







Foreign Languages and Cultural Awareness


[bookmark: _Toc98364125]Execusive Summary 
This report involves a comparison between France and Srilanka through a number of theories and frameworks such as Hofstede. This report has also included country analysis based on culture, food, music and other. Furthermore the report has also explored the concepts of cultural sensitivity and awareness with related theories. In the final part the report has abridged a handbook of Do’s and Don’ts to handle a French guest.
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[bookmark: _Toc98364126]Introduction
The knowledge of cultural diversity and inclusions is crucial to offer the finest customer experience in the hospitality and tourism industry. The employees and management have to assess their cultural intelligence before service an array of customers of different cultural backgrounds. The employers have to motivate the employees to understand the cultural sensitivity of the guest and deliver proper support that serves the best interest. This report has underscored how employees need to provide their maximum support to a French guests by understanding their cultural differences and requirements.

[bookmark: _Toc98364127]The Principle part of the Report:
Country A
The hotel expecting to serve the foreign guest is located in Srilanka .In terms of culture, food habit, taste, music, entertainment and other stuffs are discrete from the country of the guest, France.
Country B
The foreigner to be received by the hotel management is coming from France .The French culture is polar opposite from that of Srilanka. The country is highly individualistic compared to Srilanka , on the other hand the taste of cuisine is also .The French people barely like spicy food nor loid music. They like traditional soft ambience.
Cross-cultural theories and model begin by critically evaluating why cultural intelligence and sensitivity is essential for Hotel personnel:
The concept of cultural intelligence has recently been doing the rounds in the hospitality and management sector which is a highly diversified and inclusive area accomplishing the requirements of the prospective customers and employees. Cultural intelligence can be defined as a set of expert skills and knowledge of a person working in an organisation that maintains diversity and inclusion propelling them to work effectively and learn to culturally adapt to provide quality service to the customers by getting never off of the cultural similarities and differences each holds on and related to the customer's actress different cultural context. With keeping in mind the significance of cultural intelligence in the human resource field a hotel you presented must acquire minimum knowledge on cultural programs and management of clients in association with diversity and inclusion on the basis of relevant cultural intelligence model. For learning ways and information of cultural sensitivity and nuanced Hotel, the representative must emphasize three different areas and those are, knowledge acquisition, metacognition and behaviour. It is essential for the unemployed to acquire a minimum level of knowledge and information about different cultures to employ the maximum level of service to the organisation and the customers. While in order to utilise the acquired information and data the employee have to develop their own set of frameworks that is able to satisfy different types of customers in diverse scenarios and strategize means to address appropriate solutions drawn from the acquired knowledge. The third phase is getting motivated and being able to adapt to the difference between cultures and reflecting personal capabilities to handles dissimilar situations (Loves 2011). Following being able to adapt to different cultures an employee must provide the appropriate service to the customers which would have been gotten if they had been in their own cultural context.
[image: ]Figure: Cultural Intelligence Model (Helps 2017)
Cultural sensitivity is the awareness and acknowledgement of cultural parallelism and uniqueness that exist and recognise the differences without conceiving any kind of judgement or comparison with own- superior or inferior, right or wrong, positive or negative. According to Milton Bennett, there are six stages of understanding variation in the cultural activity one must undergo. Denial is the first stage of cultural sensitivity, that define the people who are not accustomed to other cultural differences and similarities and poses believe that their own culture is the superior one. Defence is the second phase that defines the group of people who understand the differences of culture and pass negative judgement of any cultural behaviour and attitude different from their own. Minimisation is the third phase in which people unknowingly reflect their cultural judgement on others' lives and show little concern. Acceptance is the fourth stage in which people recognised the difference between cultures and are eager to learn new information about other cultures without any prejudice (Kirwan & Birchall 2018). Adaptation is the fifth phase, people are capable to understand the diversity of actions and behaviour and adapting to communicate with others effectively. The last stage is integration in which people are capable of transforming their actions based on the culture the other person has come from and integrating effortlessly.
Figure: The stages of Cultural sensitivity (Johnson 2015)

