[image: A close-up of a signDescription automatically generated]
	Module Code and Name
	Foreign Languages and
Cultural Awareness
BMIH5009 / BMIH5009D

	Assignment Title
	Portfolio 6 Elements

	Student ID Name
	Mihaela Elena Marin

	Student ID Number
	2240233

	Lecturer’s Name
	Natalie Brailsford

	Date of Submission
	16/12/2024



Acknowledgement
I hereby declare that this report was completed without the assistance of any artificial intelligence tools or platforms. All research, analysis, and writing were conducted independently, adhering to academic integrity and originality standards.
This report reflects my own understanding and insights into Marriott International's performance and strategy, based on thorough research and critical analysis of credible sources.



Table of Contents
Table of Contents	2
Element One – Reflective Essay	4
Introduction	4
Main Body	4
Conclusion	6
Element Two- Written Report	6
Introduction	6
Cultural Influences on Guest Expectations	6
Communication Styles and Guest Interaction	7
Training and Development for Cultural Competence	8
Case Studies and Real-World Examples	9
Conclusion	9
Element Three- Staff guide	11
Element Four: Cultural misunderstanding scenario	13
Experience	13
Reflection	13
Conclusion	14
Element Five: Presentation	14
Element Six: Reflective Essay	24
Introduction	24
Reflective Cycle	24
Feelings	25
Evaluation	25
Analysis	26
Conclusion	27
Action Plan	27
References	28

[bookmark: _Toc182773860]













