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[bookmark: _Toc185085469]Element One: Reflective essay:  Understanding My Cultural Identity
I start with the statement of Edensor (2002), that cultural identity is a deep perception of us, which is moulded out of many elements that intertwine history, geography and social experiences. However, when talking about my own Bengali culture, it has been specifically shaped by these influences to give me a sense of belonging that is a connectedness to tradition. I grew up in a region that is so rich in cultural exchange and community oriented values. I therefore have inherited an identity that is deeply rooted in these foundations. Historical events such as British colonial encounters and independence movements in 1971, have largely shaped the cultural psyche of my community and myself. From geographical perspective, living in a region that celebrate for its agricultural wealth and interdependence has instilled in me the values of collaboration and communal solidarity. Moreover, the structured family systems and collective celebrations in my society have stressed unity and respect as core elements of my cultural framework.
The key characteristic of these culture involves language, traditions, values, my bases and cultural heritage. My native language, which is Bangla helps me not only to be able to communicate but to preserve and transmit stories, history and in most cases, to pass along important traditional values. Through its complex wording and terminology, the very essence of culture is maintained. In my tradition, annual festivals in particular capture elements of gratitude, renewal and people connect with others around them. These occasions reflect my culture of paying attention to collective wellbeing and unity. Furthermore, the respect for elders, hospitality and humility form the significant pivots of my day-to-day interactions and at large, the societal mechanism. The art forms that include music and dance are not only a medium of expression but a storehouse of our Bangali culture. Putting together, these elements offer continuity in my cultural identity, even in the modern world and its dynamic changes. 
In developing my cultural identity, family and community have been very instrumental. For instance, family traditions such as meal sharing together and oral storytelling, have engendered a sense of belonging while at the same time it taught me cultural knowledge and values.  Moreover, the practice of ancestor worship and communal prayer further cemented me to the past generations and made my heritage and roots very important. Also, supportive systems of the community in life events like weddings and festivals demonstrate a spirit of interdependence that adds to my Bangladeshi cultural foundation. These experiences thus have influenced my worldview to make me believe in collective wellbeing and to inspire mutual support in my interactions.
Over the time, my cultural identity has largely evolved to embrace diverse influences while reflecting its dynamic and adaptive nature. I have exposure to other cultures through education, travel and media. These have introduced me with new ideas and perspectives, particularly around individuality and self-expression. These interactions have also broadened my understanding of global diversity while prompting me to reevaluate traditional norms. For example, while I considered traditional values as part and core of my identity, it was modern values of equality and innovation that I had readily adopted. This integration or synthesis of the traditional and modern has not only enriched my identity but also provided me with adequate resources for the confident function in a globalised world. This is consistent with study of Banda et al. (2024), where they identified that person interactions with other culture help to broaden understanding of diversity and equality as well as it enable to understand modern value of own culture. 
In term of cultural adaptation, I can say that my cultural background greatly influences how I relate to other people. This is also echoed by Menabney (2023), that cultural background plays an important role in influencing one’s won interaction with others. For instance, I value cultural awareness through approaches of empathy and learning in relationships. My cornerstones of respect, hospitality and humility guide me in my actions and form lasting relationships with people of all walks of life.  Moreover, the fluidity of my Bangladeshi cultural identity allows me to appreciate other cultural expressions and integrate them into mine while holding on to core values. This dynamic perspective has really helped me increase my potential to be successful in multicultural settings and to bridge the gaps between different worldviews.
Finally, I can say that contemplation of my cultural identity presents a multitextured tapestry that is created by history, tradition and adaptation in different cultural contexts. While my upbringing within Bengali culture has provided me with a strong foundation of values and practices, the incorporation of diverse influences throughout my academic and personal journey has allowed my identity to evolved within other multiple culture especially in the UK. I can also say that this balance between holding on to the past culture and at the same time embracing the future underlines the fluidity of culture while providing a channel through which I view and interact with the world. In understanding and honouring my cultural identity, I am also contributing not only to my personal growth but also to fostering greater intercultural understanding and harmony, which is much needed attribute for hospitality career. 

