
	Student Name: Constantin-Daniel Andronache
Student ID: 2222788
Module Title:
Foreign Languages & Cultural Awareness
Module Code: BMIH5003
Lecturer: Heidi Prosser
Date: 09/02/2024
	[image: University of Wales Trinity Saint David - myday]

	
ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (500 words +/- 10%)

Weighting: 25%

	[I have experienced a cultural misunderstanding as a F&B employee in a hotel while communicating with a hotel guest. The cultural experience and background have created the misunderstanding due to the different understanding for the same expression or word. I have asked an England based hotel guest about their opinion about the services of the hotel during their breakfast before checking out. The hotel guest replied that ‘it is fine.’ However, when I received the feedback form from the hotel guest. I have found that the guest has conveyed a completely different opinion from what has been told to me (Dominique, 2020). I was unable to understand why the hotel guest told us that the services of our hotel are fine, which I had found later to be not fine in the feedback form given to him for collecting the written feedback. Here, I struggle to understand the language of the England based hotel guest. Being a Dutch national, it has bothered me a lot as there was a significant difference between the oral feedback and written feedback revived from the England based hotel guest attended by me. As I am from a Dutch background, I have seen people being very frank, honest, and open about their opinion. As a result, when something is being told as fine to us then it is considered as fine in our culture of communication.  The difference between cultural communication has resulted in a significant misunderstanding between the hotel guest and me (Garcia-Muina et al., 2020). I was incredibly happy with the feedback received as I was the F&B employee of the hotel. The communication culture of British people is completely different from Dutch people. What people say and mean completely differs in the communication culture of Britain. According to the British national ‘fine’ means ‘not good enough.’ It has resulted in a big confusion between the hotel guest and me.
[bookmark: _Int_v1XV9iBh][bookmark: _Int_XkrwqhqP][bookmark: _Int_vvnnC2mX]Here, cultural miscommunication has occurred due to the communication difference in terms of verbal communication between Dutch and British National. It is essential to provide diversity training to F&B employees in order to increase the awareness of employees in relation to cultural differences (Yang et al., 2022). It will help promote a greater understanding. As a result, appreciation for diversity will be boosted in this way within the hotel. F&B employees can be educated about varied cultures, which will help them to put ideas into practice. Moreover, it will also be easier for them to understand the language of hotel guests. As a result, it will keep the language conflicts away. In addition to this, F&B employees will continue to learn through experiences as the hotel will welcome diverse guests across the world (Liu et al., 2022). The awareness about the intercultural misunderstanding should be known to employees in order to overcome the conflicts and challenges. In order to maintain a thriving and successful business in the hotel industry, a global mind-set of employees needs to be promoted.]
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
[bookmark: _Int_kne3o6J5][From the above scenario, it has been found that there was language based cultural misunderstanding between the F&B employee and the hotel guest. A different understanding of the same expression or words such as ‘it is fine’ told by the hotel guest to the F&B employee as part of the oral feedback has resulted in misunderstanding when written feedback for that hotel guest has been received by the same employee within the hotel. In this context, the cultural communication between British and Dutch nationals has created a conflict (Kempf and Holtbrügge, 2020). The frank, open nature of Dutch people completely differs from the British people. For the Dutch people, it is fine means it is all good. On the other hand, for British people, it is fine means it is not good. This difference in meaning has created a conflict between the F&B employee and the hotel guest (Lam et al., 2022). As a result, it can also impact the way service is provided by F&B employees to the hotel guest due to the miscommunication in terms of culture, especially language. It can also lead to more severe problems for the industry as a whole as it will impact the level of customer satisfaction, which in turn will affect revenue and profit margin.]

Training plan (Why/What//Who/Where/When):
[Training Plan  
	Why
	· [bookmark: _Int_YPWV2ReK]The main objective of this training will be building intercultural competencies in order to support inclusion, equity, and diversity within the hotel industry.
· To reduce the language-based cultural misunderstanding in the hotel industry (Thakur et al., 2023).
· [bookmark: _Int_95vWnPrp]One of the most challenging skills to build is customer relationship management for the employees working in the hotel industry. F&B employees should be aware of customer relationship management in order to avoid language-based cultural misunderstanding in the hotel industry.
· It will act as an effective customer service skill.
· In addition to this, it will make employees more confident with conflict resolution in terms of cultural misunderstanding. 

