversity Hotel & Spa London	5
Introduction	5
Benefits of Multilingualism	5
Language Awareness Skills	5
Spanish as a Modern European Language	6
Examples from the Hotel Industry	6
Conclusion	6
Reflect on Self-Development	7
Description	7
Feelings	7
Evaluation	7
Analysis	7
Conclusion	8
Action Plan	8
Reference List	9



[bookmark: _Toc148396822]Reflection on Cultural Misunderstanding
I recently had a cultural misunderstanding that taught me the importance of cultural awareness and open communication while working in Front of the House at a five-star hotel. A Japanese visitor who had booked a room at our hotel got involved. I made a mistake in believing that language would not be an impediment to providing excellent service. But this assumption rapidly crumbled, demonstrating that in order to prevent such errors in the future, I must master new abilities and change my behaviour. As soon as the Japanese guests came, I greeted them and began leading them through the check-in procedure. I saw immediately that the visitor's English was poor. I was surprised by the variety of our clients' backgrounds since I assumed that the majority of our visitors would be competent in English. I continued speaking fast, using difficult-to-understand terms, and establishing respectful eye contact because I thought I wanted to assist.
As I spoke, the guest's eyes wandered throughout the hallway, becoming more perplexed. They clearly did not grasp what I was saying. I shifted gears and spoke more slowly, making certain that every word was understood. I tried to communicate my sentiments to the person through body language, such as gesticulations and emotions, but it did not work. As the guest's wrath escalated, another hotel employee approached them. They were able to assist the visitor immediately since they were fluent in Japanese. Their relief could be felt as they chatted freely and figured out how to check the guest in. I realised I had made a huge mistake, and I had not considered the possibility of language barriers since I assumed that all of our visitors would be fluent in English. This error made the customer's experience unpleasant and humiliating, which is not the kind of service we intend to deliver.
	I must acquire new facts and adjust my behaviour to prevent more racial misunderstandings. 
Enrolling in a Language Class - I need to improve my verbal abilities, and I need to acquire the necessary greetings and phrases in a variety of languages, particularly those spoken by our visitors. This will assist in making the experience more adaptable and accommodating (Bharwani and Jauhari, 2017).
Cultural Sensitivity Training - I need to understand more about other civilisations' ideals and traditions. One method is to investigate how various cultures employ signals, personal space, and communication channels (Maheshkar and Sharma, 2018). I must be conscious that my cultural assumptions about particular visitors may not apply to others.
Active Listening - I need to practice listening more attentively and deliberately. I should not presume that my colleagues comprehend what I am saying. I should constantly check to see if they do by asking open-ended questions and allowing them to express any worries or questions.
Nonverbal communication -  I should think about how I hold myself. Clear gestures might help me make my point. However, everyone should be aware of these actions or confirm them with the individual (Christiansen et al., 2020). 
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[bookmark: _Toc148396824]Introduction 
	The aim of this presentation is to show the benefits of multilingualism and that Spanish is a modern European language. The benefits of multilingualism and language awareness skills will be discussed in this presentation. Spanish is a modern European language, and examples from the hotel industry will be demonstrated in this presentation.  

[bookmark: _Toc148396825]Benefits of Multilingualism 
Increased Guest satisfaction - When hotel workers talk in tourists' local languages, the hotel's atmosphere improves. When visitors feel valued and understood, they are more inclined to return or leave positive feedback (Abramson and Moran, 2018).
Competitive Advantage - Hotels that provide service in many languages have a competitive advantage. Many people speak Spanish, which may help the hotel stand out from competitors in its category.
Cultural Sensitivity - Multilingual personnel are more sensitive to cultural variations, making it simpler to meet the demands of visitors from various nations. Understanding regional differences is essential for anybody working in the hospitality industry (Deresky, 2017).

[bookmark: _Toc148396826]Language Awareness Skills
Identifying Linguistic Differences - Spanish, like many other languages, has regional varieties. If the individuals are aware of these distinctions, they may be able to avoid feeling disoriented. It is critical to understand which form to use while communicating with Spanish speakers (Hampden-Turner and Trompenaars, 2020).
Politeness and Formality - It is important to understand the difference between polite and impolite words. It is customary in business interactions in Spanish to use formal pronouns such as "usted." It is recommended to keep slang terms like "t" for private conversations with close friends (Hofstede et al., 2010).
Cultural awareness – The individuals may avoid accidentally violating societal values If they are aware of them. Greeting someone with the hands rather than the forehead is common in certain Latin American countries, including Spain. 