Element One – Reflective Essay
[bookmark: _Toc182773861]Introduction 
	Cultural identity is multifaceted, and a constant process influenced by many factors at different stages in one’s life (Spillman, 2020). For myself, having a Spanish background, cultural context that I identify with is essential part of Spanish culture, history, geography and society. This reflective essay focuses on evaluating the major components that have shaped my cultural identity and ways through which the components impact on my perception on life, conduct as well as relations with other individuals.
[bookmark: _Toc182773862]Main Body 
	Culture involves the manner in which people live, act or think and the factors that define this in the Spanish case are history geography and social organization. Spain is infused with a long history of successive civilizations that dominated its territories for centuries: Romans and Visigoths, Moors and the Catholic kingdom’s Reconquista. These have down the years shaped the Spanish people, and this is seen in the Roman, Moorish and Christian touches. For example, the Moors were part and partial for the definite incorporation of Spanish Language, Artwork, architecture even food culture as well into the broad social diversification of Spain.
	Also, the internal division of Spain that varies from the Mediterranean coast to the Pyrenees mountain chain has played an important role in the construction of regional cultures (Boase, 2024). When I was a teenage I used to listen to regional dialects, customs and types of food we have in Spain due to the diversity in the country. For example, I grew up in an area that still maintains those older Mediterranean precepts about lunch at late afternoon and dinner late in the evening. These aspects interacted to produce an identity, which I can identify with, as being of Spanish origin.
	Language has to be without doubt one of the strongest indicators of my Spanish cultural identity. Castilian or Spanish language is the official language through which the whole communication process of the country is based. However, cultures in Spain having differed as different regions have different languages which include Catalan, Basque and Galician (Tausiet, 2021). As a teenager in Spain, I got the joy of the flower of language, in which language is not only a tool of talking but also a clarion for region and language pride. This has enriched me because I got to learn that languages are rich and so too are cultural values in as much as language can make a mirror of such.
	Further, traditions can be mentioned as the crucial to understanding in what Spanish culture consist of. Spain has many festivals that categorise into religious event or local customs, among other variants. Arguably some of the easiest to identify summer fiestas include La Tomatina, the trullalá or the Running of the Bulls held in Pamplona, and the Holy Week or, Semana Santa, processions. These festivals relate very well to the Catholic inherited custom and the merry making values of Spanish society. 
	Unlike other Western cultures, the Spanish culture greatly cherish family, elders and have a well-knit community (Martinez et al., 2020). The concern with family is so deeply rooted in Spain and having experienced its influence is important for me. For instance, Sundays mostly dedicate for family reunion, which is a time when people of different generational levels come together and share meals. These ceremonies not only remind people of their relatives and close ones but also focus on the meaning of some passionate time for the people your separator with.
	The community has also contributed to the formation of cultural identity as well. These are tight knit people mainly because neighbours know each other and there are celebrations of different events as a community. Not only have I learned about local fairs or people helping each other during a crisis but being part of this community has helped me to appreciate how valuable it is to be connected and helping each other. This aspect of Spanish culture still reflects on how I relate with people today as I value solidarity and as a good host.
	Suppressed by each other for quite a long period, Spanish culture learned with time and changed alongside globalization much influenced by the world culture (Washabaugh, 2021). This is even the case in large towns whereby the community holds more exceptional multicultural values and incorporates global concepts. Integration into the European Union and the growing interaction with other world economies have introduced Spain and Spaniards to other paradigms of doing things. Therefore, the Spanish culture has opened up more to the outside world and embraced global changing trends most especially in fashion, foods and technology.
	All these cultural researches have affected my cultural self-identification. Thus, while being still Spanish in my origins, I have become less closed in my views and more accepting of the progressive, change. I have incorporated some form of other cultures through travels and academic performances that change my ways of perceiving things. For instance, whilst before I used to despise any dishes other than those that are Romanian, when I moved to Spain, as a teenager I started to change so has my cooking and embraced other cuisines. Through this, I have acquired tolerance of other cultures, people’s beliefs, practices, and values.
	Cultural self–analysis has provided me with knowledge how I approach other people. Being educated in Spain, I learned to become proud of my Spanish roots and it has in some way affected my attitude, belief system and interpersonal interactions. Large part of Spanish culture is openness, warmth and friendliness as far as communication is concerned (Christian, 2020). Interpersonal relations are important to me as I may feel very keenly that I want to interact with others for either business or social purposes. This I think has helped me build good interpersonal relations within my interpersonal, business and social circles. 
[bookmark: _Toc182773863]Conclusion 
	In conclusion, cultural identity referring to history, language, culture, and values of Spain, have influenced my perceptions and actions. The findings have shown that owing to the family, community, and culture change over time, I have been able to maintain culture in the contemporary world. As I reviewed these aspects of my cultural identity, I learned myself and my relations with others better and became more inclusive as the world is becoming more interconnected.
[bookmark: _Toc182773864]Element Two- Written Report
[bookmark: _Toc182773865]Introduction 
	In the current race for hospitality business success, cultural issues and effective communication are very essential causes of improved clients’ satisfaction. Hotels provide services to such customers who are dully expectant of the best of services as per their cultural differences (Sun et al., 2020). Spain occupies one of the leading places in the world of hospitality, and the incorporation of Spanish culture into the strategies of customer relations can act as a major plus for both the Spanish and foreign guests. This report seeks to analyse Spanish cultural impacts on guests’ expectations, effects of communication issues on guests, role of training cultural characteristics and case studies in Spanish elements of hotel guest services. From the analysis of these elements, the report educates the reader how cross-cultural sensitivity and communication greatly enhance the hotel services delivery so as to enhance customers’ satisfaction.
[bookmark: _Toc182773866]Cultural Influences on Guest Expectations
	Spain has a rich cultural background that tends to influence the demands and wants of guests who patronize Spanish hotels. It comes down to the cultural factors and norms that are mandatory to determine how the guests of the hotel see themselves and the hospitality they are heading to receive (Franco and Meneses, 2020). For instance, the Anglo-Saxon Caribbean approach of professionalism in dealing with other particularly how guests should be treated is influenced by the Spanish value orientation. Spanish guests are usually receptive to a warm touch from the total staff of the hotel, and most of them would expect staff to initiate conversations with them, as it is a key characteristic of Spain society. This is in contrast to guests from cultures that consider politeness or formal response and personal space as important.
	Also, Spain has a rich regional cultural base and therefore guests’ perceptions may vastly differ depending on whether they are in Catalonia or Andalusia or the Basque region. It is working together with the regional customs, regional, or local dialects and even the local food habits that dictate the expectation levels (Robina-Ramírez, Isabel Sánchez-Hernández and Díaz-Caro, 2021). For instance, the guest originating from Andalusia would expect more casual and warm approach to their experience, while guest originating from Barcelona would expect freshly designed and more professional approach. Knowledge about such regional differences is particularly useful for Spanish hotels to deliver standardized services that will align with the bigger picture of their clients’ expectations.
	In addition, dining occupying a central position in Spanish lifestyle and Spanish culture considerably values good food and drink (Bou, 2020). The analysis has suggested that regional cuisines must be taken into account in Spain-based hotels as far as food often exerts a significant impact on the degree of satisfaction perceived by guests. For instance, foods such as Spanish rice, Spanish bites and Spanish dough can help boost the experience of a guest by a huge margin. Being aware of these cultural differences helps hotels to enhance organization’s ability to satisfy more guests’ needs and thus provide guests with a satisfactory and pleasant experience.
[bookmark: _Toc182773867] Communication Styles and Guest Interaction
It is thus very important that the communication is good in order to provide good guest service. As in any other country, word and gesture have their significant role when it comes to communication between the guests and the hotel crew in Spain. So, speaking and especially nonverbal communication in Spain is most often fast and rather unambiguous. The nature of conversation and collective attention: Spanish people are very active in their discussions and see more value in gestures of the hands and body than words. This information is not unimportant for hotel staff, it will help to establish strong relationships with the guests.
Talking to the guests is also part of communication system. Most Spanish guest expected to be in friendly interaction with the staff and the staff should be eyeing to be casual to them. Employers in the hotel industries should treat the guests as families, and when communicating with them they should use relaxed informal language due to the Spanish’s jovial nature. Another important aspect is the distinction between “usted” form, which is formal, and “tú” form which is informal; everybody working at a hotel should remember which form should be used in what circumstance and where. Formal situation or with elders people they can preferred “usted” But informality they often use “tú” if the region is not so strict (Arias Álvarez, 2024).
Silence, like when in any other type of culture, is just as important in the Spanish culture. That is why things such as eye contact are crucial when building a rapport with a client. Best practices of dining etiquette for Spanish guests include making eye contact as indicator of their focus on their hosts (De Armas and Mandrell, 2022.). Postures are also commonly employed in communication, and it is also necessary for hotel employees to determine the meaning of gestures. For instance, touching which is acceptable in one culture may contain a vulgar meaning in the other culture. Therefore, it is recommended that cultural sensitivity training offered to hotel staff should involve contents on gestures in order to dispel bad signals.
[bookmark: _Toc182773868]Training and Development for Cultural Competence
This study identified lack of staff training in cultural competence as a major issue that affects the delivery of quality guest service while in Spain. Given the growth of international focus in the hospitality industry it is important for hotel staffs to acquire understanding of cultures and traditions of guests to anticipate the needs and wants of those guests. Cultural competence training enables staff to appreciate and work with culturally diverse clients because they know the differing cultural norms, beliefs and ways of talking (Yang, Cheung and Li, 2022).
In Spain, for example where regional differences have a lot of influence on the guests’ choices, it is important for the hotel employees to have this knowledge. For example, the clients have to realize the importance of the so called ‘siesta’, a traditional afternoon rest, at some places and respond to it. In communities that attract many foreigners especially of different origin, the personnel should also be taught to relate well with the foreigners and be in a position to appreciate their tastes and how they present their grievances.

