
Introduction
During my recent learning experience at Novotel Cardiff Centre Hotel, I had the opportunity to explore the dynamic and complex world of food and beverage operations within a busy hotel environment. Novotel Cardiff Centre is a contemporary 4-star hotel, part of Accor Hotel Group, with 138 spacious rooms located on Schooner Way, Atlantic Wharf having a modern decor and relaxed vibe (All.Accor.com,2025). It is well known for its welcoming atmosphere and family and pet friendly policies (Booking.com, 2025). 
                                (All.Accor.com, 2025)        
 

 The hotel offers leisure facilities as heated indoor pool, fitness centre, steam room, and sauna, 
   (All.Accor.com, 2025)

dinning and drinks area named Custom Shed Restaurant, meetings rooms,
                              (Covasneanu,2025)        
wine cellar bar for unique events, on-site parking, and wheelchair accessible rooms.


                                                (Covasneanu,2025)
Main body

During my placement, while I was shadowing the food and beverage team across various departments, including restaurant, bar, conference, and banqueting services I spoke with the food and beverage manager Husaifa Saad about some of my observations, insights, and reflections regarding a certain aspect. I was particularly interested in how a team with such of diversity of nationalities, backgrounds and cultures can maintain such a great workplace atmosphere while maintaining a high service standard and creating memorable experience for their customers. Also, about how inclusivity is embedded in department’s culture and operations. He highlighted Novotel’s commitment to Accor’s Diversity and Inclusion Charter (Business World (India), 2024) that promotes equal opportunities, cultural awareness, and inclusive workplace in service delivery. 
In Level 4 of our studies, in module Foreign Languages and Cultural Awareness (BMIH5003), we explored Hofstede’s Cultural Dimensions Theory (Gallego-Álvarez & Pucheta-Martínez, 2021), which explains how cultural values influence workplace behaviour. From my observation and what information gathered from Husaifa, Novotel’s approach reflects low power distance and high individualism, where people are encouraged to voice ideas and guests are treated with personalised care. Research conducted by Radojevic et al. (2019) revealed a positive association between exceptional services and some cultural dimensions. His study provides valuable information and offers a foundation for practical application in recruiting talents and training strategies. 
Novotel’s F&B team includes individuals from various backgrounds, ages, and abilities. For example: Lit is from Philippines, Gabriel is from Portugal, Babara is Polish, Anthony English, Sultana and Husaifa Arabic, even the general manager Alfredo is from Spain and many more. 
 	
                                                                      (Covasneanu, 2025)
Rotas are flexible to accommodate religious observance and personal needs. I was present when one of the colleagues had some exceptional circumstances and was accommodated to work to her availability in order to satisfy both company and personal needs. The department recruit staff from Cardiff’s multicultural community to create a team that reflects the city’s diversity (Accor Careers, 2025). Menus include halal, vegetarian and gluten-free options and the staff is trained to recognise and respond to accessibility needs, such as offering large print menus or seating adjustments. Through culturally aware service delivery, the hotel is aligning with SERVQUAL (Service Quality Theory) (Johnston et al., 2021) improving guest satisfaction and creating loyalty. Also, being such a diversity of backgrounds together offers bridges for multilingual communications gaps. I had the opportunity to speak my language when serving Romanian customers that came to Cardiff on holiday and did not have much English knowledge. The manager observed the customer struggle and even I was with them for a brief time he encouraged me to take initiative and use my knowledge in solving the situation. In Novotel, the leaders are motivated to lead inclusively and to foster team cohesion and cultural respect. Using transformational leadership (Baytok et al., 2023) the manager empowered me to take more responsibility and initiative in managing a culturally sensitive situation, a language barrier. I felt valued because I was not a part of the team and my background was different, and I observed a culture of openness creating between the team members and me. 
Also, by recognising and respecting cultural differences among staff and guests, Novotel’s F&B team enhance morale and teamwork. It creates a supportive workplace and reduces conflict helping with improving guest interactions (Moran et al., 2023). I felt this from my first day working along these people. The manager rotates responsibilities to give everyone a chance to shine, encourage collaboration across departments, and celebrates team wins and individual contribution equally. Also, the leaders encourage the team members to share their backgrounds and ideas to recognise cultural events, traditions and identities when happening to personalise service accordingly for each and every customer. 
In Level 4 placement I was operating in support or having junior service roles. My exposure to inclusion and cultural awareness was foundational, focusing myself on respectful service and basic understanding of guest diversity. But after my presence on Foreign Languages and Cultural Awareness (BMIH5003) module and learn about all theories, I began to recognise and respect cultural differences, especially in guest’s preferences and behaviours. I learned to adapt service delivery to accommodate dietary restrictions, religious customs, and communication styles. I accepted that I need to follow established inclusive protocols, such as using respectful language and ensuring accessibility for all guests. I gained a deep understanding of cultural norms and proactively learn how to tailor services to meet diverse expectation. 
Also, at Level 4, I viewed inclusivity as a policy-driven concept. Now, I see it as a daily practice, from how the teams are built and work together without their backgrounds and culture to matter, to how the massive diversity of guests is welcomed. I realised that inclusivity is not just about compliance. It is about creating a sense of belonging for both staff and customers (Williams, 2020). 
Even if inclusivity and cultural awareness is a good approach in food and beverage service there are always shortfalls and areas to improve. While inclusivity is encouraged, there is no structured way for staff to report concerns or suggest improvements anonymously. Diversity training is brief and could benefit from deeper modules on unconscious bias and inclusive language. Also, digital ordering systems could me more accessible for guests with visual impairments cognitive disabilities. 
Inclusivity at Novotel Cardiff Centre is visible and impactful, but there’s room to enhance structure and depth. This experience has shown me that inclusivity is a strategic advantage that is boosting morale, guest satisfaction, and brand reputation. Also, inclusive leadership can drive innovation in hospitality, especially in food and beverage department.
Conclusion

