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Component 1 - Professional reflection

During my placement at Orida Hotel, a bustling four-star establishment catering to international guests, I witnessed a cultural misunderstanding unfold in the vibrant breakfast restaurant. As a Food and Beverage (F&B) service staff member, ensuring a smooth and enjoyable dining experience is paramount. However, on this particular morning, a seemingly simple request from a guest from Southeast Asia revealed the complexities of cross-cultural communication.

The guest, a middle-aged woman, approached me with a hesitant smile and pointed to a plate of scrambled eggs on the buffet. In broken English, she inquired, "Can I have this, please, but not spicy?"  I acknowledged her request with a nod and proceeded to scoop a generous portion onto her plate. As I handed it back, I noticed a flicker of disappointment cross her face. Politely, she explained, "No, no, I don't want any spice at all. Not even black pepper."

Confused, I apologized and clarified, "But ma'am, scrambled eggs don't usually have spice in them."  A wave of realization washed over me as she patiently explained, "In my country, some pre-made breakfast dishes might have chilies or other spices added. I simply prefer them plain."

Herein lay the crux of the misunderstanding. My initial assumption, based on Western culinary norms, was that scrambled eggs wouldn't be considered spicy. However, the guest's cultural background led her to perceive even common ingredients like black pepper as a potential source of heat. This incident resonated with [Cromwell, M. (2018). International hospitality management: An integrated approach. Routledge], highlighting the importance of cultural sensitivity in hospitality settings.

Reflecting on this experience, I recognized the need to develop several key skills to prevent future misunderstandings. Firstly, active listening is crucial.  Instead of assuming what the guest meant, I should have given her the space to elaborate on her request. As [Morrison, A. M., & Westwood, R. (2014).  Customer experience in hospitality and tourism: Theories and practice. Routledge] suggests, active listening fosters empathy and allows for a deeper understanding of the guest's needs.

Secondly, cultural awareness is vital.  While I was familiar with various international cuisines, this incident underscored the importance of ongoing learning about cultural preferences, particularly regarding food and spice levels. Resources like [Singh, J., & Singh, S. (2017).  Cross-cultural understanding in hospitality management education and training: A conceptual framework. Journal of Teaching in Travel and Tourism, 17(2), 142-157] provide valuable insights into diverse dietary customs and preferences. By remaining curious and actively seeking knowledge, I can better anticipate and cater to the needs of guests from different backgrounds.

Finally, this experience highlighted the importance of clear communication. After understanding the guest's preference, I should have explicitly confirmed my understanding by repeating her request and ensuring it aligned with her expectations. This simple step, as advocated by [Morrison, A. M., & Westwood, R. (2014)], could have prevented any ambiguity and ensured a more satisfying experience for the guest.

The breakfast table incident proved to be a valuable learning experience. It exposed my own cultural biases and emphasized the importance of active listening, cultural awareness, and clear communication in F&B service. By actively developing these skills, I can bridge the cultural gap and provide a truly exceptional dining experience for all guests, regardless of their background.
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Component 2 - Training plan

As hospitality professionals at Orida Hotel, we take pride in delivering exceptional experiences for guests from all corners of the globe. However, cultural misunderstandings can sometimes hinder this mission.  My recent experience with a guest from Southeast Asia highlighted the importance of cultural awareness in ensuring smooth and satisfying dining experiences.  To address this need, I propose a staff training plan focused on developing cultural competency in the Food and Beverage (F&B) department.

Training Objectives:
· Define cultural awareness and its significance in the hospitality industry (Cromwell, 2018).
· Identify common cultural differences related to food and beverage service.
· Develop active listening and communication skills to better understand guest needs.
· Explore resources for ongoing cultural learning.

Training Format:
This interactive training program will consist of three modules delivered over a two-hour session.