Training programs should emphasize the ability of hotel human resources to identify and respond to culturally diverse differences in exceptionally polite manner. Workers should learn what types of interpersonal signals are likely to cause dramatic differences in attitudes like misunderstanding personal space or overlooking the need for polite introductions (Luo, Ma and Li, 2021). This paper has also indicated that role-play as well as case studies can be applicable on organizational culture so as to gain value and to allow the staff to iron out on this set aspect of their personality. The purpose of implementing culturally competent training is to make sure that hotels prepare their staffs in order to deliver high quality service to guests who from different cultures.
[bookmark: _Toc182773869] Case Studies and Real-World Examples
A few examples of how cultural sensitivity and communication plans have been applied is showcased by several hotels in Spain. A good example in this category is the Ritz Carlton hotel group, well known for quality service that in particular is sensitive to cultural differences. For instance, it cultural training for the staff and trains the employees on culture, etiquette of the region. The goal of this training can be seen in the proposition of customized experiences by the employees in line with the expectations of their guests or clientele if they are from Spain or from other parts of the world (Ritz-Carlton Leadership Center, 2024). By embracing cultural sensitivity, many guests have been pleased, happy to dine more at the Ritz-Carlton.
Another example is the Meliá Hotel Group, which owns hotels across distribution channels throughout Spain. Meliá has ensured that there is a cultural sensitivity program to address the need assessment of different clients from different parts of the world. The hotel chain has procedures of providing cultural sensitivity and expectations to staff members which has been helpful in creating and improving guests’ impression. Melia’s chain has developed an organizational culture which values diversity and inclusion ( Meliá Hotels International, 2024).
The examples mentioned above prove that company’s management should consider the ways of increasing cultural competence in hotel guest service processes. This paper has highlighted how hotels can allow for cultural attestation hence appreciating the cultural sensitivity of guests and ensure they deliver matching services to meet the guests ‘needs hence enhancing their satisfaction levels hence a competitive advantage amongst other hotels.
[bookmark: _Toc182773870]Conclusion 
	From the above report it is concluded that, cultural consciousness and proper communication prove as the main factors in improving guests satisfaction in Spanish hotels. Cultural facts governing the expectations of guests are vital in enhancing services thus the loyalty among the guests. Furthermore, both verbal and non-verbal communication is an essential ingredient needed while handling guests, and cultural sensitivity training is provided for employees to help them cater for the diversity in the guests. Identifying and understanding cultural pitfalls from previous experiences and interrelating culture in its broadest term, into a hotel’s business model will enhance the quality of services delivered to its clients and therefore sustain the hotel’s competitiveness in the global hospitality business. In conclusion, embedding the beliefs of culture and effective mean of communication on the environment of the guest experience not only improves the position of the hospitality business but also provides potential values in the future.
[bookmark: _Toc182773871] Element Three- Staff guide



