2

Title: 	The Importance of Foreign Language for Front Office Staff in Hotels and how effects customer service, case study on York House Hotel in Eastbourne
Student name:			Monica Lezaar 
Student number:			2117385
Module name:			Hotel Placement Research Project
Module number: 			BMIH6008
Project supervisor name:		Christopher Wilkin
Date:					15 Nov 2024





AI Acknowledgement: I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used.








Executive Summary
This report examines the crucial role of foreign language skills for front office staff in hotels and their impact on enhancing customer service, using York House Hotel in Eastbourne as a case study. It investigates the relationship between foreign language proficiency, guest satisfaction, and operational efficiency in the context of a globalized hospitality industry.
The research aimed to identify the key foreign languages spoken by guests at York House Hotel, analyse the hotel's strategies for recruiting and training multilingual staff, and evaluate the perceived value of these skills among both staff and guests. Furthermore, the study sought to assess the impact of foreign language skills on key performance indicators, such as guest satisfaction scores, online reviews, and revenue generation.
The findings reveal a strong correlation between staff foreign language proficiency and enhanced guest satisfaction. Guests who can communicate in their native language with front office staff report higher levels of satisfaction and are more likely to leave positive reviews. Multilingual staff are also found to be more effective in resolving guest issues and handling complaints, contributing to smoother operations and a more positive brand image for the hotel.
Based on these findings, the report provides recommendations for York House Hotel to further optimize its foreign language capabilities. These include refining recruitment strategies to prioritize multilingual candidates, implementing comprehensive language training programs, and utilizing language support tools to enhance communication with international guests. By investing in the development of foreign language skills among its front office staff, York House Hotel can further enhance customer service, improve operational efficiency, and strengthen its competitive advantage in the global hospitality market.
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1. Introduction:
The hotel sector benefits greatly from its capacity to serve a wide range of customers in a globe that is becoming more linked by the day. Being proficient in other languages is now essential for front desk employees, who operate as the initial point of contact, rather than a luxury. The importance of foreign language proficiency for hotel front desk staff is examined in this introduction, with an emphasis on how it improves guest pleasure and service. (Wegner, 2024). This report will examine the York House Hotel in Eastbourne as a case study to highlight the usefulness and advantages of having bilingual employees. 
Foreign language proficiency among front desk employees may greatly improve the visitor experience. Employees in the international hospitality sector deal with visitors from a variety of cultural backgrounds. (Coelho et al., 2024). Language and cultural obstacles may be overcome with the use of effective communication skills, ensuring welcoming and polite encounters. Enhancing communication abilities is essential to delivering outstanding guest experiences, preserving operational effectiveness, and cultivating a great working culture in the hotel sector. Customer happiness, staff productivity, and the general prosperity of the hotel industry are all directly impacted. (Wegner, 2024). They create a friendly atmosphere, establish rapport, and attend to the particular requirements of foreign visitors by removing communication obstacles. Increased visitor pleasure, loyalty, and favourable evaluations result from this individualised contact, which eventually boosts the hotel's income and reputation. (Lacalle, 2023)
Additionally, multilingual employees are better equipped to manage visitor needs and address complaints. (Fox, 2019). 
A Case Study: York House Hotel, Eastbourne
A sophisticated three-star Victorian hotel with a laid-back beachfront setting only 20 yards from the water and a short walk from Eastbourne's pier and downtown. The Best Western York House Hotel is the perfect starting point, with plenty to see and do in Eastbourne and the South Coast just outside the door. (York House Hotel, 2024)
The York House Hotel, which is situated in the well-known beach resort of Eastbourne, draws a wide variety of visitors, including those from abroad. (Eastbourne un-Ltd, 2023). Acknowledging the significance of serving this multicultural customer, the hotel has made an investment to guarantee that its front desk employees speak different languages. Having multilingual employees made it possible York House Hotel to increased customer satisfaction, when guests are able to communicate in their own language, they feel more appreciated and welcomed. (Mitchell, 2024). Check-ins, check-outs, and request handling go easier when there are fewer misunderstandings. 
This research aims to explore the critical role of foreign language skills for front office staff in hotels and their impact on enhancing customer service. By conducting a detailed case study of York House Hotel in Eastbourne, the research seeks to understand the specific strategies employed by the hotel to recruit and train multilingual staff, analyse the perceived value of these skills among staff and guests, and evaluate the overall effects on guest satisfaction, operational efficiency, and business performance.
2. Literature review
This review of the literature offers a critical and methodical examination of the body of research on the value of foreign language proficiency for hotel front desk employees, with an emphasis on how it affects customer service. It seeks to set the scene for the study and draw attention to the information gap, especially with regard to the particular tactics and results pertaining to the York House Hotel in Eastbourne 
2.1 Multilingualism's Increasing Significance in the Hospitality Sector
The hospitality sector is by its very nature global, and hotels are important hubs for visitors from a wide range of language and cultural backgrounds. (Insights, 2023)
Multilingual employees are becoming increasingly valuable to employers. Businesses with a flourishing multilingual workforce—where workers actively utilise many languages on a daily basis—benefit from increased internal communication, increased employee satisfaction, and market development. This kind of workforce actively uses its important language abilities to build relationships both inside and outside the company. (Pophal, 2023)
2.2 Foreign Language Proficiency's Impact on Cultural Sensitivity                 Proficiency in a foreign language is not the only benefit; it is also essential for developing cultural awareness. (Brainee,2024). Knowing the cultural differences, beliefs, and interactions of a foreign language is frequently necessary for properly understanding. (Munkova et al., 2024). 
