	Student Name: Dina Priedulena
Student ID: 2233688
Module Title: Foreign Languages and Cultural Awareness
Module Code: BMIH5003
Lecturer: Heidi Prosser
Date: 9 th February 2024
	[image: University of Wales Trinity Saint David - myday]

	
ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection(500 words +/- 10%)

Weighting: 25%

	


Reflection on cultural misunderstandings.

Dina Priedulena
Student ID Number: 2233688
Foreign Languages and Cultural Awareness 
 BMIH5003 
Heidi Prosser
Word Count: 512




As a Food and Beverage (F&B) employee in a prestigious hotel, I encountered a cultural misunderstanding with a hotel guest during a dining experience. The guest, who was from Japan, had specific dietary preferences rooted in their cultural background. Unfortunately, due to a language barrier and lack of cultural awareness, I misinterpreted their dietary requirements. The guest politely communicated in English that they preferred a vegetarian meal. However, in Japanese culture, it is common to express preferences indirectly, and the guest was expecting me to understand and provide a meal that aligns with their cultural expectations. Unfortunately, I treated it as a straightforward dietary choice, not realising the cultural nuances involved.
In this scenario, the guest's indirect communication style aligns with Japanese cultural norms where individuals often convey preferences implicitly, relying on context and non-verbal cues. When the guest politely communicated in English about preferring a vegetarian meal, they were likely expecting the staff to pick up on the subtle cues and understand the underlying cultural context.
The above situation led to Misinterpretation.
As I was unfamiliar with the subtleties of Japanese communication norms, I misunderstood the guest's request as a simple preference for vegetarian cuisine. I did not grasp the indirect manner of communication, creating an expectation discrepancy.
Cultural Nuances are clearly visible in this situation.
Indirect Communication: In Japanese culture, people may use subtle hints, non-verbal cues, or indirect language to express preferences or opinions. Understanding this cultural aspect is crucial for effective communication.
Contextual Expectations: The guest, following their cultural norms, might have expected the hotel staff to recognise the indirect request based on the broader context of the conversation and the specific wording used.
Resolution and Skills Development:
· Cultural Sensitivity Training: Provide training for hotel staff, especially those in customer-facing roles, on diverse cultural communication styles. This includes understanding the subtleties of indirect communication in cultures like Japan.
· Active Listening Skills: Emphasise the importance of active listening and paying attention to non-verbal cues. Staff should be encouraged to pick up on contextual details that may provide insights into guests' preferences beyond explicit language.
· Clarification Techniques: Train staff to use polite and respectful clarification techniques when they encounter potential cultural differences in communication. This ensures that guests feel understood and valued.
· Multilingual Staff: Having multilingual staff members, or access to translation services, can facilitate smoother communication and help bridge cultural gaps.
· Menu Transparency: Implementing clearer menu labelling and communication about dietary practices to inform guests of the ingredients used and the hotel's commitment to accommodating diverse dietary needs.
In response to the cultural misunderstanding, I am committed to enhancing cultural awareness through training, improving language skills, practicing active listening, continuous learning about cultural diversity, and ensuring menu transparency. These changes aim to create a more inclusive and culturally sensitive environment, preventing misunderstandings and enhancing overall guest satisfaction.
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A cultural misunderstanding occurred between a Japanese guest and hotel staff due to the guest's indirect communication style rooted in Japanese cultural norms. The staff misinterpreted the guest's preference for a vegetarian meal, assuming it was a straightforward dietary choice. This misinterpretation stemmed from the staff's unfamiliarity with Japanese communication subtleties, leading to an expectation discrepancy. Cultural nuances, particularly in indirect communication and contextual expectations, played a crucial role in this situation. This training plan is designed to ensure all employees are equipped with the skills needed to navigate cultural differences effectively, fostering an environment where guests feel understood and valued.
Training Objectives:
Cultural Sensitivity: develop a heightened awareness of cultural nuances and communication styles, fostering an inclusive environment.
Effective Communication: enhance active listening skills and the ability to interpret non-verbal cues to better understand guest preferences.
Adapting to Indirect Communication: equip staff with techniques to recognise and respond to indirect communication, common in various cultural contexts.
Language Competency: provide language training resources to improve basic proficiency and facilitate clearer communication with guests.
The training program consists of four Modules.
Module 1: Cultural Sensitivity.
This module aims to provide participants with a comprehensive understanding of cultural sensitivity, emphasising its crucial role in guest interactions within the hotel industry.
Content:
· Understanding cultural diversity among hotel guests.
· Recognising the impact of cultural backgrounds on communication.