· Listen Actively: Be very sensitive to what the guests say and how they say it, including your attention to their non-verbal cues. These insights entail proven techniques for dealing with parents, with four tips to improve your communication.
· Use Simple Language: It is essential to not use jargon or overly complicated words. Pause, articulate well, and be most polite as when speaking to any person.
· Non-Verbal Cues: The staff is encouraged to be cautious about how one moves, gestures and even look, since these aspects may vary from one culture to another.
· Respect Silence: Some cultures are very slow in their thinking and responding process and do not like to engage into a conversation just like that.
Effective Communication Strategies
Key Areas of Cultural Diversity
· Language: People may use different languages or even have different accents during their visit. Speaking to people from different countries: The use of cultural awareness may be an issue of language.
· Customs & Traditions: Considering that different guests may have different culture attitudes to meals, holidays, gifts, etc.
· Communication Styles: Cultures may vary in one or the other pattern of communication including use of direct language, formal language, or even the use of gestures.
· Religious Practices: It also impacts the needs that the guests will bring to the location such as time for prayer, or specific diet that needs to be observed.
In the contemporary culturally diverse world, members of hotel and resort employees meet customers from different cultural backgrounds. Cultural diversity does not only mean the variations in national identity or race; instead, it is a definition of variation in culture such as beliefs, articulation, mannerisms and anticipations. This leaflet provides information about
Staff Guide: Recognizing and Celebrating Cultural Diversity 

Staff Guide: Recognizing and Celebrating Cultural Diversity 

Practical Tips for Enhancing Guest Service



· [bookmark: _Hlk185103113]Personalized Greetings: Modify your greeting depend on culture. For instance, while some people would want a strong handshake others may want to nod or embrace with a touch of the cheek.
· Respect Dietary Preferences: It is important to take into consideration specific dietary restrictions that are based on religious practices (e.g. vegetarian, halal, or kosher diet). 
· Be Aware of Religious Needs: Request, avoid interrupting someone during prayer time or any other religious ceremony, etc. 
· Offer Multilingual Support: It is useful to memorize several more or less complex phrases of the languages which are understandable by guests, for instance, “Hello”, “How could I assist you?” or "Thank you."



[bookmark: _Toc182773872]
· Maintain professionalism: If you can be calm at heart, then it is okay to be stormy in the office. Stay solution focused and focus on the positive side of things.
· Avoid making assumptions: There’s no need to generalize and compose an entire race in the same way by vying for the opinion of more guests from the same background.
· Empathize: Be polite and patient when dealing with the guest for if a guest has a feeling of annoyance due to cultural differences then so be it.
· Offer alternatives: If a guest complains about service which they believe violates their culture, the management should look for a workable solution which this group would be friendly with.
Cultural Sensitivity in Conflict Resolution




Element Four: Cultural misunderstanding scenario 
[bookmark: _Toc182773873]Experience
This part of the reflection focuses on describing specific experience for the reflection (Leijen, Pedaste. and Lepp, 2020). Once, I worked for a restaurant in Spain where I had a misunderstanding with the Swiss guests. What was really important to me was to make interaction with the guests seem friendlier and warmer – I personally believed it was well received in my culture. I got up to extend my greeting to them and recommended some meals from the restaurant’s menu despite their initial request for vegetarian meals. I was aiming at giving them the best experience by insisting they try what made the restaurant and Spanish cuisine famous. However, they looked embarrassed by my proposals and after a couple of tries they looked uneasy. They complained, something that I was not prepared for since I have never witnessed clients complain. I was also angry because it was personal I thought I was being helpful, and things turned worse. The client requested the manager, and, after some conversation, the manager said that he would listen to the customer. I think the guests appeared satisfied after that, but I was annoyed and unclear why there was such a misunderstanding.
[bookmark: _Toc182773874]Reflection
 In retrospect, I have realized how some of my behaviors are likely to be perceived as unprofessional by the guests. Perhaps, in Switzerland people are more formal and less friendly to strangers; or there is just more respect for personal space. I did not think about guests from other cultures not appreciating me being friendly to them. Thus, to my mind it seemed that they needed ‘me’ so, I did not pay attention to the fact that perhaps they could feel rather uncomfortable with apparent signs of my friendly behavior.
I also acknowledges some degree of ethnocentrism in my analysis because I assumed everyone else’s cultural background to be the same as mine. This could also be explained by looking at high vs low context culture. According to Hofstede’s cultural dimensions theory, high-context country, like Spain, leans toward using fewer words directly and fewer direct cues than low-context cultures such as Switzerland (Broeder, 2021). Perhaps the Swiss guests could appreciate professional and more businesslike attitude which is less friendly more direct with explicit formulations and rules. I interpreted the rude behaviors shown by the guests to me directly, which I now think made that situation worse because it made me emotional instead of thinking that those guests felt bad about being served in such a manner.
Action
Within this stage specific action improving performance within future scenarios are determined (Fathi, Greenier and Derakhshan, 2021). I have reflected that my focus should be on improving intercultural communication skills. This event proved how crucial it is to respect the culture difference and adapt myself to the situation. It can help to avoid such misunderstandings in future more attention should be paid to non-verbal behavior of the customer. If I feel that they are uncomfortable I should step down on the interaction provided or change the questions I pose to them with ones that may allow me to know their choice.
I also need to try and detach myself from the situation emotionally and control my emotions properly. I sometimes cannot afford to bring a customer’s complaints to my emotions, not if there might be a cultural aspect to it. In the future, I have planned to be more patient and flexible with the guests, because not every person wants someone who with friendly approach. I could also switch to active listening so that the attitude can be flexible enough to respond to customer expectations without bias.