Front desk employees are able to anticipate guest wants, steer clear of cultural blunders, and offer services that are customised to the unique cultural preferences of foreign visitors thanks to their cultural knowledge. Front desk employees may improve the overall visitor experience and promote constructive cross-cultural interactions by exhibiting cultural understanding and building a more open and friendly atmosphere. (Lesroches, no date)
2.3 Proficiency in Foreign Languages and Guest Satisfaction
Proficiency in foreign languages by front desk employees enhances operational efficiency in addition to visitor happiness. Clear communication reduces miscommunication, makes check-in and check-out procedures more efficient, and empowers employees to better handle guest questions and grievances. Better productivity, lower operating expenses, and a more favourable brand image can follow from this. (Abraham et al., 2016)
Foreign language proficiency among front desk employees is strongly associated with higher levels of client satisfaction. The ability of employees to speak to visitors in their them language promotes a feeling of acceptance, comprehension, and individualisation. (Bilodid & Vorobel, 2022)
2.4 Problem Solving and Operational Efficiency
Proficiency in other languages not only improves visitor happiness but also increases operational efficiency.
 Staff can better handle guest enquiries and complaints when there is excellent communication, which also reduces misunderstandings and makes check-in and check-out procedures run more smoothly (Pizam et.al,2016). This can therefore result in increased output, lower operating expenses, and a more favourable perception of the brand.
Staff members that speak many languages are better able to respond to a variety of demands, foresee possible problems, and offer customised solutions. This proactive strategy may guarantee a seamless and effective visitor experience and stop issues from getting worse.
2.5 The York House Hotel Eastbourne Case study
This research will conduct a case study of York House Hotel in Eastbourne to investigate how their investment in multilingual front office staff impacts guest satisfaction and operational efficiency. The study will examine the hotel's strategies for recruitment and training, analyse guest feedback, and evaluate the overall benefits of foreign language skills for the business and investigate the specific foreign language needs of guests.
Though anecdotal indication from internal documents, suggests that York House Hotel recognises the importance of providing to this diverse clientele and has invested in recruiting and training multilingual staff, there is a lack of empirical data on the specific languages spoken, the training programs implemented, and the impact of these initiatives on guest satisfaction, operational efficiency, and overall business performance.
The research will employ a mixed-methods approach, combining quantitative data from guest surveys and analysis of online reviews. This multi-faceted approach will provide a comprehensive understanding of the role and impact of foreign language skills at York House Hotel, contributing valuable insights to the existing body of knowledge.
To learn more about the hotel's foreign language instruction and customer service procedures, training materials, policies, and guest feedback forms will be examined. The hotel's values and goals regarding foreign language proficiency will be revealed.
By integrating these techniques, the study seeks to offer a comprehensive and nuanced understanding of how foreign language proficiency improves customer service at York House Hotel, ultimately aiding in the creation of useful suggestions for maximising language proficiency and guest satisfaction.
Evaluating the effectiveness of York House Hotel's current strategies for recruiting, training, and utilizing multilingual front office staff requires a multifaceted approach that combines data collection and analysis from various sources. This evaluation should not only focus on the acquisition of language skills but also on how these skills are integrated into the hotel's operational practices and contribute to overall guest satisfaction.
Firstly, examining the hotel's recruitment strategies is crucial. This involves identifying the channels used to attract multilingual candidates (e.g., online job boards, international recruitment agencies, partnerships with language schools) and assessing their effectiveness in reaching qualified individuals (Baum, 2007). Analysing job descriptions and advertisements can reveal how language requirements are articulated and whether they effectively target potential multilingual employees. Furthermore, evaluating the selection criteria, including language proficiency tests, can determine if the hotel effectively identifies and selects candidates with the desired language skills. (Solomon, 2024).
Secondly, evaluating the training programs provided to front office staff is essential. This includes analysing the content, delivery methods, and relevance of language training programs in improving language proficiency and cultural awareness (Deery & Jago, 2015). Assessing the impact of these programs on staff performance, including communication skills, guest satisfaction, and problem-solving abilities, is crucial. Additionally, analysing training participation and completion rates can help identify any barriers to participation and inform strategies to improve engagement.
Finally, assessing how effectively the hotel utilises the language skills of its front office staff is vital. This involves determining if staff are assigned roles and responsibilities that align with their language proficiencies and evaluating the availability of language support tools and resources, such as translation apps and multilingual signage. (Joshi, 2024). Analysing guest feedback regarding communication with front office staff can also reveal areas where language barriers may be hindering service quality and guest satisfaction.
By combining data from recruitment records, job postings, HR documentation, training materials, performance evaluations, guest feedback surveys, a comprehensive evaluation of York House Hotel's strategies can be conducted. This evaluation can then inform recommendations for improvement and optimization to enhance customer service and guest satisfaction.

3. Methods:
 With a particular focus on the York House Hotel in Eastbourne, this study uses a case study technique to examine the value of foreign language proficiency for hotel front desk employees and its effect on customer service. 