[bookmark: _Toc185085470]Element Two: Written report: Critical analysis of culture and communication in enhancing Hotel Guest Service
· [bookmark: _Toc185085471]Introduction
Culture and communication are pivotal in shaping the guest experience in the hospitality industry A complex understanding of these factors can enable hotels to provide tailored services that can meet diverse guest expectations, foster positive interactions and ultimately enhance customer satisfactions (Do, Fitz-Patrick & Potroz,2021). This report, therefore, provides a critical analysis of the role of culture and communication in improving hotel guest service. This analysis is supported by  cultural theories, empirical evidence, and real-world examples. This report also ends with a summary of conclusion of the findings. 
· [bookmark: _Toc185085472]Cultural influences on guest expectations
Cultural backgrounds of customers play a significant role in shaping their expectations and preferences in hospitality businesses. Factors such as values, traditions and customs influence how guests perceive and experience hospitality services (Gurung et al,2024). For instance, guests from collectivist cultures such as mine (Bengali culture) may prioritise group oriented services and communal spaces, while those from individualistic cultures (British and American) may value privacy and personalisation. Moreover, religious practices and dietary restrictions further shape expectations, necessitating tailored accommodations. For instance, Muslim people eat Halal foods and like to maintain privacy during their stay in hotels (Yeji,2012).
Cultural awareness among hotel staff is critical for meeting customers diverse range of needs (Wilson,2024). Studies conducted by Hofstede (2011) show that culturally aligned services enhance guest satisfaction and loyalty. For example, understanding a Japanese guest’s preference for formal communication as well as Middle Eastern guest’s expectation for halal dining options allows hotels to exceed expectations. Therefore, employing a culturally aware approach enables hotels to anticipate and address potential challenges, improving the overall guest experience.
· [bookmark: _Toc185085473]Communication styles and guest interaction
While talking about impact of communication, it can be found that effective communication is fundamental to delivering exceptional guest service. In hotel and hospitality sectors, cultural differences significantly influence both verbal and non-verbal communication styles and include gust interactions. For example, in high-context cultures, such as China and Japan rely heavily on implicit cues, while low-context cultures  such as the United States and Germany prioritise direct and explicit communication (Hall,1989).
Therefore, Hotels must consider these differences in their interactions. Verbal strategies such as using respectful language and addressing guests by their preferred titles can demonstrate attentiveness to cultural norms (Inkaew,2016). At the same context, non-verbal communication such as maintaining appropriate eye contact or avoiding gestures considered impolite in certain cultures, further supports positive interactions (Inkaew,2016). Building rapport through culturally sensitive communication fosters trust and guest satisfaction. Staff training on active listening, empathy, and culturally appropriate body language enhances the quality of interactions (Inkaew,2016). For example, a number of hotels in Thailand implemented staff training programs focused on “wai” greetings (Arbay,2021). This is a traditional Thai gesture of respect to better connect with domestic and international guests.
· [bookmark: _Toc185085474]Training and development for cultural competence
In hospitality busienss, cultural competence training is essential for equipping hotel staff with the skills that is needed to navigate cultural differences effectively among their guests that comes from different backgrounds (Wilson,2024). Cultural training programs often focus on increasing cultural awareness, understanding implicit biases and developing communication strategies that align with diverse guest expectations (Wilson,2024). According to Lashley & Morrison (2018), the  investment in cultural training can lead to improved guest satisfaction and employee performance. 
An example can be found in Marriott International, where it has incorporated cultural competence training into its employee onboarding process (Wesley et al,2024). By providing scenarios and role-play activities that simulate interactions with guests from various cultural backgrounds. With this training employees are better prepared to address cultural complexities. Studies in the context of cultural influences in hospitality businesses have suggested that such training reduces misunderstandings and enhances overall service quality (Wesley et al,2024).
Moreover, the success of hotels that integrate cultural understanding and effective communication into their guest service strategies highlights the importance of these factors. And example can be found in The Ritz-Carlton that has renowned its guest-centric philosophy. It employs a “Gold Standards” approach that emphasises personalised service and cultural sensitivity.  At the Hotel staff are encouraged to document and remember guest preferences, enabling tailored interactions during future visits (David & Kandampully,2008). Similarly, the Hilton Hotels’ diversity and inclusion initiatives prioritise cross cultural training to enhance guest relationships to make their experience more personal where customers sense their own culture. Staff are train to perform such activities and encourage to speak customers language to give them  more comfort in communication and make them feel home while away from home (Kandampully, Zhang & Jaakkola,2017). 