Module 1: Understanding Cultural Awareness (30 minutes)
Introduction: A brief presentation will define cultural awareness and its role in creating a welcoming and inclusive environment for international guests (Morrison, A. M., & Westwood, R., 2014). This will include real-life examples of how cultural misunderstandings can negatively impact guest experiences.
Group Discussion: Interactive activities will encourage participants to share their own experiences with cultural diversity and brainstorm potential challenges they might encounter in their daily work.



Module 2: Food and Beverage Considerations (45 minutes)
Presentation: This segment will explore common cultural differences related to food and beverage service. Topics might include dietary restrictions, spice tolerance levels, and table etiquette across various regions.
Case Studies: We will analyse real-world scenarios similar to my experience with the guest from Southeast Asia. Participants will discuss potential solutions and strategies to ensure guest satisfaction.
Role-Playing Exercises: Interactive role-playing exercises will allow participants to practice active listening skills and clear communication techniques when dealing with guests from diverse backgrounds.

Module 3: Resources and Ongoing Learning (45 minutes)
Resource Sharing: This section will introduce participants to valuable resources for ongoing cultural learning. We will explore online databases, travel guides, and cultural competency training programs (Singh, J., & Singh, S., 2017).
Action Planning: Each participant will develop a personal action plan outlining specific steps they will take to further develop their cultural awareness and improve their interactions with guests.

Training Evaluation:
To assess the effectiveness of the training program, we will utilize a pre- and post-training survey.  The survey will evaluate participants' understanding of cultural awareness and their confidence in handling culturally diverse situations.  Additionally, a three-month follow-up session will allow staff to share their experiences and discuss any challenges or successes encountered while implementing their action plans.




Conclusion:

By actively fostering cultural competency, we can elevate our guest service standards at Orida Hotel.  This training program will equip F&B staff with the necessary knowledge, skills, and resources to confidently navigate cultural differences and consistently deliver exceptional experiences for our global clientele.
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Component 3 - Student self-reflection

My placement at Orida Hotel, a bustling establishment catering to international guests, proved to be a valuable learning experience, particularly regarding cultural awareness in the hospitality industry. Initially, my understanding of this concept was limited to basic greetings and customs from various regions. However, through a series of interactions with diverse guests, I realized the crucial role cultural sensitivity plays in creating truly exceptional experiences.

During my early days, I often relied on memorized greetings in different languages, assuming it would suffice. However, one interaction with a guest from a collectivist culture highlighted the importance of respect and a more formal approach. A simple "Hello" felt impersonal compared to the traditional greeting they offered. This encounter resonated with [Hofstede, G. (2011).  Culture's consequences: Comparing values, institutions, and organizations across nations]. Hofstede's framework on cultural dimensions emphasizes the significance of understanding cultural values to provide appropriate service. This experience sparked a desire to learn more about specific cultural norms and adapt my service style accordingly.

Another eye-opening experience involved a guest with dietary restrictions. During breakfast service, I confidently offered a pre-prepared yogurt and granola option. However, the guest politely declined, explaining their lactose intolerance. This situation exposed my lack of active listening and the importance of inquiring about dietary needs before making assumptions.  Reflecting on [Morrison, A. M., & Westwood, R.  (2014)], who emphasize the role of active listening in customer experience, I realised the importance of giving guests the space to voice their needs and preferences.

Each interaction with a guest from a different cultural background presented a valuable learning opportunity.  A guest from a high-context culture might appreciate more subtle communication cues, while a guest from a low-context culture might require more direct and explicit information [Hall, E. T. (1976).  Beyond culture].  By being mindful of these communication styles, I could tailor my service to ensure clear understanding and avoid potential misunderstandings.

Why Does it Matter?

These experiences at Orida Hotel completely transformed my understanding of cultural awareness in hospitality.  It's not just about knowing basic greetings or customs; it's about actively engaging with guests, understanding their background, and tailoring the service accordingly.  This fosters a sense of inclusivity, respect, and ultimately, a more memorable experience for the guest.  By prioritizing cultural awareness, I can move beyond simply providing good service to creating a welcoming environment where guests feel valued and understood, regardless of their cultural background.