	What
	Training can be conducted through:
· Training videos
· Interactive e-learning modules
· Internal communities or online forums
· Online presentations or webinars (Kovalenko et al., 2021)
· Bite-sized courses and games 

	Who
	[bookmark: _Int_oJ3zBShK] F&B employees will be trained in order to reduce the language-based cultural misunderstanding. It will help to retain customers effectively, which in turn will attract more revenue for the hotel.  

	[bookmark: _Int_jzDSVdCj]Where
	Both online and offline training materials will be provided to employees.     

	When
	Training for the purpose of reducing the language-based cultural misunderstanding within the hotel can be conducted while training the new employees as part of their on-boarding and orientation process. In this way, F&B employees will be more familiar with the procedures, policies, and job expectations of the industry. In this way the integration of recent joiners will be aligned with various aspects of cultural communication. As a result, it will help avoid cultural misunderstanding through making them aware of cultural communication. As F&B employees will be comfortable in this way, reaching full potential will be sustainable and quick.


]
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Kovalenko, O.V., Yepyk, L.I., Yeromenko, A.Y., Kashynska, O.Y. and Bezruchenkov, Y.V., (2021) Training of the future tourist guides for intercultural communicative interaction within professional activity. Linguistics and Culture Review, 5(S4), pp.729-746.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	[bookmark: _Int_uM2Z7Ryc][The Driscoll reflective model is applied in this context in order to understand the importance of cultural awareness for the hospitality industry. It is one of the simplest reflective models (Stonehouse, 2020). In this regard, it is necessary to mention that there are three components of Driscoll reflective model such as what, so what and now what?
What?
I have experienced language-based cultural misunderstanding with the hotel guest, which has resulted in huge conflict. I have understood that cultural awareness is necessary in the hospitality industry to eliminate cultural misunderstanding. In my case, a different understanding of the same expression or word has created a difficulty in understanding the feedback received from the British based hotel guest (Hossain et al., 2021). I have asked an England based hotel guest about their opinion about the services of the hotel during their breakfast before checking out. In reply, the hotel guest said it was fine. The meaning of it is fine means it is all good in Dutch. On the other hand, the meaning of it is fine means it is not okay in Britain. Thus, it has changed my understanding related to the importance of cultural awareness in the hospitality industry.       
So What?
[bookmark: _Int_LUBqCqpT][bookmark: _Int_fyTjTLF8]I have learnt from my experience with the British based hotel guest that cultural awareness should be there in order to deal with people with varied cultural backgrounds in an efficient manner. It has found that the tourism and hospitality industry cannot consider cultural awareness as an optional skill. In order to deliver exceptional experiences to guests, it is an essential aspect. Inclusivity can be fostered in the hospitality industry with the help of cultural diversity, which acts in favour of enhancing customer satisfaction (Koc, 2020). From my experience, it can be said that for making meaningful connections with the guests across the world, cultural diversity should be an indispensable part of the hospitality industry. Therefore, the importance of cultural awareness cannot be denied. The presence of cultural awareness would have helped me to deal with the language based cultural misunderstanding. I can easily understand the expression of the British guest in relation to some particular words.            
Now what?
[bookmark: _Int_ZTZCejDF]This experience is important to me as I have taught about some vital aspects of cultural misunderstanding. In addition to this, I have also understood that the language can be a barrier while offering quality service to the guests. The inability to understand the expressions of the guests around the world can bring major problems for the hospitality industry as a whole. The inclusion of cultural awareness can solve the problem. A positive cross-cultural interaction can be built with the help of cultural awareness in the hospitality industry (Hsiao et al., 2024). A respectful engagement with the guests around the world can be made with the assistance of training under cultural awareness for the employees. It acts in favour of prompting understanding, encouraging open mindedness, and discouraging misunderstanding. A wider range of international guests can be attracted through the inclusion of cultural awareness.]
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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