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MULTILINGUALISM IN THE HOTEL INDUSTRY



Welsh Language Overview: 



¡ The Welsh language is native to Wales and is spoken by over 700,000 
people, making it a significant European language (Jones, 2014). 



¡ Learning Welsh can be challenging due to its unique structure and 
pronunciation, but it's not impossible, especially with dedication and 
practice.
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POLITENESS IN A BUSINESS CONTEXT:



¡ In a Welsh business context, politeness is highly valued. Simple phrases like "Bore da" 
(good morning) and "Prynhawn da" (good afternoon) can go a long way in 
demonstrating respect (Jones, 2014). 



¡ Politeness extends to using formal titles like "Mr." or "Mrs." unless invited to use first 
names (Fairclough, 2014). 



¡ In the hotel industry, addressing guests with polite phrases and titles enhances the 
guest experience.
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BENEFITS & IMPORTANCE OF MULTILINGUALISM FOR HOTEL STAFF:



¡ Enhanced Guest Experience: Multilingual staff can communicate effectively with guests, ensuring their 
needs are met (Koller, 2018).



¡ Improved Cultural Understanding: Language skills promote cultural awareness, enabling staff to offer 
culturally sensitive services (Koc, 2020).



¡ Increased Professionalism: Language awareness conveys professionalism, building trust and rapport with 
guests (Arora & Rohmetra, 2010).



¡ Effective Communication: Language awareness helps staff understand guests' language preferences and 
needs, facilitating smooth interactions (Fairclough, 2014).



¡ Preventing Misunderstandings: Miscommunication can lead to misunderstandings and guest dissatisfaction. 
Language awareness minimizes such issues (Koc, 2020).



¡ Guest Satisfaction: Satisfying guest linguistic needs contributes to a positive reputation, increased bookings, 
and guest loyalty (Arora & Rohmetra, 2010).










BENEFITS & IMPORTANCE OF MULTILINGUALISM FOR HOTEL STAFF:

¡

Enhanced Guest Experience: Multilingual staff can communicate effectively with guests, ensuring their 

needs are met (Koller, 2018).

¡

Improved Cultural Understanding: Language skills promote cultural awareness, enabling staff to offer 

culturally sensitive services (Koc, 2020).

¡

Increased Professionalism: Language awareness conveys professionalism, building trust and rapport with 

guests (Arora & Rohmetra, 2010).

¡

Effective Communication: Language awareness helps staff understand guests' language preferences and 

needs, facilitating smooth interactions (Fairclough, 2014).

¡

Preventing Misunderstandings: Miscommunication can lead to misunderstandings and guest dissatisfaction. 

Language awareness minimizes such issues (Koc, 2020).

¡

Guest Satisfaction: Satisfying guest linguistic needs contributes to a positive reputation, increased bookings, 

and guest loyalty (Arora & Rohmetra, 2010).


image6.emf



EXAMPLES FROM THE HOTEL INDUSTRY & CONCLUSION



¡ A Warm Welcome: Greeting a Welsh-speaking guest with "Croeso i Diversity Hotel & Spa" (Welcome 
to Diversity Hotel & Spa) shows respect for their language (Koc, 2020).



¡ Room Preferences: Understanding a guest's room preferences is easier with multilingualism. For 
instance, knowing that "ystafell wely" means bedroom in Welsh can be beneficial (Koller, 2018).



¡ Handling Issues: When addressing concerns, speaking in the guest's preferred language can diffuse 
situations effectively (Arora & Rohmetra, 2010).



To conclude, multilingualism and language awareness are invaluable skills for hotel staff, enhancing guest 
experiences, preventing misunderstandings, and contributing to guest satisfaction. In the diverse 
landscape of the hotel industry, these skills are not only advantageous but also essential for delivering 
exceptional service.
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IMPORTANCE OF MULTILINGUALISM AND LANGUAGE AWARENESS IN THE HOTEL 
INDUSTRY, WITH A FOCUS ON THE WELSH LANGUAGE



In today's globalized world, the hospitality industry is enriched by its 
interactions with guests from diverse cultural backgrounds. 



It's crucial for hotel staff to not only embrace multilingualism but also 
develop language awareness skills. 



In this presentation, we will explore these concepts with a focus on the 
Welsh language as an example.
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