The service delivery to an international Guest from Romania and services implications as per their requirement in the Abbey Court Hotel.: 
France is one of the large countries in Europe. The Srilankans Hotel representative in needs to focus on cultural differences while serving the guest for making their stay congenial and homely.
The function of the Food and Beverage department: 
The principal responsibility of this department is to regulate food and drinks served to the guests. Since the food habit of Romanians is quite different from that of French cuisine. In The Srilanka the components of foods have become hybrid following the influence of different cultures, however, French people have very specific taste buds and want to savour their traditional dishes following the traditional recipe. Generally, French guests do not get excited over any fusion food. Therefore it is essential to serve food and beverage to the guest with traditional food items and hence the hotel can attain help from local chefs having vast knowledge of Romanian cuisine (Bourner 2014).


A Comparative Analysis between France and Srilanka with Hofstede Model.
[image: ]Fig- Hofstede Model

The analysis between France and Srilanka in association with Hofstede model shows that the culture , the hierarchy position , social viewpoint , risk management ,the pressure to show desire and long term orientations are quire opposite to one another. France is a very individualistic society while Srilanka fosters collectivism .The power position among a leader and subordinate is much higher in Srilanka than France .Furthermore French people are willing to take high risk compared to Srilankans’.The French people are very forward to fondle their desire and assertive to indulge themselves once in a while. Therefore to satisfy the need to the French Guest, The manager of the Srilankans hotel needs to customise a number of their services.

The function of the kitchen and food production department: 
The function of the kitchen and food production department is to aqua all the components, ingredients and spices required for preparing food and beverage for their guests. As stated French are very proud of their cultural cuisine and area to get served foods that have their traditional ingredients since they are disinterested in tasting fusion foods. Therefore the key manager of the kitchen department needs to procure French ingredients and manage tools and utensils required to provide local flavour to the guest.
The function of the Entertainment Department:
The taste of music is also different in France from the Srilanka. French culture is very colourful and vibrant their cultural celebrations tend to be quite loud and bombastic. Hence the guest must be entertained with their cultural entertainment materials such as live concerts led by native singers or bands, and dance shows with local artists. The management also needs to add local movies and music to the playlist of the television. (Bourner, 2014)
The function of the Housekeeping Department: 
Most of the French are very well off with the English language hence the employees can easily socialise with them. French people are very chatty and start warm conversations with anyone when they feel comfortable. Therefore the staff need to make the guest feel more comfortable by their conversation, attitude and gesture. The management needs to ensure that the room, the guest is staying at, be set up as per traditional atmosphere, decoration, lighting and colour (Ceven McNally, 2015). The guest would feel unique if they see the curtains, bedsheets and sofa covers are embellished with their local materials. This effort would create a lasting impact on the guest.
The “Do’s” and “Don’ts’s” are in the process of serving a Romanian Guest in the Abbey Court Hotel:
	The “Dos”
	The “Don’ts’s

	Provide French traditional foods 
	Serve continental or fusion dishes

	Use local food materials and ingredients
	Prepare a meal with local or other nations’ ingredients or spices such as Indian or Bangladeshi.

	Arrange loud and cheerful local songs, movies or live concerts.
	Play slow or heavy metal songs or organise a band show consisting of western artists.

	Be engaged with a warm conversation with the guest.
	Be quiet while giving room service.

	Garnish the room with colourful and traditional components. 
	Decorate the room with western materials.




[bookmark: _Toc98364128]Conclusion:
The report has been prepared to have the students an insight into how cultural knowledge can help employees of hotels serve their customers acknowledging their different cultural behaviour, demands, attitude, perspective and actions. This report has highlighted different models to comprehend the cultural sensitivity of hotel guests and how the management can apply their knowledge to serve the customers to attain the highest satisfaction.
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