


Assignment: Portfolio 4 Components 

Module Title: Foreign Languages & Cultural Awareness

Module Code: BMIH5003

Lecturer: Giulia Chifari, Antoinette Milne






Student Name: Jahanara Begum 


Student ID: 2245646




Table of Contents
1. Professional Reflection	3
2. Training Plan	3
2.1. Training Modules	4
3. Self-reflection	5
3.1.1. Description	6
3.1.2. Feelings	6
3.1.3. Evaluation	6
3.1.4. Analysis	6
3.1.5. Conclusion	7
3.1.6. Action Plan	7
Training Presentation...............................................................................................................7
References	14



[bookmark: _Toc166448491]1. Professional Reflection
At the hotel restaurant, while serving breakfast, I witnessed a cultural misunderstanding between one of our F&B employees and a guest. A foreign-looking guest who wanted "bread" asked the server to bring bread in his language, and the server returned with a basket of roles. His expressions were half confused, with a wrinkled brow and a slight pause in his thinking process. His behavior began to change in a little way, suggesting some kind of disappointment or frustration at the difference between the things he had asked for and those that were given to him. The host could not help but notice the guest's unease. However, the latter opted to resolve the situation amicably. One of the reasons they might have hesitated was language impediments, they might have felt like they didn’t know how to put the idea into words, or they might not have wanted to disrespect the cultural norms that most hospitality places discourage confrontation at the time. Rather, they gave up the rolls in silence, but there was still a feeling of regret.
Looking back at this instance, I perceive now that cultural mishaps such as this can happen very easily, especially in a multicultural situation such as a hotel. Therefore, when this word has a different meaning from those of the guest it can be interpreted in different ways caused by their culture. Although in some cultures, "bread" refers to sliced bread, in others, it may be a term that encompasses a variety of baked goods like rolls or pastries (Suchintita Das et al., 2023). To make sure it will not happen in the future; I need to improve my communication skills and have a larger cultural awareness. To be more precise, I should also be more knowledgeable about the cultural differences in food terminology and preferences, especially in a diverse setting like a hotel. This would mean getting to know quite specifically what the food customs and preferences of the different guests are based on their cultures (Reddy & van Dam, 2020). Besides that, when a guest's request is not clear enough, I would approach my colleagues or supervisors for further instruction and advice in case there is some verbal or nonverbal language barrier. Also, each interaction should be approached with an open mind and a willingness to learn, as cultural competence is a process that is never-ending and needs continuous effort and self-awareness (Hossain, 2024).
[bookmark: _Toc166448492]2. Training Plan
In the present hospitality industry, hotels come across guests from different cultural backgrounds daily. This wide range of cultures enriches the guest experience but brings different challenges such as communication difficulties and misunderstandings (Grobelna, 2015). It is imperative for our staff to be comprehensively culturally competent if we want to guarantee superior services for all our guests. This is only possible if our employees have high communication skills. This training program is designed to cover the needs in a comprehensive way.
[bookmark: _Toc166448493]2.1. Training Modules
1. Understanding Cultural Differences (60 Minutes)
· Introduction to the subject of cultural diversity as well as its influence on the guest contacts.
· There will be discussions of culturally specific features such as language, communication styles, and food preferences.
· Case studies and role-playing exercises will be the tools that are used to show how cultural nuances can affect guest expectations and behaviors (Steube et al., 2023).
2. Active Listening and Clarification Techniques (90 Minutes)
· Facilitative skills such as maintaining eye contact, paraphrasing, and probing with open-ended questions will be introduced (Topornycky & Golparian, 2016).
· Techniques on how to politely use interrogative questions to make sure the interpretation of guests' needs is not distorted, particularly during conversations with the language barrier will be taught.
· The role-play situations where staff can practice active listening and clarification techniques in the simulation of guest interactions will be emphasized (Kluger & Itzchakov, 2022).
3. Cultural Diversity training (90 Minutes)
· Dialog on cultural traditions and principles of communication, invitation, and service will be taught (Jackson & Perry, 2015).
· Investigation of misleading or harmful beliefs as well as biases that may distort the interactions with guests coming from different cultures will be conducted (Conlin & Boness, 2019).
· The methods for observing and respecting cultural diversity while ensuring the best service to all guests will be taught.
4. Effective Communication Strategies (90 Minutes)
· Continued discussion on cultural norms and values when it comes to communication, hospitality, and customer service would be emphasized.
· Examining societal misperceptions (stereotypes) and prejudice (prejudices) that may influence guests of different cultural backgrounds (Knight, 2019).
· Some of the techniques for recognizing and respecting cultural differences while still providing excellent service to all the guests are.
5. Communication Strategies (60 Minutes)
· Training on effective communication involving verbal and non-verbal techniques to overcome language barriers, for example, using gestures, visual aids, and the use of simple terms.
· Role-playing sessions will be conducted to strengthen non-verbal communication, such as body language and facial expressions. The role-playing exercises that pose cross-cultural communication scenarios and help in the refinement of communication strategies are some of the simulation tools that will be used (Kaknani, 2024).
6. Problem-Solving Techniques (90 Minutes)
· Guest reception strategies to accommodate them and treat them with diplomacy and respect in situations of miscommunication or conflicts will be conducted.
· The removal of conflict strategies for crisis management and finding a mutual win-win solution to a crisis would be taught (Corbetta & Melin, 2017).
· Creating role-playing scenarios to practice problem-solving and conflict-resolution skills in a culturally appropriate way would be emphasized.
[bookmark: _Toc166448494]3. Self-reflection
[image: Gibbs' Reflective Learning Cycle [22] | Download Scientific Diagram]I will use Gibbs's Reflective Cycle to write this self-reflection. Gibbs's reflecting cycle consists of six stages (Galli & New, 2022).









