





Professional reflection











Name: Alina Bud
Student ID number: 2213954
Module title: Foreign Languages and Cultural Awareness BMIH5003
Lecturer’s name: Giulia Chifari
Word count:  







The industry of hospitality it is complex, everchanging and multicultural, due to the diversity brought by people involved, employees and customers from different parts of the world who bring their own believes and behaviours, their own culture. For a better understanding of a culture a definition it is offered by Geert Hofstede presented in the book of Lewis (2005, p.38) it is ‘the collective programming of the mind that distinguishes the members of a category of people from other’. A diversity of such magnitude can create misunderstandings, so that the reputation of the hotel suffers, how this can be possible is presented in this essay through a scenario and professional reflections about it.
Even if progress in information and communication technology makes the world move towards a global village (Cooper, 2005), the hospitality being part of it, it is important to accept and understand cultural diversity. For example, when a customer from Italy arrived at the hotel after a long journey and being happy that he could receive the room before the check-in hours, he approached the receptionist and tried to hug him, but the receptionist backed away and he changed his attitudes for the rest of the check-in process. For Italian people to sit close to each other and some touches are ways to show warmth and friendship, but people from the United Kingdom it is not a usual behaviour (Italy Chronicles, 2023).
As the article of Habibikermani (2022) suggests that understanding the different cultures of the guests leads to a memorable service, this way the reputation of the hotel will not be affected. I think that the guest in this scenario may not feel well welcomed by the changing attitude of the receptionist and not willing to come back. I still think so, if the receptionist would be adopted a professional attitude towards the culture of the guest and just offer a handshake if he was not comfortable with the touch, the atmosphere would not have to changed.
Mullins and McLean (2019) say that learning takes place due to lived experiences after which we acquire new knowledge, thus we change our behaviour. Thereby, analysing this scenario makes me think if I have the necessary skills to manage this type of situation or if are things that I need to acquire to achieve professional development. When working with people from different country, I think that cultural competence it is essential, to be able to understand and accept that their beliefs, gestures, and values can be different from mine. The develop of this skill, leads to effectively communication and good collaboration with people from different backgrounds. To develop self-knowledge, BBC Languages or Duolingo are useful and quick tools to access when I know that I must interact with a person from a different culture.
In conclusion, in my opinion I think that for professional development, in hospitality industry, cultural awareness it is no more to be disregarded, as stated by Hofstede, G. (2010, p.) no group can escape culture’.
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