· Promoting inclusivity in guest interactions.
Delivery: interactive workshops, real-life case studies, guest speaker sessions.
Module 2: Effective Communication.
This module is designed to equip hotel staff with the essential communication skills needed for successful guest interactions.
Content:
· Importance of active listening in guest interactions.
· Non-verbal communication cues and their significance.
· Practical exercises to enhance listening skills.
Delivery: role-playing scenarios, guest speaker sessions on effective communication, peer-to-peer feedback sessions.
Module 3: Adapting to Indirect Communication.
This module aims to empower hotel staff with the skills needed to recognise and navigate situations involving indirect communication effectively.
Content:
· Identifying and responding to indirect communication cues.
· Strategies for clarifying expectations in a culturally sensitive manner.
· Role-playing exercises in diverse cultural contexts.
Delivery: Simulated scenarios, group discussions on cultural differences, guidance from experienced trainers.
Module 4: Language Competency.
Content:
· Basic language training in common languages spoken by guests.
· Introduction to translation tools and services.
· Practical language exercises and learning resources.
Delivery: Language learning resources, guest language sessions, access to translation tools and services.
Regular assessments and feedback sessions will be conducted to measure the effectiveness of the training. Employee input will be actively sought to continually refine and enhance the program.
In conclusion, the implementation of this comprehensive training plan reflects the hotel's commitment to delivering outstanding guest experiences by recognising and respecting diverse cultural perspectives. It is through continuous learning and adaptation that the hotel can meet the evolving needs of its global clientele and maintain its reputation for excellence in hospitality.
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As an International Hotel Management student, my journey in understanding cultural awareness within the hospitality industry has been a transformative experience so far, shaped by the dynamic nature of the subject and my evolving perspectives. Utilising the Gibbs Reflective Cycle (Gibbs 1988), I will delve into key moments and realisations that have influenced my comprehension of cultural awareness.
Having a substantial background in hospitality, I possessed an awareness of cultural considerations, acknowledging their significance for inclusive service in the industry. However, upon delving into the material covered in the lectures, I realised that my understanding was somewhat superficial and lacked a truly global perspective. In essence, I came to appreciate that the world is far more expansive and diverse than my initial imagination had grasped. 
Initially, I held a strong belief in my grasp of the topic, finding it intuitive and consistent with my hospitality background. Engaging in discussions, I shared insights based on my general knowledge. However, I harboured a lingering curiosity about the practical applications of cultural awareness in hospitality settings. Through interactions with classmates and the lecturer, I found it enlightening to explore cultural disparities across various countries and delve into the underlying historical, religious, and social factors shaping these differences.
The lectures on cultural awareness are engaging and essential because they directly impact our daily lives, as customers and as service providers in a multicultural environment. As students and future professionals in the hospitality industry, it's crucial to explore and comprehend these concepts thoroughly. Lectures helped me to get a broader view of things in the context of cultural awareness, as well as to look at cultural differences from another point of view, for example, using Hofstede's Cultural Dimension.
The content of the lectures, as well as the discussions, encouraged me to think about and be interested in concepts such as globalisation, multiculturalism and cultural diversity, as well as how I feel applying these concepts in my chosen field – hospitality.
In conclusion, my journey towards understanding cultural awareness within the hospitality industry has been transformative, marked by a shift from a superficial understanding to a deeper appreciation of its complexities. As an International Hotel Management student, I have come to recognise the significance of cultural awareness in shaping inclusive service and fostering meaningful guest experiences. Moving forward, I am committed to further exploration and application of these concepts, recognising their importance in navigating the diverse landscape of the hospitality industry.
In conclusion, the Gibbs Reflective Cycle has been instrumental in capturing my evolving journey as a student navigating the complexities of cultural awareness in hospitality. From a basic theoretical standpoint to a more nuanced and practical understanding, this reflective process has deepened my appreciation for the subject and highlighted the ongoing nature of my learning journey.
Continuous learning through self-study and workshops, cross-cultural training, immersion experiences, networking, feedback, mentorship, daily practice integration, and regular evaluation are key components of the action plan to enhance cultural awareness in the hospitality industry. This holistic approach aims to deepen understanding and improve service delivery for diverse guest experiences.
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In 2022, the UK welcomed 2 million visits from Spain.