[bookmark: _Toc148396827]Spanish as a Modern European Language 
Where is Spanish Spoken - Spanish is the principal language of the majority of Latin American countries and the official language of Spain. Mexico, Colombia, and Argentina are only a few examples (Romero-Martínez et al., 2019).
Is it Hard to Learn - Although Spanish is considered one of the simplest languages to learn for English speakers, it still requires time and work to master. 

Politeness in Business Context 
Politeness in Spanish Culture - In Spanish society, being polite is essential, and employees should use formal titles and last names when addressing guests, particularly when speaking to elderly people. The individual should always use the formal form of "you," or "Usted," unless they expressly want an informal tone (Romero-Martínez et al., 2019).
Impoliteness to Avoid - Certain people may regard loud or brisk speaking to be impolite. Furthermore, interrupting someone in the midst of a statement is impolite. Being disrespectful in the hotel industry may make visitors dissatisfied and result in negative reviews (Úbeda-García et al., 2018).

[bookmark: _Toc148396828]Examples from the Hotel Industry 
	To a Spanish-speaking guest, a bilingual employee should say "Buenos das" or "Buenas tardes," followed by the visitor's title and last name, and say something like "Good morning, Sir Rodriguez". While serving room service, it is critical to be attentive and pleasant. "How can I help you?" personnel should ask each individual they speak with (Romero-Martínez et al., 2019). How can I assist you? Likewise, always use "usted."

[bookmark: _Toc148396829]Conclusion 
`	In conclusion, the atmosphere at the hotel improves when staff members communicate in both English and Spanish with clients. The majority of Latin American nations use Spanish as their main language, which is also the official language of Spain. Being disrespectful in the hotel industry may make visitors dissatisfied, which may result in negative reviews.

[bookmark: _Toc148396830]Reflect on Self-Development 
[bookmark: _Toc148396831]Description 
I was first assigned to deliver a presentation to the hotel workers on the importance of learning and speaking many languages. I was accountable for properly mastering it because I only had a rudimentary understanding of the topic. I started with a fast overview, using Spanish as an example language as the person in charge of teaching the topic. I collected facts, examples, and pertinent information to create an engaging performance. According to Dumay (2016), personal reflection is the best way to reflect experience. 

[bookmark: _Toc148396832]Feelings
I was both delighted and scared because of my lack of comprehension and awareness of the topic's significance. At times, I questioned my ability to create a product that would really benefit my teammates.

[bookmark: _Toc148396833]Evaluation 
I continued to explore and study the subject, and my understanding improved significantly. I began by researching the advantages of multilingualism in the hospitality industry. This simplified my understanding of how it may boost customer happiness, sales, and problem-solving. My appreciation for the complexity of the Spanish language and its regional variations grew with my appreciation for the importance of linguistic awareness.   I was amazed by how different various regions of Spain speak terms.   The manner in which individuals from various cultures greet, interact, and even employ nonverbal cues has dramatically influenced perspective (Pennington and Richards, 2016). I learned how crucial it is to be bilingual after realising that Spanish spoken in Spain is not the same as Spanish spoken in Latin American countries.  

[bookmark: _Toc148396834]Analysis
As I worked towards my academic aspirations, I became more aware of who I was and saw that I had been mistaken in thinking that the term "Spanish" meant various things in different locations. It was a pivotal realisation that helped me understand how critical it is to avoid making assumptions and generalisations. I realised how vital it was to use examples from the hotel industry. Booking and planning, check-in, in-room services, and problem-solving are all apparent examples of how linguistic knowledge and talents are put to use in everyday situations (Vallée and Bloom, 2016). I was able to make my presentation more relevant and fascinating to my coworkers because of my practical experience.

[bookmark: _Toc148396835]Conclusion 
In conclusion, this experience has taught me the importance of knowing many languages and being able to communicate in a variety of them while working in the service industry. I just had a rudimentary understanding of the topic previously, but now I realise how vital it is. The regional variations in Spanish have made me more aware of the diversity and complexity of language systems. 

[bookmark: _Toc148396836]Action Plan 
	I will begin by learning some basic phrases, vocabulary, and greetings to learn Spanish. This strategy allows me to converse more successfully with my Spanish-speaking friends. I will attend classes that educate me on how to appreciate diverse cultures, especially those in Spanish-speaking countries. This will help me learn more about regional differences, gestures, and traditions. I will collaborate with colleagues who can help me with language or cultural issues. I will be able to comprehend better if I share what I know and what I have done.
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