My placement at Novotel Cardiff Centre has been a transformative learning experience, deepening my understanding of how inclusivity and cultural awareness shape food and beverage operations in a modern hospitality setting. Through direct observation, meaningful conversations with team members and leadership, and the application of academic theories such as Hofstede’s Cultural Awareness Dimensions and SERCQUAL. I witnessed how diversity is not only embraced but actively leveraged to enhance service quality and team cohesion. 
The inclusive practices at Novotel, ranging from flexible scheduling and culturally sensitive menus to multilingual service and respectful leadership, demonstrate that diversity is more than a policy, it is a lived value that fosters belonging and drives excellence. My exposure to transformational leadership and culturally responsive service delivery has empowered me to see inclusivity as a strategic tool for innovation, guest satisfaction, and employee empowerment. 
While the hotel excels in many areas, there are opportunities to strengthen its inclusivity framework through more robust training, anonymous feedback channels, and improved accessibility technologies. Nonetheless, this experience has equipped me with practical insights and a renewed commitment to champion inclusive hospitality practice in my future career. Inclusivity, I now understand, is not about meeting expectations it is about exceeding them by creating meaningful connections across cultures and identities. 
References
Accor Careers, (2025), Discover Accor, Available at: https://careers.accor.com/global/en/Jobs, [Accessed 3 November 2025].
All.accor.com. (2025). ALL - Accor Live Limitless. [online], Hotels in Cardiff, Available at: https://all.accor.com/booking/en/novotel/hotels/cardiff-uk, [Accessed 3 November 2025].
Baytok, A. et al. (2023) Leadership approaches in global hospitality and tourism. Edited by A. Baytok et al. Hershey, PA: Business Science Reference, an imprint of IGI Global. Available at: http://dx.doi.org/10.4018/978-1-6684-6713-8, [Accessed 3 November 2025].
Booking.com (2025), Guests reviews, Available at:  https://www.booking.com/hotel/gb/hanoverinternationalcardiff.en-gb.html?msockid=09affffdc6946f5c1777ed06c7946e82, [Accessed 3 November 2025). 
Business World (India) (2024) ‘Building Inclusive Workplaces: Best Practices from Industry Leaders’, ProQuest, Available at:  https://www.proquest.com/magazines/building-inclusive-workplaces-best-practices/docview/3119112598/se-2?accountid=130472, [Accessed 3 November 2025].
Covasneanu. M (2025), Personal photos taken during placement. [Accessed 3 November 2025].
Gallego-Álvarez, I. and Pucheta-Martínez, M.C. (2021) ‘Hofstede’s cultural dimensions and R&D intensity as an innovation strategy: a view from different institutional contexts’, Eurasian business review, 11(2), pp. 191–220. Available at: https://doi.org/10.1007/s40821-020-00168-4, [Accessed 3 November 2025]
Johnston, R. et al. (2021) Service operations management: improving service delivery. Fifth edition. Harlow, England; Pearson.
Moran, R.T. et al. (2023) Managing cultural differences. Eleventh edition. London: Routledge.
Radojevic, T., Stanišić, N. and Stanić, N. (2024) ‘How culture shapes the restaurant experience: A study of Hofstede’s dimensions and service quality’, Menadžment u hotelijerstvu i turizmu, 12(1), pp. 43–59. Available at: https://doi.org/10.5937/menhottur2400009R, [Accessed 3 November 2025].
Restaurant Guru, (2025), Menu at The Custom Shed, Photos, Available at: https://restaurantguru.com/The-Goods-Shed-United-Kingdom/menu, [Accessed 3 November 2025].
Williams, B.A. (2020) Diversity in the workplace: eye-opening interviews to jumpstart conversations about identity, privilege, and bias. Emeryville, CA: Rockridge Press. Available at: https://ezproxy.uwtsd.ac.uk/login?url=https://www.vlebooks.com/product/openreader?id=TrinityStD&accId=8886856&isbn=9781641529051&uid=^u, [Accessed 3 November 2025]. 

Appendices
Three of my learning objectives are: 
To enhance customer service skills in a hospitality environment:
    - developing communication and interpersonal skills when interacting with guests.
     - learning how to oversee customer feedback and resolve complaints effectively.
To gain practical experience in food and beverage operations:
- understanding daily F&B procedures including table set up, order taking, and service etiquette.
- learning how to operate POS systems and follow health and safety protocols. 
      3.  To develop teamwork and time management abilities:
           - collaborating with kitchen and front of the house staff to ensure smooth service
           - prioritising tasks during busy periods and managing time efficiently. 
My achievements: 
I gained the ability to deliver high quality guest service through greeting customers warmly, taking accurate orders, and ensuring satisfaction throughout their dining experience.
I supported various F&B functions including breakfast service, bar assistance, and event catering, gaining hand-on experience across multiple areas. 
I improved my efficiency and teamwork by coordinating with colleagues during peak hours, contributing to a positive and productive work environment. 
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