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Weighting: 25%
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As fresh Front Desk employee, I was checking in a guest from Japan, a country known for its high-context communication style, where indirect communication is common (Thomas, 2018). The guest subtly hinted at a room preference but did not explicitly state it. On that time, unfamiliar with high-context communication, I failed to pick up on the cues and assigned a room that did not aligned with the guest's unspoken preference. This leaded to disappointment for the guest, who expected from me, as experimented Receptionist to understand the implicit request. The mistake came from my lack of training in recognizing and responding to high-context communication styles (Meyer, 2014). In high-context cultures, individuals often communicate indirectly, relying on contextual cues and non-verbal signals, which may not be immediately apparent to someone unfamiliar with this communication approach (Jandt, 2014). The mistake occurred because lack of training and knowledges, I was at the time unfamiliar with that culture. Now I understand what happened, I had a Cross-Cultural Communication Training meantime, I could understand and recognize various communication styles, including high-context communication, I can interpret indirect cues more effectively, ensuring a better understanding of guests' preferences, also should develop active listening skills to pick up on subtle cues and non-verbal communication. Doing my job, I have the chance to practice attentive listening during interactions with guests, paying close attention to both verbal and non-verbal signals to gather comprehensive information. As receptionist, I can cultivate cultural sensitivity and awareness, particularly regarding communication styles prevalent in different cultures by approaching interactions with an awareness of potential cultural differences, trying to adapt communication methods to better align with guests' preferences. Focused on personal development in customer service excellence, emphasizing the importance of anticipating and meeting guest needs, I am able to provide a more personalized and anticipatory service by proactively addressing guests' preferences, even when not explicitly stated.  I embrace a mindset of continuous improvement by seeking feedback from supervisors and guests and I use feedback to identify areas for improvement in understanding and responding to guests' implicit preferences, making ongoing adjustments to enhance service quality (Heckman, 2004). Through these personal development initiatives and behavioral changes, the Front Desk employee can become better equipped to handle high-context communication styles, ensuring a more nuanced and culturally sensitive approach to guest interactions. Training and self-awareness play key roles in preventing similar mistakes in the future (Heckman, 2004).
Now I know the fact people from Japan, China, Korea, Saudi Arabia, Brazil, people using indirect communication (Thomas, 2018), their words tend to be high-context, with an emphasis on building relationships and understanding the context of a conversation. Indirect communication is common, and people may use non-verbal cues to convey their feelings or opinions. Understanding the high-context communication style in these countries is crucial for effective cross-cultural communication. Developing awareness of cultural nuances and investing in personal development can help individuals, especially front desk employees, navigate communication challenges and avoid misunderstandings in international contexts (Coyle, 2017). I learnt my lesson, this situation opened my mind, my example could stimulate people to learn from mistakes and to choose to train, as personal development to avoid this kind of errors especially representing Front Desk and the brand.
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Preparing the presentation on the benefits of multilingualism and language awareness skills for hotel staff was a valuable learning experience. I still remember how I started, I considered initially all hotels across the world are using mainly English, the same as international organisms and forums. Now I learned the hotels use a lot of languages, the multilingualism is a main characteristic for international hospitality, blending people and cultures everywhere (Aronin, 2012). I gained insights into the significance of effective communication in the hospitality industry, especially considering the diverse linguistic backgrounds of guests and staff. Researching French, a modern European language, understanding its nuances, and applying it to real-world hotel scenarios deepened my appreciation for the role language plays in delivering exceptional service (White, 2005).
Initially, my focus was on the practical benefits of multilingualism in a hotel setting. However, as I delved into the research, my understanding evolved to recognize the cultural and business etiquette aspects tied to language. I realized that language awareness is not just about communication efficiency but also about creating a culturally sensitive and welcoming environment. The examples from the hotel industry illuminated the profound impact language can have on guest satisfaction and the overall success of the business (Thorpe, 2014).
Researching specific details about French as modern European language, such as politeness norms in a business context, also other cultural aspect as different perception of the time, presented a challenge (Abramson, 2018). Because not just language could be different, also people from different cultures have other perceptions about certain aspects. Sometimes even opposite. This makes us humans, awesome by unicity. To overcome this, I engaged in thorough literature reviews, language learning platforms, and consulted cultural guides. Additionally, reaching out to native speakers and industry experts provided firsthand insights. This process not only addressed the challenges but also reinforced the importance of seeking diverse perspectives to enhance the quality and authenticity of the presentation.
My perception of the role of language expanded beyond mere communication facilitation. I initially viewed multilingualism as a practical skill, but through the research process, I came to appreciate it as a strategic asset that contributes significantly to guest satisfaction, cultural inclusivity, and the overall success of a hotel (Pinto, 2021). The presentation helped me recognize language as a powerful tool for building positive relationships and exceeding guest expectations. I hope the staff became more interested training this skill, more motivated too.
This learning experience emphasized the importance of in-depth research, cultural sensitivity, and seeking diverse perspectives when preparing educational materials (Hofstede, 2016). In the future, I will approach similar tasks with a more holistic mindset, ensuring a comprehensive understanding of the subject matter. Additionally, I will continue to leverage real-world examples and practical applications to make the content relatable and engaging for the audience.
In conclusion, the preparation of the presentation on multilingualism and language awareness skills for hotel staff has been an enriching experience that deepened my understanding of the subject and provided valuable insights into the intersection of language, culture, and hospitality.
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French Language Overview

1. French is a widely spoken language, roots in the Romanic languages derived from Latin

2. official language of France

3. official or co-official language in several countries across multiple continents, including Belgium, Switzerland,
Canada (primarily Quebec)

4.also in various African countries such as Senegal, Ivory Coast, and Cameroon

5. official languages of international institutions like the UN and the EU

Where is French Spoken?