[bookmark: _Toc182773876]Element Five: Presentation 
[image: ]
[image: ]
· Cultural values of Spanish people include the dignity of the people and their striving for the welfare of the community together with their families and friends. Spanish people enjoy life through meals and celebration of fests. Spanish people have always extended courtesy to their guests as is an ethic of their country’s hospitality. Our meals, which include tapas and paella, are much more than food; they are about relationships and happiness.
· For this reason, gaining an appreciation for Spanish culture is critical in hospitality to develop relevant guest experiences. The three select basic social values of Spanish are warmth, connection with people and regard for traditions. For example, initial and indirect communication through polite language when addressing the guests, creating a pleasant environment and respecting their eating habits.
· Culturally competent behavior increases appreciation of the culturally diverse world and improves communication. Given the dynamics of hospitality, preserving these values as well as exercising understanding of a guest or client’s cultural values will foster cross cultural engagement helping everyone involved to have a memorable experience.
[image: ]
· These events represent the need of Spanish people to connect with each other, enjoy the moment and enhance their quality of life through joy, food, dance and other entertaining activities.
· Flamenco dancing and music are parts of the Andalusian peoples’ lives as part of the region’s cultural practices. Although people of all ages are free to socialize during any time of the year, family gatherings especially during Christmas and Easter greatly enhance body knitted relationships.
· According to practices of greeting in Spain, the people are friendly and have close contact with people they are meeting. It is not uncommon for people to greet each other with a kiss on both cheeks; especially when between friends and or relatives. Informality of meals in the Spanish culture also extends to the size of portion sizes; people normally sit together to have tapas . Another common culture is the giving of gifts, and again during the holiday season, particularly Christmas, gifts are tendered to people close to one another as a sign of love and charity. The maintenance of these customs sustains the importance of close relationships in Spain and good relations between group members.
[image: ]
· In communication, people also like to joke and use an excessive number of expressions to describe their emotions.
· Body language is also significant in Spain as it is vocal performance. People of Spain have large variety of hand movements while speaking. They use it while they are making a point in a conversation. 
· Handshakes are very important and speak volume to commitment while eye contact helps to show involvement and respect. 
· The Spanish people allow more physical contact than most other nations; thus, touching is acceptable, including handshakes and often hugging or a kiss on the cheek. All these gestures complement the nature of warm and expressive communication characteristic of Spanish people.
[image: ]
Hospitality in Spain is common with their culture, which holds that a guest should be treated as a relative. Catering is an important sign of hospitality and meals are considered as the strategy for building relationships. Many Spanish people make a point of making their guests comfortable, making lots of food available. Eating together is considered as an effective way to strengthen relationships, and people in Spain may spend quite a lot of time talking and eating.
[image: ]
When visiting foreign places, we look for their traditional plates, food that represents the area. For us food is an opportunity to connect with each other and would love to enjoy this in the places we visit. We expect people to communicate nicely with us, to show respect and to be friendly. 
[image: ]
If a misunderstanding arises, we would love our hosts to have patience, to offer help and to be polite.
[image: ]
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[bookmark: _Toc182773877]Element Six: Reflective Essay 
[bookmark: _Toc182773878] Introduction
 Cultural sensitivity and learning customer differences from various cultures enables individuals to appreciate diversity and always be ready to address the needs of different people that we are handling in the hospitality sector. Culture is at the core of both the ways employees interact with each other and the expectations customers have about the service quality, so for achieving the ultimate customer experience a conscious cultural sensitivity is highly beneficial (Koc, 2020). Being a Spanish speaker, I have realized my cultural self to be in line with my communication and service delivery in hospitality industry. In this Foreign Languages and Cultural Awareness module, I not only got insights and increased the awareness of own culture difference but also got to know the other cultures and more of their expectation compared to me. After attending various lectures, I have understood how to deal with French, Welsh, English, and Italian and German clients to reduce misunderstandings and create a multicultural hospitality experience. In the current reflection the participation in these various lectures will be examined with the help of Gibb’s reflective cycle which includes describing, understanding feelings, analyzing actions and coming up with an action plan for the specific experience. 
[bookmark: _Toc182773879]Reflective Cycle 
This aspect of the reflective model looks at the processes of describing the experience on which the reflection was conducted (Bassot, 2024). In the course of the module, I engaged in presentations by guest speakers from France, Wales, England, Italy and Germany. Each week was dedicated to a particular culture with special emphasis on that culture’s food habits, milestones, and mode of interaction. I found the best lesson during the French week when I got to know about culture differences and particularities of French people and their communication style. The guest lecturer noted that the French are generally not very expressive in their interpersonal communications and will avoid touching in particular to strangers and other individuals of the opposite gender they hardly know. For instance, it would be easier for me to explain something because Spanish people are usually more permissive, and physical touch is not as easily considered as ‘inappropriate’ as it may be for Americans. Nevertheless, I understood that this type of communication is not always welcomed by people with a fewer number of spoken languages, for example, the French. This helped me in developing a better understanding how the context that defines a culture affects social relations, in particular, in the context of hospitality. 
[bookmark: _Toc182773880]Feelings 