· [bookmark: _Toc185085475]Conclusion
In conclusion it can be inferred that a deep understanding of culture and communication is indispensable in the hospitality industry for enhancing guest service. Therefore, through  acknowledging cultural influences on expectations, employing effective communication strategies and investing in staff training for cultural competence, hotels can significantly improve guest satisfaction and loyalty. In this report, the real world examples from leading hotel brands such as Hilton, Ritz Charlton illustrate how integrating these principles contributes to success. As the industry becomes increasingly globalised, embracing cultural diversity will remain a cornerstone of exceptional guest service.


[bookmark: _Toc185085476]Element Three: Staff Guide in enhancing guest interactions
Understanding Cultural Diversity

· Be respectful: Please approach every guest with politeness and an open mind. Avoid making assumptions based on appearance or accent.
· Recognise differences: Please be aware that cultural backgrounds shape expectations, preferences and behaviours.
· Key cultural dimensions: Please earn to navigate differences in communication such as direct and indirect, dining preferences and personal space requirements.
· Inclusive hospitality: Please ensure services and amenities cater to diverse needs of customers including dietary preferences such as halal, kosher, vegetarian and religious observances such as Ramadan (Fasting for Muslim)
(Lin,2020)
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Effective Communication Strategies
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Active Listening: 
Pay attention to what guests are saying and confirm understanding by paraphrasing
Verbal Communication:
· Use clear and simple language
· Speak at a moderate pace
· Address guests respectfully, using appropriate titles





Non-Verbal Communication:
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· Smile and maintain friendly eye contact where culturally appropriate.
· Use gestures cautiously, avoiding actions that might be misinterpreted.
· Observe guests’ body language to gauge comfort.
(Lin,2020)
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Adapt to language barriers:
· Use visual aids, apps, or translation tools if necessary
· Provide printed materials in multiple languages where possible
(Lin,2020)
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Greeting Guests
· Tailor greetings to align with cultural norms 
· Learn a few phrases in common languages spoken by international guests.

Practical tips for you to enhancing guest service





Cultural Sensitivity
· Be flexible with requests related to traditions (such as prayer times or meal requirements).
· Respect privacy and individual space preferences
	(Kim & Thapa,2018).

Problem Resolution
· Approach issues calmly and with empathy
· Involve a manager if there’s a misunderstanding related to cultural expectations
(Kim & Thapa,2018).








Personalisation

· Remember guests’ preferences for repeat stays
· Include cultural touches in room settings, such as tea types or preferred bedding arrangements




Training and continuous improvement



Cultural Competence training
· Participate in workshops or online courses on cultural awareness
· Engage in role-playing scenarios to practice handling diverse guest needs 
(Kim & Thapa,2018).
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Quick Reminders
· Empathy and understanding go a long way.
· Stay curious and ask when in doubt most guests appreciate the effort to meet their needs.
· Your attitude sets the tone for the guest experience.








[bookmark: _Toc185085477]Element Four: Cultural misunderstanding scenario using the ERA Cycle
This part presents one of my cultural misunderstanding scenario using ERA cycle. The ERA Cycle is a reflective framework that helps individuals to analyse experiences and learn from them. It consists of three stages including experience, reflection and action (Cambridge University,2020).
Figure 1. The ERA reflective cycle
[image: ERA Cycle]
Source: (Adopted from the Cambridge Univeisty,2020)
· Experience
During one of my trip to London, I have attended a formal dinner with colleagues from various cultural backgrounds. As part of the evening, my host, who came from a high context culture, presented a small gift to each guest before dinner began. I was unfamiliar with the customs surrounding gift giving in their culture, I then immediately unwrapped the gift at the table. Watching me my host’s appearance suddenly shifted and the room’s atmosphere grew awkward. Later after the dinner when I was walking home, a colleague informed me that in the host’s culture, which is Chinese culture gifts are typically unwrapped in private to avoid appearing ungrateful or comparing presents.
· Reflection
This experience has made me feel embarrassed and somewhat ashamed of my lack of cultural awareness. I was confused initially as to why my action, which I considered normal had caused discomfort. I then imagined that my host felt disrespected or disappointed, even if unintentionally, because I did not adhere to their cultural norms. The misunderstanding highlighted how actions I consider neutral or positive can carry a different meaning in another cultural context and can cause communication and  understanding issue. 

