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Foreign Languages and Cultural awareness


Component 1
On my placement at Premier Inn, I was on food and beverage section, was front of house for this hotel. Everything was explained to me about breakfast and dinner as that is all they offered for meals. On one occasion, it was quiet, and I walked around just make sure everyone was relaxed and enjoying their meals.  A customer called to my attention, so I went over to him. He explained how he wanted to order something else for dinner, at this time it was dinner. I took the order and take it to the kitchen. The order was ready twenty minutes later. I was busy with another customer, so I ask a team mate to take it to him. My teammate was a little confuse as to whom I was speaking about because at this hotel the tables are not label so we all get a little confuse at times. So I said to her “the Muslim gentleman by the window seat”, unfortunately he heard me and he was not happy because he was Seek. Immediately I was aware of my action and apologise. He was very uncomfortable as I had disrespected his cultural beliefs.  “people of Sikh faith are often been judge wrongfully due to their look, this look is similar to muslin and will cause cultural miss identity”(S.Khalsa 2019). People of the Sikh cultures deal with challenges on daily due to their similarities to the Muslim culture. As they are two different cultures, with such similarities, generalisation can happen. As a staff this should not have happened, I sat down with the customer and explained my why I did what I did but there was no excuse for such behaviour. I assured him that I will investigate cultural mistakes and learn from this experience. He showed me a few examples of what could have happened if he was a different person. Cultural mistake can lead someone feeling very uncomfortable in an environment. I had to reassure the customer I meant no harm. The skills I needed to make sure this does not happen again, is the knowledge of knowing a little more about others religion and how certain words can cause effect. “It is a repeat process, to know someone’s culture, it helps to be more openminded about the culture and have the urge to learn more about it” (W.Wisner 2023). Being aware of one culture is something I need to take into consideration, so this incident does not occur again. I have learnt that by calling the customer, a religion that was not his, I was also stereotyping the situation because of what has been portrayed on the internet. “Stereotyping came from the lack of understanding the unknown, this has later pass down from one generation to another” (Multicultural Society 2023). It is never good to believe everything that you see on the internet about culture, its best to investigate, understand something before passing assumption.
Component 2
Every staff at Premier in must undergo training that is required by law in order to maintain a great work environment and have the knowledge how to speak to customers, assist them and work through the challenges. Premier Inn is owned by Whitbread, who provides all the training for all Premier Inn. “A number of programmes are provided across the company” (Whitbread). Training is provided for diversity and equality between staff and customers. One of the trainings that was provided was food handlers. Knowing about different types of food, help staff to understand different cultures and the food that comes with a culture. “It also helps to increase their skills, understanding and boost their confidence with the customers” ( AdminTHDM 2023). Without these training, I would say, a new employee, would have no guide on how to deal with customers when it has to deal with food and beverage. There is so much to food and beverage, so much for one to learn and remember when it is necessary. When it comes to food and culture, it may be a little different in terms of it just being food and beverage. “Food culture is the company of operation, customs and heritage associated with the way people of different cultures, eat and prepare food”(Chef resource 2024). This training would help employees from making the mistake I made when I was on placement. I did not get to the training because the Fire safety training took priority. In hospitality, the customer is always right, in fact, in any job that deals with customers, will know that they are always right. Where food and beverage are concern, it is a big part of the hospitality industry. Ninety percent of the population eats out or require hospitality. At Whitbread, customer service training is also important to the business, because without customers they have no business. “Customer service skills are the main component to any business” (C. Kolmar 2023). Most employees have customer service skills training, with the intention of them learning and understanding how to approach a customer in different situations. When learning, these skills, it’s not under a particular topic but under various topics, which covers customer service. Another part of food and beverage is the beverage part which is “drinks”. Drinks also has a lot to do culture as well. People of different culture drink different things. For example, of this is, “alcohol is forbidden in the Quran along with other intoxicants” (Huda 2019). Other cultures may drink alcohol but for Muslims, is cultural based. Not Knowing about someone’s culture or not showing interest, may lead to law suites or even profit loss. These are reasons why it is important that everyone in the hospitality industry is trained.
Component 3
Cultural awareness is understanding other cultures and being aware of they do things, such as, eat, go to work or their religious beliefs (Commisceo Global). Cultural awareness can also be misled by social media and how they speak about other cultures. People can be influence by social media platforms, whether its negative or positive. These days I see a positive side to the social platforms because everyone is aware of different culture. I don’t often see social media as a positive but because of how many people uses the platform it’s easier to get their attention and spread positivity amongst our generation. (C. Fletcher 2022). In the hospitality field, I have learnt how important it is having culture awareness. An example of this was when I called a customer “Muslim” when in fact he was Sikh. The customer was very offended, and I apologise sincerely and explained to him how I meant no harm. This lesson has taught me that in a hospitality environment cultural awareness is especially important due to the diverse types of people and different cultural they are from. This lesson is important because I know have the knowledge on culture awareness and know the different wording to express for different cultures.  All cultures are different, different food, drinks, and most of all different languages. A small word out of context you can bring insult to someone is cultural without even realising your mistakes. In hospitality I have seen many errors in staff when it comes to being aware of someone’s culture and I have learnt how important it is for every staff to have training on cultural awareness. So I would say my knowledge has expanded due to information being available, comparing to past years when we all use to just assume something about someone, without knowing the facts. In a company that deals with hospitality, needs to have their HR department prepare all staff for the diverse types of cultural that they can come across working in the hospitality industry. This is important because each culture is diverse based on how they used facilities such as bathroom for example. Different countries, different expectations, so the hospitality industry needs to be aware of cultural diversity (E.Lacalle 2021).  Overtime my understanding cultural awareness in hospitality has changed. This is because, information is now available for everyone to have based on cultural on how we approach the situation, it also improved my customer service skills, which is very important for my role in hospitality.  There is social media, newspapers, news, blogs and radio advertising.  All these platforms as help change the way I think overtime about cultural awareness and how important it is for everyone to be aware.
Component 4
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LANGUAGE SKILLS AWARENESS