This part of the reflection seeks to evaluate the feelings which arose before, during and after the experiences (Roedema et al., 2022). I first did not doubt my communication skills with guest from different cultural backgrounds expecting that my years working with Hilton would prove useful in most situations. But when it came to French culture, with all its standard politeness and strict formality, I started feeling rather uneasy about the fact that my natural desire to befriend every stranger I meet may be interpreted as locker-room banter. I also finally realized that I am a warm person, and sometimes it is suitable to be warm to people in other countries, especially in Spain. At first, I narrowed it down to this because I thought I was affable and non-threatening, which is appreciated in my culture. Cultural sensitivity which includes appreciating and engaging with culturally diverse individuals is essential when working in hospitality (Nurmatov, Lopez and Millan, 2021). As I moved forward within the module and became more informed on other cultures’ communication behaviors, I was not as stressed about my future experiences within the hospitality industry. I observed that being informed of cultural differences aids me to work under the expectations of the guests from different backgrounds.
[bookmark: _Toc182773881]Evaluation 
This stage of the reflective cycle evaluates the experience from different experiences (Farr and Farrell, 2023). Looking at my experience of the French week, I noticed that I was rather insensitive to cultural differences than being accepting of the different culture. As much as I thought that actively seeking out people I could make recommendations to and greeting as many guests as possible means well intentioned, other guests who expected a certain level of formal reception from those in service positions might have deemed me invasive. In the context of the hospitality industry, understanding and navigating these cultural differences is crucial aspect of delivering effective services to guests (Liu, Liu and King, 2022). This is because people from some cultures regard warm and friendly communication as appropriate, in other cultures it may be perceived as positively deviant communication. 
I was much more relaxed dealing with Italian lecturer as their culture was much closer to mine in terms of manners with less dependence on being formal. Yet I found that in the case of guests, it did not work this way, and thus the essence of adopting culture awareness as a way of improving the service provision emerged. I learned from the lecture that interaction with German people is characterized by emphasis on being brief and to the point. I have learned is that Germans are straight forward and business like, thus the more I had to remind myself to be extra careful especially when dealing with a guest from Germany so as to match with their expectations. I also appreciated the fact that, in cultural competence, it is not only how I need to change the way I deliver my words but also how I need to care for the way I make the guest feel. 
[bookmark: _Toc182773882]Analysis 
All concepts introduced in the module, from intercultural communication and cultural competency, can be faced and analyzed in the process of my personal experience. Inter-cultural communication may be defined as the flow of communication between two or more people originating from different cultures (Koc, 2021). I have discovered that culture entails a historical background as well as a language and nationality in a study of the Welsh people. Welsh language as highlighted during the Welsh week discussed is a major defining feature of cultural practice that defines how those from the Welsh region engage within communities or with other people from other regions. Therefore, if working in a hospitality environment with the Welsh’ guests in specific, it is important to have in mind their cultural values, their language or at least their appreciable national pride as a way of being sensitive enough to have improved hospitality relationship. Cultural Issues refer to the affiliation people have with a specific culture because of cultural, language or social similarities. It affects perception of self and others. 
Stereotypes, in contrast, are actually a set of commonly accepted prejudices or practical knowledge about specific individuals (Middleton, Turnbull and de Oliveira, 2020). For example, during German week, I discovered the stereotype that Germans are either too formal or too organized. Even though these characteristics may be true in some cases they are not true for any person from Germany. Literature knowledge that stereotyping proves rather unreliable in depicting a given culture was a factor that made me appreciate why stereotyping should not be used in hospitality. Cultural competence is the process of recognizing cultural differences and knowing how to act in sensitive manner to other people (Lam, Cheung and Lugosi, 2021). This was illustrated by the fact that as part of the French culture, cultural sensitivity was needed. That is, the French appreciate formal and business-like attitudes more in contrast to other nations and in public places. As for the Spanish part of me, I had to forget what is common for me on the Spanish Peninsula and adjust to the French people’s manners to be able to serve them properly.  
[bookmark: _Toc182773883]Conclusion 
From the above reflection it is concluded that participating in this module provided me the opportunity to understand different cultures in context of hospitality sector. I am also able to understand that good guest service is not only about serving good dishes and drinks, but also about maximizing the comfort of the guest. In a multicultural setting, and as customer originate from different cultures with different demands, cultural sensitivity is essential in gaining the trust of guests as well as providing the best services. Moreover, the guest satisfaction is improved by the ability to speak different languages every week in the language workshops that we held. It enables me to understand the clients on the personal level and indicate appreciation for their culture by which improved service delivery can be achieved.
I have learnt the importance of culture in hospitality in this module and that changing language that is used for communication to suit the clients preferred cultural norms improves the quality of the services offered to them. These views and findings will hold useful implications for my future practice as I seek to provide higher levels of cultural sensitivity in attending to visitors from diverse ethnic background. In this aspect, for me, it means to understand and appreciate the different cultures of my guests because everyone should be accepted regardless of their culture in this field of business.
[bookmark: _Toc182773884]Action Plan 
This section seeks to develop clear action plan for future growth (Wesely, 2021). As for future development, I think that the main direction to work in is policing and increasing of intercultural communication competence and cultural intelligence. While serving my guests I will always endeavor to find out the cultural orientation of the guests that am serving so as to serve them as they expect to be served. I will also bring forward the linguistic aspect of my personality and work more not only on learning the traits of language characteristics that will make the guest from the different corner of the world comfortable. My learning objective involves trying to remain vigilant about guest behaviors and responses to my actions as the guest so that I can provide excellent service. It allows me to bring the guests experience to a higher level and beautify the process of making hotels and other hospitality-related spaces appealing to a wider range of people.
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Introduction