« Europe: France, Belgium, parts of Switzerland, Monaco, and Luxembourg
« America: Canadian province Quebec, parts of Ontario, New Brunswick;
Haiti and French overseas territories in the Caribbean.

« Africa: French is widely spoken across many African countries, often
serving as the language of government, education, and media.

« Asia and Oceania

Difficulty in Learning French

For English speakers, French is considered one of the easier languages to learn, largely due to the significant
amount of vocabulary shared between the two languages. The Foreign Service Institute (FSI) classifies French as a
Category | language, meaning it's among the languages that are relatively easy for native English speakers to learn,
requiring approximately 600-750 class hours to achieve proficiency. Challenges might include pronunciation, verb

conjugation, gendered nouns, and the use of formal vs. informal speech. )
https://www.google.com/images




image6.png
Hotel Diversity & Spa

Cultural and Business Etiquette: French vs. English

Politeness and Formality:

«  French: The use of "vous" (formal you) is expected in business contexts unless explicitly invited to
use "tu" (informal you). Addressing someone by their first name without permission can be seen as
impolite. Politeness and formality are deeply ingrained in French communication, with greetings and
farewells taking a formal tone.

. English: While politeness is important, English (especially in Anglo-Saxon cultures) tends to be more
direct and less formal. The use of first names upon introduction in a business context is common,
and there's generally no formal/informal distinction similar to "tu" and "vous."

Communication Style:

. French: French business culture values clear, logical arguments and tends to be more
formal. Written communication often follows strict formats, and there is a strong emphasis
on avoiding mistakes in spelling and grammar.

. English: English business communication also values clarity but can be more informal, https://www.google.com/images
particularly in emails and internal communication. There's a higher tolerance for brevity and
less formality in structure.
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Cultural and Business Etiquette: French vs. English

Meetings and Negotiations:

. French: Meetings might start with formalities and small talk but are generally structured and follow
a clear agenda. There's a respect for hierarchy, and decisions are often made by senior members.

. English: Similar to French, but there's often an emphasis on getting to the point more quickly.
Discussions can be more open, with a collaborative approach to decision-making.

Attitudes to Time:
. French: There is an expectation of punctuality in business contexts, but social
events may have a more flexible approach to time.

https:// | Ji . English: Punctuality is highly valued in both business and social settings, with
psif/www.google.com/images lateness often seen as disrespectful unless there's a good reason.
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Enhanced Guest Services

«  International Guests: Hotels in popular tourist destinations like New York, Dubai, or Tokyo often host French-speaking guests from France, Canada, Belgium, and various African
countries. Staff fluent in French can provide personalized services, making guests feel more comfortable and valued. For instance, the concierge at the Marriott Marquis in New
York City assisting a French-speaking guest in booking Broadway tickets, demonstrating the hotel's commitment to catering to diverse linguistic needs.

Improved Business Negotiations

«  Partnerships and Agreements: Chains like AccorHotels, which originated in France and is one of the largest hospitality companies in the world, often engage in negotiations and
partnerships where French is the primary or secondary language used. The ability to negotiate in French can facilitate smoother transactions and better relationships.

Marketing and Communications

«  Attracting French-speaking Markets: Utilizing French in marketing materials, websites, and social media can attract guests from French-speaking regions. Hilton Worldwide, for
example, offers French versions of its website and promotional materials to cater to the Francophone market, enhancing its global reach and inclusivity.

Customer Support and Resolution of Complaints

«  Handling Concerns: When guests face issues during their stay, being able to communicate their concerns in French can lead to more effective problem resolution. For example,
Hyatt's customer service teams include French-speaking staff to ensure that complaints and requests from French-speaking guests are understood and addressed promptly,
leading to higher satisfaction rates.

Cross-cultural Training and Team Communication

«  Diverse Workforce: In cosmopolitan cities or in countries with significant Francophone populations, such as Switzerland or Canada, hotels employ staff from a variety of linguistic
backgrounds. French is often used as a common language for training and internal communications within international chains like Four Seasons and Fairmont, which operate in
multiple French-speaking regions.

Examples of Multilingual Usage

«  Multilingual Staff in Action: At the Sofitel chain, part of the AccorHotels group, staff often use French alongside another language such as English, Arabic, or Spanish, depending
on the location. This multiingual approach ensures that guests receive assistance in their preferred language, whether for dining recommendations, navigating local attractions, or
understanding hotel services,
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Conclusion

Speaking another European language in Diversity hotel & Spa can

provide several advantages and opportunities for the hotel and its staff:

Improved Customer Service
Increased Bookings

Market Penetration

Personalized Service

Competitive Advantage

Cultural Sensitivity

Positive Reviews and Word of Mouth
Business Events and Conferences

Global Reputation

In summary, speaking another European language it is a valuable asset

for the hotel and its staff in a diverse and multicultural city like London.
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Importance of second language

For customers
For staff
For hotel / brand

.
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Advantages

A. Enhanced Guest Experience

1. Personalized Service

2. Improved Communication

3. Cultural Sensitivity

B. Operational Benefits

1. Increased Efficiency

2. \Versatility in Roles

3. Competitive Edge

C. Market Expansion

1. Attracting International Guests

2. Building Global Partnerships

D. Employee Development and Satisfaction
1. Skill Development

2. Career Advancement

E. Cultural Exchange and Tolerance
1. Inclusive Environment

2. Enhancing Problem-Solving Skills