· Analysis
In analysing the misunderstandings among people from different cultures, it can be found that they are most often based on norms, style of communication, and assumptions. The experience that I have described above presents a number of reasons why there was a misunderstanding. Obviously, there was cultural norms such as the way gift giving is conducted in differ in different cultures. in some, unwrapping is immediate and expresses politeness (in the UK and in USA),  in others, this can be taken for impatience and lack of appreciation of one’s thoughtfulness (Hofstede,2011). Moreover, there is assumptions that has led to my misunderstanding. Since I assumed while being adapted to British Culture that the cultural practice of opening a gift on the spot was common to both cultures and therefore my response was inappropriate. 
The situation was also aggravated due to the lack of contextual awareness. According to Hall (1989), high context cultures rely a great deal on unspoken rules and traditions, while low-context cultures rely more on clear and direct communication. Therefore, a low-context cultural background led me to neglect these very important but unspoken hints of culture. The final finding is that there was limited cultural preparation. For instance, I did not prepare myself.  Prior to my travel, I should have found out about the culture of my host and this has caused my actions, unwittingly to digress from the host expectation of comfort. 
· Action Plan
Based on the incident, I have identified several skills and behavioral changes to mitigate similar issues in the future.
· I shall develop skills and adopting behavioral changes that are important ways of fostering better cross-cultural interactions. One important skill that shall be developed is  cultural awareness, where I shall learn about the accepted norms and customs of countries visited. This shall be acquired through reading literature or even attending workshops that give greater insights into the culture and values of a particular society. 
· Similarly, I shall be practicing patience is an important behaviour that in unfamiliar surroundings, taking a moment to gauge other people’s reactions can help one better understand how things are done in their culture and avoid any unintended mistakes (Goh & Jie,2019). 
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[bookmark: _Toc185085479]Element Six: Reflective Essay: Exploring Cultural Understanding 
· Introduction
Culture plays a vital role in the hospitality industry. It informs guests’ expectations, perceptions, and levels of satisfaction (Marques et al,2020). As a hospitality professional, one must learn about one’s own culture and other cultures to be able to deliver superior service within the realms of an ever-growing globalisation perspective. My Bangladeshi cultural background focuses on collectivism, respect for tradition and community cohesion, which greatly informs my approach to guest contact. However, catering to guests from different cultures means that one has to be flexible enough to accommodate numerous cultural norms and preferences. This module of Foreign Languages and  Cultural Awareness has thrown light on the complexities of cultural differences and their implications for guest service, helping me develop strategies to foster inclusivity and understanding. This part of the portfolio therefore is designed to reflect on what I have learned from this module and how this knowledge will inform my approach to enhancing guest service for individuals from diverse cultural backgrounds in the future. 
For the reaction, I have adopted Gibbs reflective cycle. It is because, Gibbs reflective cycle is a structured framework for analysing experiences, promoting learning and personal growth. It consists of six stages including description that answer what happened, then there is feelings that describe emotions about the experience, then there is Evaluation that answer the question of what worked or did not, and there is Analysis, which try to understand the reasons behind outcomes, and then there is Conclusion, that identified the lessons learned from the experience, and  finally there is the Action Plan that action  steps for improvement in the figure (Gibbs,1988). 
Figure 2. Gibbs reflective cycle
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Source (Adopted from Gibbs,1988; Edinburgh Univeristy,2020)
· Description
In our class, we were assigned to groups to work on model hospitality service that is tailored to guests from diverse cultural backgrounds. My group was making up of diverse culture and that brought various perspectives, with each member contributing unique insights based on their personal experiences and cultural norms. This led to some initial excitement as we brainstormed ideas. However, when it came to assigning responsibilities, I suggested that we hold a brainstorming session since I personally prefer discussing ideas verbally as it allows me to think through concepts interactively with the group. I find it helps clarify ideas and stimulate creative thinking. However, during the session, I noticed  some of my peers, who came from a high context culture, seemed disinterested and reluctant to contribute. At first, I could not quite understand why as they appeared to disengage from the open discussion. 
Later, after some reflection, it became evident that the reason for their disengagement stemmed from a significant cultural difference. They were overwhelmed by the upfront, direct nature of the conversation. This style contrasted sharply with their cultural norm, where ideas are typically processed internally and shared only after careful thought often in a more indirect formal manner. They had likely been used to taking time to digest information privately before expressing an opinion, something that is considered a sign of respect and consideration in their culture.