Figure 1: Gibbs Reflective Cycle
Source: (Harithuddin, 2021)
[bookmark: _Toc166448495]3.1.1. Description
At first, my view of cultural awareness in the hospitality industry was kind of superficial. I realized that without board eligibility, diversity cannot be effectively addressed as it requires in-depth understanding of various intertwined factors. I apprehended it more as a tally of gestures instead of the genuine acceptance of cultural differences and how they affect staff-guest relationships.
[bookmark: _Toc166448496]3.1.2. Feelings
As I started to investigate the topic, I felt both curious and nervous at the same time. I was intrigued by the cultural behavior concept and the possibility of it enhancing the guest experience. But the experience at the same time was very demanding due to the necessity to establish contact with people with different cultural norms and habits. I was still not sure if I had the capabilities and the knowledge to interact appropriately with guests from diverse cultural backgrounds.
[bookmark: _Toc166448497]3.1.3. Evaluation
In time, my cultural awareness in the hospitality field has developed to new heights by the means of both practical experience and self-reflection. I clearly remember an incident when a guest from Japan reported to the restaurant that he was the only guest who hadn't been able to eat any food, because we were not providing traditional Japanese breakfast, e.g., miso soup and grilled fish. My acceptance of new perspectives just happened to be a milestone that merely proved that the best course to acknowledge cultural diversity is to serve the guests optimally. This made me realize that cultural sensitivity is not only about performing some rituals but also about everyday customs, traditions, and ways of communication.
[bookmark: _Toc166448498]3.1.4. Analysis
During the process of self-examination, I discovered that cultural awareness in hospitality is a complex issue that is made up of various components (Fisher, 2019). It is not only an acknowledgment of cultural diversity but also a practice of the active seeking of the understanding and respect of the diverse perspectives and preferences of guests from different cultural backgrounds (Lin, 2020). Cultural awareness efficiency, therefore, relies on active listening, empathy, and a willingness to adapt oneself to different cultural standards which leads to the creation of a platform that connects the guests differently (Warren, 2017). Furthermore, the ability of language learners to communicate is also critical. It encompasses considering potential cultural biases and prejudices that may occur and those learners overcoming them in the work of open-mindedness and continuous learning.
[bookmark: _Toc166448499]3.1.5. Conclusion
Through cultural diversity embracement and creating an environment of inclusivity, hotels have an unlimited opportunity to give a more genuine and personalized experience which is what every guest is looking for. Cultural awareness is not only the factor that increases guest satisfaction but also the way to create stronger connections and promote mutual respect between the staff and the guests (Lam et al., 2021).
[bookmark: _Toc166448500]3.1.6. Action Plan
I thoroughly understand the value of self-awareness proactive learning and getting involved in cultural activities. I will do this by finding possibilities for intercultural training, actively participating by interacting with new friends from diverse backgrounds, and carrying out the cultural awareness through day-to-day activities. By taking the initiative to improve my cultural competence, I want to add to the creation of a more inclusive and welcoming atmosphere for all guests, which in the long run will make their experiences more enjoyable and they will feel a sense of belonging within the hospitality industry.
4. Training Presentation
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EUROPEAN LANGUAGE -
FRENCH