In an increasingly globalized world, the ability to communicate in multiple languages has become a crucial skill in many industries, including hospitality. For front office staff in hotels, foreign language proficiency can significantly enhance customer service, improve guest satisfaction, and contribute to the overall success of the establishment. The research explores the importance of foreign language skills for front office staff in hotels, with a particular focus on York House Hotel in Eastbourne. The study will employ a case study methodology, along with reflective writing and netnography, to gather data and analyse the impact of foreign language skills on customer service.
3.1 Reflective writing is a technique that involves critically analysing personal experiences and observations to gain a deeper understanding of a particular topic. In this study, reflective writing will be used to examine the researcher's own experiences and observations regarding the importance of foreign language skills in the hotel industry. (Moon, 2004)
3.2 Netnography is a research method that involves the ethnographic study of online communities and social media platforms. (Kozinets, 2015). In this study, netnography will be used to analyse online reviews and feedback from guests of York House Hotel, focusing on comments related to language and communication
It is particularly suitable for this research as it enables a detailed examination of the hotel's strategies for recruiting, training, and utilizing multilingual staff, as well as the perceived impact of these strategies on guest satisfaction and operational efficiency. (Walters &Rodriguez, 2017)
3.3 Contextual understanding: Case studies provide rich, contextualized data that allows for a deep understanding of the complex interplay of factors influencing a phenomenon (Stake, 1995). In this research, it will help uncover the nuances of how foreign language skills are acquired, utilized, and perceived within the specific context of York House Hotel. 
3.4 Multiple data sources: To present a comprehensive picture of the phenomena being studied, case studies draw on a variety of data sources, including observations and document analysis. (Azolibe et al, 2015)
This research project will use a mixed-methods approach, combining both quantitative and qualitative techniques to gain a comprehensive understanding of the importance of foreign language skills for front office staff at York House Hotel.
3.5 A mixed-methods approach involves combining quantitative and qualitative research methods to gain a more comprehensive understanding of a phenomenon. This approach can be particularly useful in situations where one method alone may not be sufficient to capture the complexity of the issue. (Ahmed et al., 2024)
4. York House Hotel: A Case Study in Eastbourne
This section provides an in-depth overview of York House Hotel in Eastbourne, setting the stage for a comprehensive analysis of the importance of foreign language skills for its front office staff and their impact on customer service. (Hotels.com, 2024)
4.1 Background of York House Hotel, Eastbourne
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The hotel is part of the Best Western group, providing access to a wider network and resources while maintaining its individual character. This affiliation ensures certain quality standards and contributes to its reputation.
The hotel, which was founded in 1896, is evidence of the Victorian era's occupation with holidays at the beach. With a prominent seafront location on Royal Parade, its architecture reflects the majesty of the era. The York House Hotel has experienced a number of updates and renovations over the years to accommodate changing visitor demands while maintaining its Victorian charm. Room renovations, electrical system upgrades, and exterior enhancements are examples of current investments. (Cove, 2021).
The Best Western York House Hotel, located in the centre of Eastbourne City Centre, welcomes guests with its Verandah Restaurant, which serves British cuisine. After seeing the local sights, chill in the library or beside the indoor pool. Guests appreciate free in-room Wi-Fi and friendly staff. (York House Hotel,2024)
York House Hotel is an independent, family-run hotel located on the seafront in Eastbourne, a popular seaside resort town on the south coast of England. (York House Hotel,2024). The hotel offers a range of accommodation options, from single rooms to family suites, catering to a diverse clientele including leisure travellers, families, and business guests. (Devonshire Quarter, 2024). 
Eastbourne itself boasts a rich history and cultural heritage, attracting a considerable number of international tourists. (Eastbourne Heritage Centre, 2022). This influx of international visitors underscores the significance of foreign language skills for hotel staff in providing excellent customer service and ensuring a positive guest experience. 
According to Datanyze (2024) York House Hotel in Eastbourne employed 24 staff members, and hotel generated $5.1 million in revenue. York House Hotel, it is categorized as a mid-sized hotel with 80 rooms. (Offpeakluxury, 2024)
4.2 Key Analyses 
To understand the operational context of York House Hotel and the importance of foreign language skills within this context, the following analyses are conducted:
4.2.1 SWOT Analysis of York House Hotel
A SWOT analysis is a strategic planning tool used to evaluate the Strengths, Weaknesses, Opportunities, and Threats facing an organization (Teoli et al., 2023). It helps identify internal and external factors that can impact the hotel's performance and competitiveness. 
4.2.1.1 Strengths:
* Prime seafront location: York House Hotel is located on the seafront close to the pier of Eastbourne, with spectacular views
* Pet friendly: York House Hotel accept pets in hotel for a small charge, “BRING YOUR FOUR-LEGGED FRIEND WITH YOU” (York House Hotel, 2024)
* Loyal customer rewards: York House Hotel it is a part of Best Western Hotels& Resort, which offers the loyal customers membership cards (e.g. blue, gold, platinum, diamond and diamond select), these cards can be used for free room upgrades, recognition gifts and bonus points as make the way up membership tiers. (Best Western, 2024)
* Positive online reviews: York House Hotel, has many good reviews at Booking.com. with a rating of 7.8 good (Booking, 2024). In the other side tripadvisor.com with a rating of 4.5 excellent. (TripAdvisor, 2024)
[bookmark: _Hlk182136613]4.2.1.2 Weaknesses:
* Lack of Standardised Language Training:
As a family-run hotel, York House may not have a formalized language training program for its front office staff. This could lead to inconsistencies in language proficiency and service quality. Guests who do not speak English fluently may struggle to communicate their needs and preferences, potentially leading to misunderstandings, frustration, and a negative impact on their overall experience.