This experience has highlighted how essential it is to understand and adapt to communication styles when working with people from different cultural backgrounds. It has also reminded me of the importance of not assuming that everyone processes ideas or communicates in the same way, even in collaborative settings. Moreover, recognising these differences in communication style allowed me to modify my approach, creating a more inclusive environment where everyone’s contribution could be considered and valued in the way they felt comfortable.
· Feelings
With the situation, I felt frustrated and confused initially regarding my peers’ lack of participation, assuming that he was not interested. However, when I learned the reason behind their reaction, I felt remorseful for not considering their perspective. This experience sparked feelings of both discomfort and insight as I realised how my assumptions and communication preferences had unintentionally created a barrier. As the module progressed, I gained more knowledge regarding the varied ways in which people from different cultures communicate and this knowledge implanted in me a desire to adjust and enhance my interactions with others.
· Evaluation
Looking back to the situation, I ca say that my approach had strengths and weaknesses. On the positive side, I find that my effort to engage the group in brainstorming demonstrated enthusiasm and inclusivity. However, my direct communication style inadvertently excluded a peer whose cultural norms favoured a more reflective approach. The lack of initial cultural awareness hindered our ability to collaborate effectively. This experience taught me the importance of recognising and accommodating different communication preferences to ensure everyone feels valued and included. While my intent was positive, a more flexible approach that allowed for varied participation styles could have fostered better collaboration.
· Analysis 
The theories and concepts in this module have enabled an enhanced understanding of the cultural dynamics at play during this group experience. For instance, Hall’s high context and low context communication model has been quite useful in rationalising the preference for either divergent or convergent thinking between my peer and myself. Hall’s theory suggest that communication in high-context cultures is much more indirect while relying on non-verbal signals, shared context, and implication. Moreover, in a low-context culture, there is the greater reliance on direct, explicit and verbal communication, whereby information is relayed in a clear and open manner through words (Hall,1989). My preference for straightforward communication, instilled by my low-context culture, made me expect that all would similarly engage in straightforward verbal intercommunication and not realising that my peer needed more time to reflect on and process her thoughts before speaking due to her high-context communication style.
Another useful theory regarding how our cultural backgrounds would have influenced our communication style is Hofstede’s 2011 cultural dimensions (Hofstede,2011). More specifically, a particularly relevant dimension is the one of individualism vs collectivism. For this reason, coming from an adopted individualistic culture while living in the UK for long, my bias was toward a general individualistic emphasis on expressive self, directness and assertion of oneself, presuming that all group members in comfort would share ideas openly and in a straight verbal manner. This individualistic bias led me to assume that collaboration would take a more open and franker pattern, which I had taken for granted. My peers, however, were probably from a collectivist background, so they placed more emphasis on group harmony and therefore was more cautious and reflective in their approach to communication. In many collectivist cultures, there is an emphasis on social cohesion and the avoidance of conflict or disagreement, which may render direct or forthright communication inappropriate.
These frameworks also brought to light the importance of cultural sensitivity within group interactions. I learned that my communications approach works for my own culture but does not necessarily apply to all others. It pointed out the importance of flexibility in one’s style of communication and being able to switch to accommodate others’ needs and cultural norms. This experience made me revise my assumptions and realise the importance of adapting one’s approach to make interactions easier and more accessible for all participants to be at ease sharing their opinions in their own culturally acceptable manner. Finally, with incorporation of these cultural theories into my thinking, I came to a deeper realisation of the subtleties involved in cross-cultural communication and the sensitivity required toward diversified perspectives. This realisation improved not only my communication skills but also my ability to work effectively in a multicultural environment.
· Conclusion
In conclusion, it can be inferred that based on the analysis of the  experience, I have  developed my awareness of cultural differences and how they impact communication. I have also learned that assumptions according to one’s own norms can act as a significant barrier in effective collaboration within a diverse environment. I have understood that the higher the awareness of how different cultural values drive behaviours and communications, the more facilitative an environment will be, because it allows for respect across perspectives. This experience really highlighted flexibility, empathy and active listening to improve interactions between cultures.