e Hello everyone my name is Mihaela and today I am
going to speak about cultural identity. I am originally
from Romania, but I lived more than 15 years of my life
in Spain, a country with full of great history, traditions
and enthusiastic culture that also impacted my values,
norms and beliefs as a person.

e | had the time to appreciate and assimilate most of the
core values that characterize Spanish culture particularly
on the issue DO’S AND DONT’S on various issues such
as etiquette when entertaining guests.

e Spain is famous for a variety of regional cultures;

Andalusian flamenco, Catalonian and Basque culture are

some of the best known (Dominguez, 2022). Oceanoqrafic- Valencia
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          Introduction ● Hello everyone my name is Mihaela and today I am going to speak about cultural identity . I am originally from Romania, but I lived more than 15 years of my life in Spain , a country with full of great history, traditions and enthusiastic culture that also impacted my values, norms and beliefs as a person . ● I had the time to appreciate and assimilate most of the core values that characterize Spanish culture particularly on the issue DO’S AND DONT’S on various issues such as etiquette when entertaining guests . ● Spain is famous for a variety of regional cultures ; Andalusian flamenco, Catalonian and Basque culture are some of the best known ( Domínguez, 2022 ) .   
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Cultural Overview

Festivals, and in particular family celebrations, are an
important feature of Spain’s cultural life.

However, among the most popular ones is Semana Santa
or Holy Week, which is marked by colorful parades,
religious processions and meetings, assemblies.

My favourite festival in Spain is Fallas, which brings
together tradition, satire and art and should not be missed
for anything in the world.

Another important event is the Fiesta de San Fermin in
Pamplona where people trigger the running of the bulls.
In Spain, the importance of family and social eating is
also felt, people eat, both at home and outside, together
with relatives and neighbors (Lavin, 2024). The most
representative food for Spain is Paella and their
representative drink is called Sangria.
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               Cultural Overview ● Festivals, and in particular family celebrations, are an important feature of Spain’s cultural life. ● However, among the most popular ones is Semana Santa or Holy Week, which is marked by colorful parades, religious processions and meetings, assemblies. ● My favourite festival in Spain is Fallas, which brings together tradition, satire and art and should not be missed for anything in the world. ● Another important event is the Fiesta de San Fermín in Pamplona where people trigger the running of the bulls. ● In Spain, the importance of family and social eating is also felt, people eat, both at home and outside, together with relatives and neighbors (Lavin, 2024). The most representative food for Spain is Paella and their representative drink is called Sangria.      
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Spanish people use a less direct approach to communication
compared with Northern European countries. They tend to
soften their messages depending on the relationship they have
with the people they communicate with. For example, instead of
saying ‘No’, they will say ‘yes, but maybe we can also consider

that too’.