*Limited Language Support:
The hotel may not have staff with proficiency in a wide range of languages. This could be a disadvantage in Eastbourne, which attracts international tourists from various countries. Guests who speak fewer common languages may find it difficult to communicate effectively with the front office staff, potentially hindering their ability to access information, resolve issues, and feel welcomed.
*Language barriers
The contact between a guest and an employee is crucial in the hotel sector, which is relatively global and consequently vulnerable to language difficulties. This is because businesses aim to retain guests and foster brand loyalty. (Wagner, 2018)
4.2.1.3 Opportunities:
*Partnerships with Local Businesses:
Collaborating with local businesses like tour operators, restaurants, and attractions can create mutually beneficial relationships. This could involve joint marketing efforts, package deals, and cross-promotion, ultimately attracting more guests and enhancing their experience. For instance, local cafes and restaurants. Businesses that provide tours and activities can collaborate with nearby cafés and restaurants in a variety of inventive ways. This might involve giving tourists discounts and discount codes or promoting the tour's inclusion of visits to neighbourhood cafés and restaurants. By giving the customers, a genuine experience that highlights regional foods, visiting cafes and restaurants may further improve the tour and travel experience. (Rezdy, 2024)
*Growing International Tourism Market:
Eastbourne, with its coastal beauty and attractions, is well-positioned to benefit from the continued growth of international tourism. York House Hotel can benefit from this trend by catering to the needs and preferences of international visitors.
*Offer multilingual services: Customers all across the world may obtain support in their local language thanks to multilingual customer support, which guarantees that companies communicate in many languages. It increases satisfaction, fosters client loyalty, and closes communication gaps. (Ramanathan, 2024)
*Train staff in cultural awareness and communication skills to better serve diverse guests. Cultural sensitivity, communication techniques, anti-discrimination guidelines, and customer service expectations are just a few of the subjects that should be covered in training. Encourage employees to become knowledgeable about the particular requirements and expectations of various visitor groups, including those with dietary restrictions, impairments, family dynamics, or religious views. (LinkedIn, 2024)
4.2.1.4 Threats:
*Increasing competition from other hotels and accommodation types
Increasing competition as a major threat. The hospitality industry is constantly evolving, and York House Hotel faces competition not just from other hotels, but also from alternative accommodation types. (Schwarz, 2024). Some of the competitive landscape and its implications are:
*Types of Competition:
* Traditional Hotels: Eastbourne has a wide range of hotels, from budget-friendly options to luxury establishments. (Eastbourne Borough Council. 2024). York House needs to differentiate itself to stand out.
* Boutique Hotels: These smaller, stylish hotels often appeal to a younger, design-conscious travellers. (Little hotelier,2024). York House may need to emphasize its unique features and personalized service to compete
*Brexit and covid pandemic affected the staff and customers satisfaction:  Starting with the Brexit referendum and picking up speed during the Covid epidemic, a significant number of EU citizens have left the UK in the last few years. (Morris & Reuben 2021). As result of they leave the UK, the hotel industry is facing staff shortages which affect the customers satisfaction. (Selander, 2024)
* Negative online reviews damaging reputation: Negative customer reviews have the potential to seriously damage a brand's reputation and reduce its dependability. Revenue is lowered since many internet shoppers are hesitant to make a reservation at a hotel or restaurant with few or no bad reviews. (Valeria, 2024)
[bookmark: _Hlk182136689]4.2.2 PEST Analysis
A PEST analysis examines the macro-environmental factors that can influence an organization, including Political, Economic, Social, and Technological factors (Laoyan, 2024). It provides a broader understanding of the external environment in which the hotel operates.
4.2.2.1 Political
These are crucial external factors that significantly impact the hospitality industry, and York House Hotel is no exception. Here is a breakdown of some key areas:
*Government Stability: A stable political environment is essential for business confidence and long-term planning. Any political instability or uncertainty can affect tourism and investment in the hospitality sector. (Rauf et al., 2022)
*Tourism Policies: Government policies on tourism, such as visa regulations, marketing campaigns, and infrastructure development, can significantly impact the number of visitors to Eastbourne and the demand for hotel accommodation.
*Brexit: The UK's exit from the European Union has implications for tourism, including potential changes in visa requirements for EU citizens, trade agreements, and labour mobility. (European Union, 2021). These factors can affect the availability of staff and the number of international visitors
     4.2.2.2     Economical
* Government Fiscal Policy: Businesses' investment decisions are significantly impacted by government fiscal policies. For example, it can change taxation policy to change the investment climate. Companies may have less after-tax profit available for investment when corporation tax rates rise. On the other hand, companies may have more money available for investments if government agencies reduce corporate taxes or provide tax breaks for particular kinds of investments. (Inspired Economist, 2013).
* Currency exchange rates fluctuations: Currency conversions are influenced by exchange rates, which can have a direct effect on foreign travellers' travel expenses. Travelling to a certain location becomes more costly for international tourists when the local currency appreciates in value relative to other currencies. As a result, there may be a drop in foreign travel and fewer hotel reservations, which might reduce occupancy rates and eventually have an impact on hotel earnings. (Burnett, 2023)
4.2.2.3 Social
* Cultural trends: Changing social values and cultural norms significantly influence consumer preferences in the hospitality industry. Guests now prioritize experiences over material possessions, seeking authentic and personalized services that align with their values. (Appinio, 2024). Hotels must adapt by understanding these evolving expectations and incorporating them into their offerings to remain competitive and attract discerning travellers.