My journey towards cultural competency is far from over.  The hospitality industry thrives on diversity, and there will always be new cultures to learn about and adapt to.  Staying updated through online resources, attending cultural events, and engaging in respectful conversation with people from diverse backgrounds will be key to maintaining this awareness.

In conclusion, my experience at Orida Hotel transformed my understanding of cultural awareness in hospitality.  It's a continuous learning process that requires active engagement and a genuine desire to connect with people from different backgrounds.  By prioritizing cultural competency, I can ensure that all guests feel welcome, respected, and have a truly exceptional experience at Orida Hotel.

Self-Reflection:

How did my understanding change? My understanding shifted from a superficial knowledge of greetings to a deeper appreciation for the importance of cultural sensitivity in communication, service style, and overall guest experience.
What did I learn? I learned the importance of active listening, adapting communication styles, and respecting cultural values to provide inclusive and personalized service.
Why is this experience important? This experience highlighted the potential for misunderstandings and the negative impact they can have on guest satisfaction. It emphasized the role of cultural awareness in creating a welcoming and memorable experience for all guests.
References

Hall, E. T. (1976). Beyond culture.
Hofstede, G. (2011). Culture's consequences: Comparing values, institutions, and organizations across nations.
Morrison, A. M., & Westwood, R. (2014). Customer experience in hospitality and tourism: Theories and practice. Routledge.



















Component 4 – Training presentation


Hotel Orida: Embracing Multilingualism for Exceptional Guest Experiences
Slide 1: Embracing Multilingualism for Exceptional Guest Experiences
Subtitle: A Training Presentation for Hotel Orida Staff
Welcome, Hotel Orida team! In today's presentation, we'll explore the benefits of multilingualism and language awareness for our staff. By embracing diverse languages and cultural nuances, we can elevate the guest experience and ensure everyone feels welcome and understood.

Slide 2: The Power of Multilingualism

Multilingualism: The ability to speak and understand multiple languages.
Benefits for Hotel Orida:
Cater to a broader international clientele.
Enhance guest communication and service.
Build trust and rapport with guests from diverse backgrounds.
Reference: [1] Why Language Learning Is a Must in the Hotel Industry | Babbel for Business https://www.languagetesting.com/blog/mastery-of-another-language-makes-you-an-ideal-candidate-for-the-hospitality-sector/

Slide 3: Introducing Spanish: A Language for Global Hospitality

Spanish: A widely spoken language across Europe and the Americas.
Spoken in Spain, many Latin American countries, and parts of the US.
Advantages for Hotel Orida:
Attract guests from Spanish-speaking countries.
Enhance communication with Spanish-speaking staff.
Broaden career opportunities (Spanish is a valuable skill in hospitality).

Slide 4:  Learning Resources and Language Awareness

Language Learning Resources:
Online platforms (Duolingo, Babbel)
Language classes
Mobile apps
Language Awareness:
Understanding cultural greetings and gestures.
Recognizing basic phrases for hospitality (check-in, directions, amenities).
Being mindful of nonverbal communication.

Slide 5:  Building Cultural Bridges: Importance of Politeness

Polite Language in Spanish:
Use formal greetings ("Buenos días," "Buenas tardes")
Employ respectful pronouns ("Usted")
Offer assistance ("¿En qué puedo ayudarle?")
Importance of Politeness:
Creates a positive first impression.
Shows respect for guest cultures.
Fosters a welcoming and inclusive environment.

Slide 6: Conclusion

Recap: Multilingualism and language awareness are valuable assets.
Benefits:
Enhance guest experience.
Build a strong reputation for international hospitality.
Create a more inclusive work environment.
In conclusion, embracing multilingualism fosters a welcoming environment for all guests at Hotel Orida. By acquiring basic language skills and cultural awareness, we can bridge communication gaps, build trust, and create a truly international hospitality experience.  Let's embark on this journey of learning together – ¡Muchas gracias! (Thank you very much!)
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