· Action plan
Based on the finding of limitation and in order to enhance my cross cultural navigation skills, a number of development areas will be pursued. 
· I will take part in workshops on cultural competence and study the theoretical framework of communication such as Hall’s and Hofstede’s models. 
· I will also regularly practice my own style of communication by adopting a direct and reflective approach in group settings. 
· I am nurturing a cultural curiosity mindset to relate better with inclusivity to people from different walks of life and I shall continue to do so to improve upon my understanding of different cultures to avoid misunderstandings. 
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             Introduction    My name is Sarder Mohammed Marfur Rahman and I am from Bangladesh  Bangladesh is a country that is renowned for its vibrant culture, rich history and warm hospitality  Currently, I am studying Hospitality Management, which is driven by my passion for understanding and improving guest experiences  My father is a businessman, and I am pursuing my studies independently, inspired by our culture’s emphasis on self - reliance and respect for hard work  Understanding my culture is important in the hospitality industry because it offers insights into the unique expectations and values of guests from my background, helping create meaningful and memorable experiences  
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                                    Cultural overview   • Bangladesh is a culture deeply rooted in traditions that emphasise hospitality and care for others • A popular saying in our culture is “Guests are blessings,” and we treat visitors with utmost respect • When hosting, it is customary to serve elaborate meals, including traditional dishes like biryani or pithas, showcasing our culinary heritage • Guests are made to feel like family, and leaving without eating is considered impolite  Traditions and Customs                        
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                               Cultural overview    Communication Styles  In Bangladeshi culture, communication tends to be warm, respectful, and indirect  We value non - verbal cues such as smiles and nods, which convey warmth and politeness  Addressing elders with honorifics and maintaining a respectful tone are deeply ingrained practices  Eye contact is maintained but moderated, as excessive staring might be considered disrespectful                    
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                                Values and Beliefs   Key values include respect for elders, collectivism, and generosity   Family plays a central role in decision - making, and we prioritise relationships over material possessions   Hospitality is a shared value, and hosts go to great lengths to ensure their guests feel appreciated   Cultural overview                
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          Expectations as a Guest  Hospitality Norms   When I am a guest, I deeply value a warm and welcoming environment.  Small gestures like offering a glass of water upon arrival or asking about my journey show thoughtfulness  Traditional food offerings or attention to dietary restrictions, like ensuring halal food, are greatly appreciated.  
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         Expectations as a Guest     Cultural Sensitivity  I hope hosts respect my cultural norms, such as refraining from serving alcohol if they are aware of my preferences and ensuring privacy  Clear and respectful communication enhances the experience, showing the host’s effort to accommodate my needs
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Conclusion
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     My cultural background as a Bangladeshi shapes my expectations as a guest  I value traditions of warmth, respect, and inclusivity in any hospitality setting  Understanding these cultural nuances is vital for creating guest experiences that are not only satisfying but also meaningful  Conclusion


image27.png




image28.svg
      Thank you!


image29.png
N\

X

’

)

I
|

1
'
¥
‘
A S




image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image10.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