* Changing demographics significantly influence the hospitality industry. An aging population may seek accessible accommodations and specialized services, while younger generations prioritize unique experiences and digital connectivity. Shifts in family structures, work-life balance, and travel motivations further shape hospitality demands, requiring businesses to adapt their offerings to remain competitive and cater to evolving customer needs. (Ons, no date)

4.2.2.4 Technological
* Online booking platforms and travel websites have revolutionized the way hotels manage their front office operations, offering a range of technological solutions that streamline tasks, enhance efficiency, and improve the guest experience.
These platforms act as a centralized hub for managing reservations, automating check-in/check-out processes, and providing real-time updates on room availability. This not only reduces the administrative burden on front office staff but also minimizes the chances of errors and delays, leading to a smoother and more efficient guest experience.
* Communication between departments: Front office had a good communication with other departments, on what’s app and walkie talkie. For instance, if the customers complain about a maintenance issues, the front office communicate the issues directly from this tool to the maintenance department and the staff don’t lose time and fix the issues immediately, or when the customers check out, the front office communicate to housekeeping department to clean the room for the next customers.
4.2.3 Competitor Analysis (Price vs. Quality)
This analysis involves comparing York House Hotel with its main competitors in Eastbourne, focusing on the relationship between price and the quality of services offered (Steiner et al., 2013). It helps identify the hotel's competitive positioning and potential areas for differentiation.
Competitor Analysis:
Key Takeaways for York House Hotel:
[bookmark: _Hlk182413412]4.2.3.1 Competitive Landscape: Eastbourne offers a diverse range of hotels, catering to various budgets and preferences. For instance, York House Hotel it has competition with The Pier Hotel which offer lees price for the same room. York House had a price of £53/night and The Pier Hotel for the same room had a price of £48/night. (Booking, 2024). Both hotels are situated in front sea.
4.2.3.2 Differentiation: The York House Hotel in Eastbourne distinguishes itself through a commitment to personalised service, ensuring each guest feels valued and cared for. (York House Hotel,2024). This dedication extends to families, with a welcoming atmosphere that caters to all ages. Furthermore, the hotel provides exceptional value for money, offering competitive rates and a range of amenities without compromising on quality. This combination of personalized attention, family-friendly environment, and affordability sets the York House Hotel apart in the Eastbourne hospitality landscape.
4.2.3.3 Online Presence: A strong online presence with positive reviews and easy booking options is crucial. A key aspect of this is cultivating positive reviews. Platforms like TripAdvisor, Google, and social media sites are where guests share their experiences. Positive reviews build trust and credibility, influencing others to choose your hotel. Encourage satisfied guests to leave reviews and promptly address any negative feedback to show you value customer satisfaction.
Social media platforms like Facebook, Instagram, Twitter and TikTok are powerful tools for showcasing your hotel's personality and engaging with potential guests. Share high-quality photos and videos that highlight your property's unique features, amenities, and local attractions. Run contests, offer promotions, and respond to comments and messages to foster a sense of community and build brand loyalty. (Baluch, 2024)
For instance, competitor of York House Hotel, Hydro Hotel got a good online present on Facebook, Instagram, with a lot of positives reviews. The most positives reviews are on Booking.com with a rating of 8.5 very good. (Booking, 2024)
4.2.3.4 Modernization: Continuously updating facilities and services to meet guest expectations is important. The hotel needs a major improvement being an old hotel, the rooms, and communal areas such as the reception, the restaurant as well as the stairs or hallways, need new carpets, new furniture and windows need to be changed. Many negative reviews refer to these aspects. (Booking, 2024). Customers complain about all these aspects, and this affects the image of the hotel, and it is more likely that future customers will take these aspects into account before making a reservation.
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4.2.3.5 Language Skills: In order to provide outstanding customer experiences in an increasingly globalised world, the hotel sector must adjust to a variety of markets and clientele, overcoming linguistic obstacles. Businesses considering outsourcing contact centre solutions frequently have to make the difficult choice of whether to use the UK's unique advantages or choose an overseas location. (Robinson, 2024). In a town with a significant international tourist population, providing multilingual services can be a key differentiator.
5. Theme Exploration:
The globalized nature of the tourism industry necessitates that hotel, especially those in popular tourist destinations like Eastbourne, adapt to cater to a diverse client. The ability of front office staff to communicate effectively in multiple languages is no longer a luxury, but a necessity for providing excellent customer service and remaining competitive. (Wegner, 2024). This analysis will delve into the importance of foreign language skills for front office staff in hotels, using York House Hotel in Eastbourne as a case study. It will draw upon academic research to establish the theoretical framework, and then utilize observations and evidence from the placement hotel to critically analyse the current situation, identify potential areas for improvement, and suggest actionable recommendations
5.1 Theoretical Framework: The Impact of Foreign Language Proficiency on Customer Service
The hospitality industry thrives on providing exceptional customer experiences, and communication is at its heart. In an increasingly globalized world, where travellers come from diverse linguistic backgrounds, the ability of front office staff to communicate in multiple languages is paramount. Speaking more than one language fluently is a great advantage. Making sure that these crucial communication channels are proficient and of high quality is crucial for the hotel industry, especially for front desks with bilingual employees and in-house interpreters. (Language Line Solutions, 2024).
