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Component 1

A Learning Experience: Cultural Awareness in F&B

During a placement at the Mercure Newport hotel restaurant last winter, |
witnessed a situation that underscored the importance of cultural awareness
in the F&B industry, particularly when serving international guests. It unfolded
during a busy dinner service. A young waitress, while presenting a menu to a
Chinese couple, placed her hand on the back of the husband's chair to steady
herself as she leaned in slightly. The husband visibly stiffened and looked
around in surprise, while the wife offered a hesitant smile. The waitress,
clearly apologetic, quickly moved her hand and continued presenting the
menu. The interaction, though brief, seemed to create a subtle awkwardness

throughout their meal.



This incident serves as a potent reminder of the potential for cultural
misunderstandings within the F&B sector. Hofstede's cultural dimensions
framework (Hofstede Insights, n.d.) sheds light on this phenomenon. The
concept of "power distance" highlights how cultures differ in their acceptance
of hierarchy and personal touch. Chinese culture, with a focus on respect for
elders and personal space, might view physical contact initiated by a stranger
as a social faux pas (Chen et al., 2015). In this context, the waitress's action,
though intended to be helpful, might have been perceived as an unwelcome

familiarity by the guest.

Reflecting on this experience has instilled in me the need to continuously
develop my cultural awareness skills. A crucial first step is to enhance my
knowledge of common cultural norms around personal space and touch in
different regions. Consulting recent editions of guides like "Kiss, Bow, or
Shake Hands" or exploring online resources specifically focused on cultural
sensitivity in hospitality settings would be invaluable. Effective communication
goes beyond spoken words. Nonverbal communication plays a significant role
in interacting with guests from diverse backgrounds. Training in recognising
subtle cues, such as a guest appearing startled by physical contact or leaning
away slightly during interaction, would be highly beneficial (Tickner, 2019). By
being attuned to such nonverbal signals, | can better anticipate guests' needs

and preferences, fostering a more comfortable dining experience.

Adapting my behaviour to demonstrate respect for cultural differences is
equally important. Simple strategies like maintaining a respectful distance
while interacting with guests and avoiding any unnecessary physical contact
can bridge the gap and create a more comfortable experience. Furthermore,
encouraging colleagues to learn basic greetings in common languages, such
as Mandarin, can foster a more welcoming environment for international
guests (Chen, M. F., 2019).



By actively developing cultural awareness and adapting our behaviour, F&B
employees at the Mercure Newport and other establishments can create a
more inclusive and respectful dining experience for all guests. This goes
beyond simply avoiding misunderstandings — it's about creating a welcoming
atmosphere where guests from all cultures feel valued, comfortable, and can
truly enjoy their dining experience. This translates to positive reviews, repeat
customers, and ultimately, a thriving business. Cultural sensitivity isn't just the

right thing to do — it's good business sense.

Component 2

Cultivating Cultural Competency in Hospitality: A Staff Training Plan for

Level 4 Placement Hotel

Introduction

The globalized hospitality industry caters to a diverse clientele. Cultural
differences enrich the experience but present challenges. Staff at Level 4
Placement Hotel need a strong foundation in cultural competency to bridge

these gaps and foster a more inclusive dining environment.

Training Objectives

Define cultural competency and its significance in F&B.
Analyze key cultural dimensions influencing guest behavior.
Identify nonverbal cues from diverse backgrounds.

Develop strategies for adapting communication and service styles.



Build confidence in interacting with international guests.

Challenges and Considerations

Cultural awareness training offers significant benefits, but limitations exist.
Time constraints may restrict in-depth exploration of all relevant cultures.

Additionally, cultural norms can be fluid and evolve over time [1].

Training Modules (6 hours)

This blended learning approach uses interactive modules and self-paced

activities:
Module 1: Demystifying Cultural Competency

Interactive Discussion : Employees share personal experiences with cultural
misunderstandings or successes in hospitality settings. This sets the stage for
the trainer to introduce cultural competency and its impact on guest satisfaction

and business success.