Spanish people use communication to show respect to the elders

or to those higher in hierarchy.

In small businesses, communication is more informal, while in

bigger organisations communication is formal. Regardless of the

size of the business, the owner is to be addressed as Don or

Dona.




image25.svg
                  ● Spanish people use a less direct approach to communication compared with Northern European countries . They tend to soften their messages depending on the relationship they have with the people they communicate with . For example, instead of saying ‘No’, they will say ‘yes, but maybe we can also consider that too’ . ● Spanish people use communication to show respect to the elders or to those higher in hierarchy . ● In small businesses, communication is more informal, while in bigger organisations communication is formal . Regardless of the size of the business, the owner is to be addresse d as Don or Dona . Communication Styles      
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Values and Beliefs —_—

For Spanish culture, the family element dominates and holds a key

R

position in the conception of social relations.

*  The quality of life is very important for Spanish people, they like to enjoy
the moment. Spain is the country that has given the meaning of ‘fiesta’ to
the world.

* They value peace and harmony and will do all their best to avoid
confrontations.

* They value their traditions and their religion. For example, during a

religious celebration, employees receive days off to be with their families,

public services are working short hours or no hours at all if service is not

fundamental to the citizens .
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Expectations as Guest: Hospitality Norms
i

e Spanish people expect to be treated with the
same respect and hospitality they receive their
guest.

o For example, we have patience, we offer help
and guidance, we try to entertain the guest, we
go an extra mile to make them feel welcomed
and comfortable.

e They share their values and traditions with their
guests.

e They show admiration for their guests and

would love to be seen and admired by others.
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                ● Spanish people expect to be treated with the same respect and hospitality they receive their guest . ● For example, we have patience, we offer help and guidance, we try to entertain the guest, we go an extra mile to make them feel welcomed and comfortable . ● They share their values and traditions with their guests . ● They show admiration for their guests and would love to be seen and admired by others . Expectations as Guest: Hospitality Norms   
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Expectations as guest: Cultural Sensitivity

&

Plaza de torros Valencia

We do not have dietary restrictions imposed by their
religion for example, but we have our specific eating habits.
For example, we have breakfast around 10-11am, lunch
around 3pm and dinner around 9-11pm. Between lunch and

dinner we also use to serve ‘merienda’ (snack).

It is important for us, that our hosts can serve us food during

these hours to make our experience more enjoyable.

We would love our guests to use informal communication,
to make jokes, to use less direct communication. We use
lots of proverbs to express our feelings, and we avoid being

rude or arguing with people.

If a misunderstanding arises, w
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            Expectations as guest: Cultural Sensitivity ● We do not have dietary restrictions imposed by their religion for example, but we have our specific eating habits . For example, we have breakfast around 10 - 11 am, lunch around 3 pm and dinner around 9 - 11 pm . Between lunch and dinner we also use to serve ‘ merienda ’ (snack) . ● It is important for us, that our hosts can serve us food during these hours to make our experience more enjoyable . ● We would love our guests to use informal communication, to make jokes, to use less direct communication . We use lots of proverbs to express our feelings, and we avoid being rude or arguing with people . ● If a misunderstanding arises, we would love our hosts to have patience, to offer help and      
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Expectations as Guest: Shared Experiences

To enhance our guest experience, our hosts should engage us in their
local celebrations, tell us about their traditions and what represents
them as a country.

Sharing a meal with our host and chatting about their backgrounds
will create strong bonds between us and will make us feel as part of
the community.

When someone visits us, our goal is to make feel like one of us and
sharing these kind of details, I believe would make us feel the same

way.
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          ● To enhance our guest experience, our hosts should engage us in their local celebrations, tell us about their traditions and what represents them as a country . ● Sharing a meal with our host and chatting about their backgrounds will create strong bonds between us and will make us feel as part of the community . ● When someone visits us, our goal is to make feel like one of us and sharing these kind of details, I believe would make us feel the same way . Expectations as Guest: Shared Experiences     
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Conclusion

e From Spain’s culture I adopted values and principles such togetherness, obedience and
faith.

e Community interactions, fiestas and meals are important social activities that makes this
country so beautiful.

e Understanding and accepting people and social relations are important abilities of
Spaniards and these two factors influenced this favorable image of Spain especially in
hospitality.

e Such values, I apply in handling the guest-host relations mainly in terms of warmth,

generosity and most importantly openness.
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