» The French language is spoken in France, Belgium, Canada, Switzerland, and
many African countries.

« Although the French grammar can be difficult, its pronunciation and the writing
system are usually stable. Success in learning French is possible through hard
work and practice (Getie, 2020).
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POLITE EXPRESSIONS

"Bonjour" (Good morning/ Hello) - You should always start the conversation with a
"Bonjour" to warm up the guests.

"S'il vous plait" (Please) - Utilize when you are asking for something or
giving help.

"Merci beaucoup" (Thank you very much) - Express gratitude to the
guest for his or her generosity and collaboration.
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IMPOLITE EXPRESSIONS

Do not use the casual language such as "Salut" (Hi) in the professional settings.

Do not cut the conversation of guests or talk over them.

Never use a disrespectful language or tone, no matter what the
situation is.
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EXAMPLES

HOTEL PLAZA
ATHENE

HOTEL ADLON
KEMPINSKI

HOTEL DE RUSSIE
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HOTEL PLAZA ATHENE

» This famous luxury hotel in Paris is famous for its excellent service and the
meticulousness that it shows.

» Hotel Plaza Athénée staff speaks different languages, such as French, English,
Spanish, and German, thus, guests from all over the world are comfortable and

can be understood. .

» The hotel offers language courses to its employees to keep the level of
communication and hospitality at the top.
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HOTEL ADLON
KEMPINSKI

The Hotel Adlon Kempinski is situated in the middle of Berlin and is associated
with luxury and sophistication.

Multilingualism is the main element of the hotel's service concept, and the staff
can communicate in German, English, Russian and Mandarin.

Language awareness training is a crucial component of the new employees
onboarding process which emphasizes the significance of cultural sensitivity and
effective communication in a globalized hospitality industry.
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HOTEL DE RUSSIE

» Hotel de Russie is the hotel in Rome which is situated in the historic center of
Rome.

» The hotel's staff is really good at speaking in Italian, English, French, and
Spanish, which means they can communicate with guests from different
languages without any problem.

» Language awareness workshops are held on a regular basis in order to train the
staff with the cultural knowledge and linguistic skills required to give personalized
service and forecast the needs of the guests.
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WHY MULTILINGUISM MATTERS?

POSITIVE REPUTATION INCREASE CUSTOMER SATISFACTION

Language barriers can lead to
Guests leave favorable reviews if they receive misunderstandings and dissatisfaction.

personalized services in their native language Multilingual staff can enhance customer
(Ghanbarpour, Noguez Mercado, & Palotai, 2020) satisfaction

(Tenzer & Pudelko, 2020)
C

)

ENHANCE GUEST EXPERIENCE COMPETITIVE ADVANTAGE
Speaking the language of In a globalized world, hotels that caters to diverse
guests fosters a deeper linguistic needs have an advantage over competitors
connection and makes (USHAKOV, KRYUKOVA, KHETAGUROVA,
MUKHOMOROVA, & ZELENOV, 2020)

them feel valuable and
honored
(Renowden et al., 2022)
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