5.2 Enhanced Communication and Guest Satisfaction
Effective communication is the cornerstone of positive guest interactions. When front office staff can converse with guests in their native language, it fosters a sense of understanding and rapport. This is supported by research by Solomon (2024), which emphasizes that multilingual staff are perceived as more competent and helpful, leading to increased guest satisfaction and loyalty. The ability to address guests' needs and concerns in their preferred language not only facilitates smoother interactions but also creates a more personalized and welcoming experience.
5.3 Building Trust and Loyalty
Language proficiency goes beyond mere transactional communication; it plays a crucial role in building trust and fostering a sense of connection. When guests feel understood and valued, they are more likely to develop a positive impression of the hotel and its staff. Getzel (2019) highlights that communicating in a guest's native language creates a sense of belonging and enhances their overall experience. This, in turn, can contribute to increased guest loyalty and positive word-of-mouth referrals.
5.4 Overcoming Communication Barriers and Cultural Misunderstandings
Language barriers can be a significant impediment to effective communication, leading to misunderstandings, frustration, and even service failures. Soni (no date) emphasizes the importance of language proficiency in overcoming these barriers and preventing cultural misunderstandings. Front office staff who can navigate linguistic and cultural differences are better equipped to handle guest inquiries, resolve complaints, and ensure a smooth and enjoyable stay for all guests.
5.5 Competitive Advantage and Brand Enhancement
In a competitive hospitality landscape, foreign language proficiency can be a key differentiator for hotels. Solomon (2024) asserts that investing in language training for staff demonstrates a commitment to cultural sensitivity and personalized service. This can translate into tangible benefits, such as increased bookings, positive online reviews, and an enhanced brand reputation. By catering to the linguistic needs of a diverse clientele, hotels can position themselves as welcoming and inclusive establishments, attracting a wider range of guests and gaining a competitive edge.
5.6 Case Study: York House Hotel in Eastbourne
The York House Hotel in Eastbourne, a charming coastal town, enjoys a considerable influx of international tourists, mainly from European countries such as France, Germany, and Spain. However, the hotel faces a language barrier as most of its front office staff are primarily English speakers. While some possess basic French or Spanish skills, it is insufficient to cater to the diverse linguistic needs of their guests. This limitation can lead to communication challenges, potentially hindering the overall guest experience. The hotel may miss opportunities to create a more welcoming and personalized experience for its international clientele, who may feel more comfortable and valued when communicated with in their native language.
This limitation in language proficiency can pose significant communication challenges, especially during peak seasons when the hotel experiences an influx of international guests. During the placement, observed where guests struggled to articulate their needs and preferences clearly due to language barriers. This often led to delays in service, misunderstandings, and occasionally, guest frustration. For example, a guest trying to explain a specific dietary requirement or a request for a particular type of room might encounter difficulties, leading to an unsatisfactory experience. While the hotel staff made commendable efforts to bridge the communication gap by using translation apps or seeking assistance from colleagues with some foreign language skills, these solutions were not always efficient or reliable.
In some cases, the reliance on translation apps resulted in awkward phrasing or mistranslations, further compounding the confusion. Similarly, relying on colleagues with limited language skills could lead to inaccuracies and delays, particularly during busy periods when staff were already stretched thin. These communication barriers not only affected the efficiency of service delivery but also impacted the overall guest experience. Guests who felt understood and well-served were more likely to have a positive impression of the hotel, while those who faced communication difficulties might leave with a less favourable view, potentially affecting the hotel's reputation and future business.

5.7 Analysis of the Placement Hotel and Areas for Development
Based on the theoretical framework and observations from the placement hotel, several areas for development can be identified:
*Needs Assessment:  A comprehensive needs assessment should be conducted to identify the languages most frequently spoken by guests. This can be achieved through guest surveys, analysis of booking data, and consultation with local tourism agencies. This data will inform targeted language training programs for front office staff.
*Language Training Programs:  Investing in structured language training programs for front office staff is crucial. These programs should focus on both conversational and hospitality-specific language skills, including greetings, check-in/check-out procedures, handling inquiries, and resolving complaints.
*Multilingual Resources:  Providing staff with access to multilingual resources, such as phrasebooks, dictionaries, and translation apps, can be helpful in facilitating communication with international guests. However, these should be seen as supplementary tools and not a replacement for language proficiency.
*Recruitment and Selection:  When hiring new front office staff, prioritizing candidates with foreign language skills can enhance the hotel's ability to cater to a diverse clientele. This can be incorporated into the recruitment process by including language proficiency as a desirable criterion and conducting language assessments during interviews. (Harver, 2021)
*Cultural Sensitivity Training:  In addition to language skills, cultural sensitivity training can equip staff with the knowledge and understanding to interact effectively with guests from different cultural backgrounds. (Mise En Place, 2024). This can include awareness of cultural norms, communication styles, and potential areas of cultural misunderstanding.
*Technology Integration:  Leveraging technology can also play a role in overcoming language barriers. For example, the hotel could explore implementing multilingual chatbots on its website or social media platforms to provide instant support to guests in their preferred language.