More than three-in-five holiday visitors from Spain are making a repeat visit to Britain 

98% of visitors from Spain are either ‘likely’ or ‘extremely likely’ to recommend Britain for a holiday or short-break.                                                     (VisitBritain)
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Mainly spoken in Spain, Latin America, and increasingly in the United States.

Learning any language takes effort, but Spanish is considered one of the easier languages for English speakers.
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In Spanish-speaking cultures, addressing guests with titles like "Señor" or "Señora" is a sign of respect.

Using someone's first name too soon can be perceived as disrespectful in Spanish-speaking cultures.
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6

.

Be Kind

Greet guests with a smile.

Show Empathy and Care

Be Attentive

Talk Nicely

Be Consistent

Respect Different Cultures

Good Body Language

Fix Issues

Stay Professional

Keep Learning

Say Sorry





















image2.jpeg

*****








POLITENESS I BUSINESS CONTEST

-
oo eceptend et s e e
ermonr g et o wd prokesoaerin
eons v gt oo

e P
e
T
i s
sy





image8.emf
7



Lack of Punctuality



Interrupting Others



Ignoring Emails or Messages



Speaking Loudly



Not Respecting Boundaries



Neglecting Etiquette



Misusing Technology



Overusing Jargon



Not Acknowledging Contributions



Failure to Apologise

Impoliteness to 

Avoid 


Microsoft_Office_PowerPoint_Slide6.sldx



7



Lack of Punctuality

Interrupting Others

Ignoring Emails or Messages

Speaking Loudly

Not Respecting Boundaries

Neglecting Etiquette

Misusing Technology

Overusing Jargon

Not Acknowledging Contributions

Failure to Apologise



Impoliteness to Avoid 

















image2.jpeg









Fimesping Ot

7 Spesing Louds

7 Rrpcing B
“OrringFezon

Nor Acnariging Corsuons
P Apoiee





image9.emf
B

ENEFITS OF

M

ULTILINGUALISM AND

L

ANGUAGE

A

WARENESS FOR

H

OTEL

S

TAFF

8



Enhanced Communication:



Ability to communicate with guests 

from diverse linguistic 

backgrounds.



Improved understanding of guest 

needs and preferences.



Improved Customer Satisfaction:



Meeting guests' language expectations 

contributes to a positive experience.



Increased likelihood of resolving issues 

and providing personalised services.



Positive Hotel Reputation:



Multilingual staff create a 

welcoming atmosphere.



Reputation for accommodating a 

global clientele enhances the 

hotel's image.



Cultural Nuances:



Awareness of cultural 

differences fosters respectful 

interactions.



Contributes to a more inclusive 

and customer-friendly 

environment.



Overall Impact:



Positive impact on customer loyalty and repeat business.



Reflects positively on the hotel's brand and standing in the 

industry.

..


Microsoft_Office_PowerPoint_Slide7.sldx
Benefits of Multilingualism and Language Awareness for Hotel Staff

8

Enhanced Communication:

Ability to communicate with guests from diverse linguistic backgrounds.

Improved understanding of guest needs and preferences.

Improved Customer Satisfaction:

Meeting guests' language expectations contributes to a positive experience.

Increased likelihood of resolving issues and providing personalised services.

Positive Hotel Reputation:

Multilingual staff create a welcoming atmosphere.

Reputation for accommodating a global clientele enhances the hotel's image.

Cultural Nuances:

Awareness of cultural differences fosters respectful interactions.

Contributes to a more inclusive and customer-friendly environment.

Overall Impact:

Positive impact on customer loyalty and repeat business.

Reflects positively on the hotel's brand and standing in the industry...
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