Case Studies : Real-life F&B scenarios highlight potential cultural clashes (e.g.,
tipping etiquette, personal space). Employees work in groups to discuss

appropriate responses from a cultural competency perspective.

Module 2: Navigating Cultural Dimensions

E-learning Module : An online module introduces Hofstede's cultural
dimensions framework (Hofstede Insights, n.d.). Employees learn about key
dimensions like power distance, individualism, and uncertainty avoidance, and

explore their influence on guest expectations and communication styles.



Interactive Quiz & Group Discussion :

A quiz assesses understanding, followed by a group discussion to address

lingering questions and encourage real-world application analysis.

Guest Speaker : A representative from a local cultural center or travel agency
shares insights on specific cultures relevant to the hotel's clientele (greetings,

nonverbal cues, dietary restrictions).

Module 3: Adapting Communication and Service Styles

Role-Playing Exercises : Employees participate in role-playing scenarios
simulating interactions with guests from diverse backgrounds (e.g., adapting
communication styles to formality levels or service approaches based on power

distance expectations).

Video Demonstrations : Short videos showcase effective and ineffective
interactions with international guests, followed by group discussions on the
reasoning behind these examples. This allows for identifying key behaviors that

enhance or hinder cultural competency.

Module 4: Building Confidence and Continuous Learning

Open Forum This session provides an opportunity for employees to ask
questions, share concerns, and discuss potential challenges with implementing

learnings.

Positive Reinforcement & Action Planning : We acknowledge employee

progress and emphasize positive reinforcement to boost confidence. The



session concludes with employees developing personal action plans for
ongoing cultural competency development (exploring additional resources,

attending cultural events).

Evaluation

Pre- and post-training surveys: These comprehensive surveys assess
participants' knowledge of cultural competency, including attitudes, biases, and
comfort levels interacting with diverse guests. This data allows us to measure
the program's impact on overall cultural competency and identify areas for
further development. In addition to knowledge-based questions, the surveys
may incorporate scenario-based assessments to gauge employees' ability to

apply their learnings in real-world situations.

Component 3

Student Self-Reflection

A Transformation in Understanding: Cultural Competency in Hospitality

My grasp of cultural awareness within hospitality has undergone a significant
metamorphosis throughout my academic journey. Initially, it was a concept
synonymous with basic greetings and customs in various countries. However, as |
delved deeper, | discovered its profound impact on guest experiences, business
success, and even my personal growth. This self-reflection explores this evolution,

drawing on concrete examples and insights from relevant academic sources.

Prior to formal studies, my awareness of cultural differences was limited.

Interactions with international tourists were often punctuated by awkward silences



and communication breakdowns. Reflecting on Christiansen et al.'s (2020)
exploration of cultural factors in business performance, | realized these gaps
hindered service quality. A simple example was the time | struggled to understand a
guest's dietary restrictions due to a language barrier. While the issue was resolved,
the delay could have been avoided with a basic understanding of common dietary

needs across diverse cultures.

My perception of cultural awareness shifted significantly during my coursework.
Frameworks like Hofstede's (Hofstede et al., 2010) opened my eyes to the
underlying dimensions influencing guest behaviour. Understanding concepts like
power distance, individualism, and uncertainty avoidance allowed me to anticipate
potential preferences, communication styles, and comfort levels with physical touch.
For instance, learning that high power distance cultures value hierarchy and formality
(Deresky, 2017) helped me adjust my communication style to be more respectful and

deferential when interacting with guests from such backgrounds.

The importance of cultural awareness transcended theoretical frameworks when |
participated in an internship at a local hotel. Witnessing firsthand the impact of
cultural sensitivity on guest experiences solidified my understanding. One instance
involved a family from a collectivistic culture (Hampden-Turner & Trompenaars,
2020) expressing discomfort with individual room assignments, preferring to share a
larger space. Demonstrating cultural sensitivity and offering alternative arrangements

fostered a more welcoming environment.

Cultural awareness fosters inclusivity that extends beyond hospitality. Attending
cultural events and engaging with diverse backgrounds has broadened my
perspective. As Abramson and Moran (2018) highlight, managing cultural differences
is a crucial skill in today's globalized world. These encounters have equipped me to
navigate diverse environments confidently, fostering open-mindedness and

appreciation for different ways of life.