6. Conclusions and Recommendations:
This report has delved into the critical importance of foreign language skills for front office staff in hotels, utilizing York House Hotel in Eastbourne as a case study. By synthesizing insights from academic literature, observations made during the placement, and a thorough analysis of the hotel's operational context, several key conclusions and recommendations emerge.
6.1 Key Conclusions:
Foreign language proficiency is no longer a luxury but a necessity for providing excellent customer service in today's globalised hospitality industry. Research consistently shows that guests perceive multilingual staff as more competent, helpful, and approachable (Lovrits, 2022). This perception translates to increased guest satisfaction, loyalty, and positive word-of-mouth referrals, ultimately impacting the hotel's bottom line.
Effective communication in the guest's native language fosters a sense of welcome and belonging, significantly enhancing their overall experience. When guests feel understood and valued, they are more likely to develop a positive emotional connection with the hotel and its staff (ESS Global Training Solutions, 2024). This emotional connection is crucial in building long-term relationships with guests and fostering brand loyalty.
Investing in language training and cultural sensitivity for front office staff demonstrates a commitment to inclusivity and personalized service, which can be a key differentiator in a competitive market. Hotels that prioritize language skills and cultural awareness send a powerful message to international guests that their needs are valued (Solomon, 2024). This can translate into tangible benefits, such as increased bookings, positive online reviews, and an enhanced brand reputation.
York House Hotel, despite its many strengths, faces challenges in fully meeting the diverse linguistic needs of its international clientele. The observations made during the placement revealed instances where limited foreign language proficiency among front office staff led to communication difficulties, delays, and guest frustration. Addressing these challenges is crucial to ensure a consistently positive guest experience.
A multi-faceted approach is essential to foster a truly multilingual environment at York House Hotel. This requires a combination of formal language training programs, incentives for independent learning, language exchange initiatives, and the strategic utilization of technology. By embracing a holistic approach, the hotel can create a culture that values linguistic diversity and empowers staff to develop their language skills.
6.2 Key Recommendations:
Conduct a comprehensive needs assessment to identify the languages most frequently spoken by guests. This can be achieved through guest surveys, analysis of booking data, and consultation with local tourism agencies. This data will inform the development of targeted language training programs that address the specific linguistic needs of the hotel's clients. 
Invest in structured language training programs for front office staff, focusing on both conversational and hospitality-specific language skills. These programs should cover essential aspects of guest interaction, including greetings, check-in/check-out procedures, handling inquiries, resolving complaints, and providing concierge services. (go FLUENT, 2024) Training should also incorporate cultural sensitivity components to enhance staff awareness and understanding of diverse cultural norms and communication styles.
Provide staff with access to a variety of multilingual resources, such as phrasebooks, dictionaries, translation apps, and online language learning platforms. These resources can serve as valuable tools to support staff in their daily interactions with international guests and encourage continuous language development.
Prioritize foreign language skills in recruitment and selection processes. When hiring new front office staff, explicitly state language proficiency as a desirable or essential criterion. Incorporate language assessments into the interview process to evaluate candidates' communication skills and identify individuals with the potential to provide exceptional service to international guests. (Harver, 2021)
Implement cultural sensitivity training to equip staff with the knowledge and understanding to interact effectively with guests from different cultural backgrounds. (Mise En Place, 2024). This training should cover topics such as cultural norms, communication styles, etiquette, and potential areas of cultural misunderstanding. By fostering cultural awareness, the hotel can create a more welcoming and inclusive environment for all guests.
Utilise technology to bridge language gaps and enhance communication. This includes implementing multilingual chatbots on the hotel website and social media platforms to provide instant support to guests in their preferred language. (Future Trans, 2023). Equipping front office staff with translation software can also facilitate real-time communication and ensure efficient handling of guest inquiries.
Encourage staff to pursue independent language learning through incentives and the provision of accessible resources. Offer financial rewards, offer free lunch, or career advancement opportunities for staff members who achieve language proficiency milestones. Provide access to online language learning platforms language learning materials like lingq.com. or alison.com, and opportunities for language exchange partnerships. (Baumgartner & Aaron, 2024).
Establish a language exchange program to facilitate language practice and cultural exchange among staff members. Pair staff members with different language backgrounds to encourage regular conversation practice and mutual learning. Organize language exchange events with native speakers, conversation groups, and cultural activities to create a fun and engaging environment for language development. (Connolly, 2024)
Continuously evaluate and improve the hotel's strategies for recruiting, training, and utilizing multilingual staff. Language ability assessment is an essential part of recruitment, particularly in a multicultural and international workplace. Employers may make sure that applicants possess the communication abilities needed to be successful in their positions by putting in place efficient language tests. (Quane, 2024). Regularly assess the effectiveness of language training programs, monitor guest feedback regarding communication with staff, and adapt strategies as needed to ensure optimal service delivery and guest satisfaction.
By implementing these recommendations, York House Hotel can enhance its ability to cater to the diverse linguistic needs of its international clientele, improve guest satisfaction, and strengthen its position in the competitive hospitality market. Embracing linguistic diversity and cultural sensitivity is not only essential for providing excellent customer service but also for creating a welcoming and inclusive environment where all guests feel valued and understood.
7. Reflective Account: 
My placement at York House Hotel in Eastbourne provided invaluable insights into the daily operations of a busy seaside hotel. While I observed many strengths in their customer service approach, one area that particularly resonated with me was the importance of foreign language skills for front office staff. Eastbourne attracts a diverse range of international tourists, and the ability to communicate effectively with guests from different linguistic backgrounds is crucial for providing excellent service and creating a welcoming atmosphere.
