Foreign Languages and Cultural Awareness




Name: DUMITRU CAUNI
Student ID: 2015734

Module code: BMIH5003
Lecturer name:  Mike Davies





Table of Contents
Introduction	3
Cultural Sensitivity	4
Hofstede’s Model to Bridge the Cultural Gap	5
Power Distance and Uncertainty Avoidance	5
Individualism v/s Collectivism, and Masculinity-Femininity	5
Time Perspective and Indulgence v/s Restraint	6
Dos and Don’ts as per gained Cultural Intelligence	6
Conclusion	9
References………………………………………………………………………………….10











[bookmark: _Toc97667202]Introduction
The following report will assist in developing an understanding of the importance that being culturally sensitive holds within the Hotel Industry for the working staff. In the report, the justification of this aspect will be carried out through the help of explaining a select theory of Culture Analysis. Further, the implications of the procedures defined by this theory on guests in the hotel of an international location will be discussed. A tabular form of the methods relevant as well as irrelevant to providing accommodation as per the cultural background of these guests will be conclusively prepared in the report. 

[bookmark: _Toc97667203]Cultural Sensitivity
The Customs and Culture of an individual define their means of living, their expectations, the practices they follow, the food they eat, and other components of carrying out everyday life. It is a vital inclusion in basic human behaviour that the presence of cultural differences, as well as similarities, be addressed and accepted. Individuals belonging to a Cultural Group different than the other person shall not be assigned a value through a degree or an adjective. 
Here is where the importance of being Culturally Sensitive shines, with it clearly defining how learning about and understanding the background of those individuals who come from different places than another person has a vital role to play in the collective residence of different cultures in society (Beerli-Palacio and Martín-Santana 2018). 
In the perspective of Hotel Management, deploying education in terms of Cultural Diversity must be carried out as it provides working individuals with the following qualities:
1. Ability to act in a non-judgemental manner.
1. Capacity to be empathetic towards guests (Grobelna 2015).
1. Willingness to inculcate new behavioural patterns. 
The management of the hotel must ensure that it understands the varying requirement of individuals from different international locations based upon the location of the hotel. The hotel can recruit working individuals from diverse backgrounds to ensure that it complies with taking necessary measures to achieve this quality of being culturally sensitive (Singal 2014).  
[bookmark: _Toc97667204]Hofstede’s Model to Bridge the Cultural Gap
As per the post developed by Rinuastuti et al. (2014), understanding human behaviour is a major aspect of conducting business activities in the Hospitality Industry, and the usage of Hofstede’s Cultural Framework has proved to be a vital force in addressing this need, as shown below: 
[bookmark: _Toc97667205]Power Distance and Uncertainty Avoidance
Within the workplace, individuals from varying backgrounds may have different receptive notions to the aspect of Power Distance, as some may be more influenced by the power exerted by the manager of the hotel as an employee, while others may not. This aspect can lead to the existence of behavioural difficulties in working responsibilities and impact the performance of the working individual (Jie, Harun and Djubair 2020). 
Further, the aspect of Uncertainty Avoidance refers to the problem of an individual being uncertain about their future in the working responsibility they have been assigned (Eringa et al. 2015). This factor also varies between people from different cultures who may be able to easily cope with difficult situations, while others who are not able to do so can face serious issues in regard to mental pressure and stress.  
[bookmark: _Toc97667206]Individualism v/s Collectivism, and Masculinity-Femininity 
The distinction between a more self-inclined behaviour over a team-oriented approach is defined through individualism and collectivism. This aspect defines the ability of individuals hailing from different backgrounds to act effectively as team players in the setting of a hotel. With the help of a collective approach, an individual can face problems head-on with the support of their team, resulting in effective results for the organization (Izogo, Mpinganjira and Ogba 2020). 
The presence and absence of a polite inclination to an individual’s demeanour are determined through the dimensions of masculinity and femininity. Here, men coming from a nation where the feminine orientation of men is higher, tend to be more polite compared to the opposite situation. This leads to working individuals in a hotel setting being more understanding of the culture of the guests and treating them in a polite manner, which is an essential aspect of being indulged in the proceedings within a hotel related to guest management (Huang and Crotts 2019).  
[bookmark: _Toc97667207]Time Perspective and Indulgence v/s Restraint
The aspect of instant rewards from the perspective of the employees over those who take actions and make plans for the long-term is defined by Hofstede as this component of the Theory (Bedi 2016). This factor can bring about different advantages and disadvantages for a hotel as those belonging to a longer time-frame perspective may carry out activities at a set time to achieve greater success for the organization in the future, while those belonging to a background where larger importance is given to short-term results can disrupt the future goals of the organization. 
[bookmark: _Toc97667208]Dos and Don’ts as per gained Cultural Intelligence
The guests have been identified as natives of the European Country of Spain. From this perspective, the following dos and don’ts have been defined for the working staff of various departments in the hotel: 




	Housekeeping Department

	Dos
	Don’ts

	1. Being exceptionally mindful about keeping premises and residing locations of the guests clean and tidy. 
	1. Leaving guests unattended and their place of stay messy. 

	1. Apologizing wholeheartedly for any mistakes that have been carried out during their stay.
	1. Neglecting mistakes and not holding oneself accountable. 

	Food and Beverage Service Department

	Dos
	Don’ts

	1. Seating arrangements must be done in the dining sections for the convenience of the guests. 
	1. Randomly asking guests to make themselves comfortable in the available setting. 

	1. Provide traditional cutlery for food consumption along with items involved in everyday meals. 
	1. Deliver food items with less regard to Spanish traditions. 

	Front Office Department

	Dos
	Don’ts

	1. Present oneself in a friendly and highly respectful manner by preferably communicating in the guests’ regional language (Cruz and López 2017).
	1. Treating customers with less regard for their culture and habitual behaviours of respect.

	1. Understanding the basic needs of the guests through body language and providing them with the best possible solutions (Jang et al. 2018).
	1. Waiting for guests to make requests results in potential complaints due to their cultural orientation. 





[bookmark: _Toc97667209]Conclusion
The developed report assisted in the development of an understanding of the importance that being culturally sensitive holds within the Hotel Industry for the working staff. In the report, the justification of this aspect was carried out through the help of explaining Hofstede’s Model of Cultural Differences. Further, the implications of the procedures defined by this theory on the international guests in the hotel were discussed. A tabular form of the methods relevant and irrelevant to providing accommodation as per the cultural background of these guests was conclusively prepared in the report. 
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