« itisimportant for hotel staff to be aware of the language they use towards the guest and in the
presence of the guest.

» This skills also build strong customer relationship and also improve customer service skills. At the
Premier inn, they provide full training on knowing our customers.

« Communication is they key in the hospitality industry, as it’s based on communicating with customer
to attend to their needs.

» Without hotel staff knowing how to speak to customers, the business may lose profit because we have
unsatisfied customers (P.Verma 2023)
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THE ITALIAN LANGUAGE

» The ltalian language is a language from the roman empire origin from Italy.

« When a hotel staff has the knowledge of the Italian language and is able to read, speak and write this
language , it speaks volume about that individual.

» The Italian language is a hard language to speak, | would say. You have to know when to be formal and
informal as in any other language but for the Italian language it is a little more complicated, in my opinion.

» The language is spoken by around 63 million people world wide. Italy, south Switzerland, Slovenia and
Croatia all speak Italian as their first language (Visit Italy).

» When speaking to people you have just met its “Lei”. “tu” is when you are now comfortable with the person
and you are asked to use “tu” (youtube video)
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» HSI(2024), benefits of being multilingual, website, available at:Benefits of Being Multilingual - Hospitality
Search International

» Image on page 2, available at:Mehrsprachig Sprachen Sprechen - Kostenlose Vektorgrafik auf Pixabay —
Pixabay [accessed on 13 May 2024]

« Visitltaly, the italian language today:where is italian spoken in the world, website, available at: The Italian
language: where it is spoken, info and curiosities | Visititaly.eu [accessed on 13 May 2024]

» Complete Guide To Italian Greetings (Formal and Informal) | Learn Italian For Beginners 11 (youtube.com)

» P.Verma (2023) ‘Importance of effective communication skills in the hospitality industry’, blog, available
at:Importance of Effective Communication Skills in Hospitality Industry - behotelier. [accessed on 13 May

2024]
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BENEFITS OF MUILTILINGUAISM

» Hotel staff deals with different types of people on a daily basis
» Hotel staff with different languages on their CV is more attractive to the employer
« Thisis because it is always better to speak to a customer in their own language

* Sometimes they are contents on the company’s website, that might need translating, so having this
knowledge will help

* When it comes to international clients, having the ability to speak different language is always an
advantage. (HSI 2024)