During my time at York House Hotel, I witnessed firsthand how language differences can create obstacles to smooth communication and efficient service. It was common to see guests struggling to articulate their needs and preferences at the reception desk. These difficulties ranged from simple requests, like asking for extra towels or inquiring about breakfast times, to more complex issues, such as explaining a problem with their room or seeking recommendations for local attractions.
I recall one instance where a German couple arrived late in the evening, visibly exhausted after a long journey. They attempted to explain that their booking confirmation was misplaced, but their limited English made it difficult for the receptionist to understand. This led to a prolonged check-in process, with growing frustration on both sides. The receptionist, though willing to help, fumbled with a translation app on her phone, which further slowed down the process and added to the guests' exhaustion.
In another case, a family from France had trouble communicating their dietary restrictions for breakfast. They tried to explain that their son had a nut allergy, but the staff member on duty struggled to grasp the severity of the situation. It was not until a colleague with some French language skills intervened that the issue was properly understood and addressed. This situation highlighted the potential risks associated with miscommunication, especially when it comes to health and safety concerns.
These incidents, though not daily occurrences, were frequent enough to reveal a recurring pattern. While the staff at York House Hotel were always eager to assist, their limited foreign language proficiency often hampered their ability to provide efficient and satisfactory service to international guests. They relied on translation apps, phrasebooks, or the occasional assistance of a multilingual colleague, but these solutions were often cumbersome and time-consuming, leading to delays, misunderstandings, and a sense of dissatisfaction for both guests and staff.
These observations underscored the importance of proactive measures to address language barriers and create a more inclusive environment for guests from all linguistic backgrounds. It became clear that investing in language training and implementing technology solutions could significantly improve communication, enhance guest satisfaction, and ultimately contribute to the hotel's success.
Reflecting on my observations, I believe that York House Hotel could benefit from implementing strategies to enhance the foreign language capabilities of its front office staff. A comprehensive needs assessment could identify the languages most frequently encountered at the hotel, allowing for targeted language training programs to be developed. These programs could focus on both conversational and hospitality-specific language skills, equipping staff with the tools to handle a variety of guest interactions.
In addition to formal training, the hotel could explore other initiatives to foster a multilingual environment. This could include:
*Encouraging staff to pursue independent language is a fantastic way to foster a multilingual environment at York House Hotel. By providing the right incentives and resources, the hotel can empower its employees to take ownership of their language development and contribute to a more inclusive and welcoming atmosphere for international guests
*Creating a language exchange program within York House Hotel can be a highly effective way to foster a multilingual environment, encourage staff camaraderie, and enhance the overall guest experience. By pairing staff members with different language backgrounds, the hotel can create opportunities for them to practice their language skills, learn about different cultures, and build stronger working relationships
*Utilizing technology: in today's interconnected world, where international travel is commonplace, hotels must cater to guests from diverse linguistic backgrounds. Utilizing technology to bridge language gaps is no longer a luxury but a necessity for providing exceptional customer service. Implementing multilingual chatbots and translation software at the front desk can significantly enhance communication and create a more welcoming and inclusive environment for all guests. Implementing multilingual chatbots or translation software to provide instant language support at the front desk.
*Prioritizing language skills in recruitment: When hiring new front office staff, giving preference to candidates with foreign language proficiency.
Beyond the practical benefits of improved communication, investing in foreign language skills demonstrates a commitment to cultural sensitivity and inclusivity. It sends a message to international guests that their needs are valued and that the hotel is dedicated to providing a welcoming and personalized experience.
My placement at York House Hotel offered a firsthand look at the intricacies of customer service in a dynamic hospitality environment. It became evident that foreign language skills play a crucial role in effective communication and guest satisfaction. In an increasingly globalised world, hotels must adapt to the diverse linguistic needs of their customers. This can be achieved through various strategies, such as providing language training for staff, employing multilingual employees, and using translation technology. By fostering a welcoming atmosphere where guests feel understood and valued, regardless of their native language, hotels can enhance the overall customer experience. This, in turn, contributes to increased guest satisfaction, loyalty, and positive word-of-mouth referrals, ultimately benefiting the hotel's reputation and bottom line.

Furthermore, the experience emphasized the importance of cultural sensitivity in providing exceptional customer service. Understanding and respecting cultural nuances can significantly impact guest interactions. Hotels can implement cultural sensitivity training to educate staff about different cultural norms, communication styles, and expectations. By demonstrating cultural awareness, hotels can create a more inclusive and welcoming environment for guests from all backgrounds, fostering positive relationships and exceeding expectations. In conclusion, my placement at York House Hotel underscored the significance of foreign language skills and cultural sensitivity in delivering outstanding customer service. By investing in these areas, hotels can create a more positive and inclusive experience for all guests, leading to increased satisfaction, loyalty, and ultimately, business success.
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Double Room with Sea View -
Non-Smoking

B9 2 nights - July 2024

&8 couple

Reviewed: 6 July 2024 m
Good location and very cheap for a night or two

© very large, very firm bed" which is fine for us and we both slept well.
Nice unrestricted seaview
reception staff all very polite and helpful

® We do understand this building to be victorian, probably very busy throughout the year
although communal areas very dated, musky; could benefit from refurb through foyer, corridors,
stairs.