The journey of cultural competency is a continuous learning process. While my
understanding has deepened significantly, there's always room for improvement.
Moving forward, | plan to actively seek out opportunities to expand my cultural
knowledge, whether through language learning, volunteering internationally, or
simply engaging in open conversations with people from diverse backgrounds.
Additionally, | am committed to staying updated on evolving cultural norms and

adapting my approach accordingly.

In conclusion, my understanding of cultural awareness has blossomed from a
rudimentary concept to a cornerstone of excellent hospitality and effective human
interaction. The ability to bridge cultural divides fosters positive guest experiences,
strengthens business performance, and contributes to personal growth. This
awareness is not a destination but a continuous journey, and | am committed to
expanding my knowledge and refining my skills to navigate the world with ¢ and

contribute to personal growth.

Component 4

Building Bridges: The Power of Multilingualism in Hospitality
Marriott International
Introduction

Good morning, everyone! Today, we'll explore the exciting world of multilingualism
and how language skills can elevate your guest experience at Marriott International.

The Power of Many Tongues

Our world is a tapestry of cultures and languages. As a leading global hospitality
brand, Marriott International welcomes guests from all corners of the earth. By
embracing multilingualism, we can create a truly welcoming environment where
guests feel comfortable, understood, and valued (Jones, 2023).



Benefits of Multilingualism

Enhanced Guest Experience: Imagine a guest arriving from Spain. A
friendly staff member greets them with a warm "Buenos dias" (Good morning)
and assists them in Spanish. This small gesture immediately puts them at
ease and sets the tone for a positive and memorable stay (Jones, 2023).
Increased Revenue: Studies show multilingual staff can attract more
international guests and boost sales opportunities. Imagine a guest from
China who feels more confident navigating hotel services because a staff

member can explain them in Mandarin (/K415 - Ni hao ma?) (Lee &

Kim, 2018).

Improved Staff Communication: Marriott International operates in many
countries. Multilingual staff can bridge communication gaps between
colleagues, fostering a more collaborative and efficient work environment
(Wang & Newman, 2020).

Competitive Advantage: In an increasingly competitive

market, multilingualism sets Marriott International apart,showcasing our
commitment to global hospitality (Chen, 2022).

Focus on a European Language: French

Let's take a closer look at a specific European language: French. French is spoken
by over 274 million people worldwide,making it a valuable skill in the hospitality
industry (French language, Wikipedia, 2024).

Where is it spoken? French is the official language of

France, Belgium, Switzerland, Luxembourg, and many African countries. It's
also spoken in Canada and parts of the Caribbean (French

language, Wikipedia, 2024).

Is it hard to learn? For English speakers, French can be moderately
challenging due to its pronunciation and grammar. However, basic phrases
are relatively easy to learn and can make a big difference (Jackson, 2019).
Politeness in French Business: In French business culture, formality is
key. Using titles like "Monsieur" (Mr.) or "Madame" (Ms.) is essential. Phrases
like "Bonjour, enchanté(e)" (Hello, delighted) and "Merci beaucoup” (Thank
you very much) demonstrate respect (Jackson, 2019).

Language Awareness for Hotel Staff

Here are some practical tips for developing language awareness:

Learn basic greetings and phrases in common languages like French,
Spanish, and Mandarin. Here are some examples:
o Spanish: Buenos dias (Good morning), Hola (Hello), ¢, Cémo
estas? (How are you?)
o Mandarin: Ni hao (Hello), Xie xie (Thank you), Bu keqi (You're
welcome)
Use nonverbal communication effectively: a smile and a welcoming
gesture can go along way.



e Be patient and understanding when communicating with guests who
may not speak English fluently.

o Utilize translation apps and resources to assist guests with limited
English.

Conclusion

By embracing multilingualism and language awareness, we at Marriott International
can create a more inclusive and welcoming environment for our global

guests. Remember, even a few basic phrases in another language can make a world
of difference. Thank you!
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