[image: ]

BMIH5003 Foreign Languages and Cultural Awareness 

Academic Discipline of Hospitality & Tourism Management
BA International Hotel Management
Part 1



Student name: Teohar Nicoleta Valentina
Student ID: 1918827
Module Leader: Giulia Chifari



Table of Contents
Introduction	1
Component 1: Professional Reflection	2
Component 2: Training Plan	4
Training Objectives	4
Training Content	4
Methods of Delivery	5
Implementation Strategy	5
Evaluation Methods	5
Component 3: Student Self-Reflection	6
Component 4: Training Presentation	8
Introduction	8
Multilingualism and Language Awareness	8
Benefits of Multilingualism in Customer Service	8
Focus on a Modern European Language: French	8
Case Studies and Examples	9
Practical Application	9
Conclusion	9
Conclusion	10
References	11


[bookmark: _Toc166114620]Introduction
This report delves into the challenges of cultural differences and language barriers in the hospitality industry, structured into four components: a personal reflection on a cultural misunderstanding at Sunrise Hotel, portrays the training plan containing multi-lingual language and cultural awareness to the staff, a detailed analysis of self-reflection using Gibbs' the reflective cycle that tries to explain the training presentation about multilingualism and cultural sensitivity at Sunrise City Hotel. Each section offers a structure of personal experiences that are based on the proposed ideas for the quality of service and the guests' satisfaction in the institutions.

[bookmark: _Toc166114621]Component 1: Professional Reflection
One of the most memorable experiences of my time at the Sunrise Hotel was that moment I realised how challenging it can be to misjudge and deal with cultural differences, although working in the hospitality field. At the hotel, it was a busy morning shift at the main restaurant, where I had to assist with the interactions of the guests. One of the guests was an old couple from Japan, where the way of life was with its cuisine and beautifully mannered way of communication. 
The conflict arose at the point when the couple placed the order for their breakfast. They specified that they would prefer a traditional Japanese dish, believing the hotel definitely offered international cuisine. However, we focused on a broader range of food and did not cater to a specific Japanese cuisine. The waiter, who spoke English and Italian but not Japanese, tried to underline what the dispute was about. Most unfortunately, he contributed some conduct, not realising that Japanese culture does look down on some of them as rude. This brought about not only confusion but also left guests in anxiety (Rossides, 2020). 
Through this incident, the appearance of those factors in the miscommunication was emphasised. First, the translation problem was a critical issue as the delivered food may not have been interpreted correctly, and the customer wasn't satisfied with the experience. Accordingly, the attitude of the guests and the non-verbal actions greatly mattered as well: what was considered the role of the server could mean very different things to the guests. 
As for Liu, Volcic and Gallois (2018), such intercultural communication challenges are widespread in the accommodation sector. Non-verbal cues can be as important as verbal in this context. Contemplating this situation, I discovered my ignorance of the patterns of non-verbal communication across different cultures. While doing this, I observed how trivial misunderstandings could lead to a big problem when cultural nuances are not fully grasped. 
My reaction at that point in time was loss of sense and powerlessness. I had not prepared myself to handle the case well enough. While the misunderstanding of the message has been eliminated, I suggest some solutions to resolve these types of misunderstandings. First of all, we should enhance cultural sensitivity training in the workforce of hospitality, which is crucial (Van Der Wagen and White, 2018). The training must be language-based but also extend to the culture’s particular ways of conveying non-verbal clues. For example, role-play simulations could be added to the training scenarios to enable the staff actually to practice and see how the real-life interactions will run. Furthermore, the staff could be equipped with language tools such as phrasebooks or translation apps, which would help them communicate with guests from different cultural backgrounds.
As a result, I am also looking forward to spending more time on cultural aptitude training. I intend to take some intercultural communication classes and enrol in a beginner Japanese language course to settle adequately into any future interactions. Such skills are indeed undoubtedly imperative for any international hospitality project, and so for a multicultural business environment in general, enriching one's capacity to get along with other cultures. This approach cooperates with Zhang, Gerdes and Meng (2020) recommendation of continuous education on cultural standards to raise guest gratification and service quality in the hotel sector.
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The examination revealed a scenario where the hotel staff member had a language barrier and cultural confusion with a French-speaking guest who had specific dietary requirements. This affair with the guests that took place at the Sunrise City Hotel justifies the necessity for the hotel personnel to be equipped with language skills and cultural awareness (Bao and Huang, 2021).
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The primary goals of this training program include 
	Improve Language Skills
	Improvement of the employee's ability to communicate in French, the critical particulars being related to the hospitality profession.

	Understand Cultural Nuances
	Telling staff about French cultural standards concerning hospitality and a similar field.

	Enhance Communication Strategies
	Ensuring a stable staff equipped with the required skills to handle complex guest relational conversations smoothly and professionally.
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Training will be divided into three key modules 
	Language Lessons
	Concentrate on the construction of French language skills that are valuable for hospitality services, including greetings, directions, making requests for dining, and handling reservations.

	Cultural Sensitivity Workshops
	Interactive dialogues about the ways of life in France and what is looked upon as impolite or appropriate.

	Customer Interaction Role-Plays
	Phenomenal role-playing activities that replicate ordinary daily interactions, common customer difficulties, and the ways language is used successfully.
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Methods of Delivery
In-Person Sessions: Attention must be given to interactive role-plays and cultural workshops, as these will facilitate real-time feedback and hands-on learning.
Online Modules: The training courses are designed as self-paced online modules that staff can master at their schedule and revisit source materials afterwards (Converged, 2016).
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	Timeline
	Implementation of the training program in over three months since the next quarter, of which one month will go to each module course.

	Resources Needed
	We need bilingual trainers knowledgeable in French, online learning platforms for language modules, and materials for the in-person workshops.

	Staff Responsibilities
	Compulsory training sessions for front-of-house staff and completion of online modules will be tracked through the learning management system.


[bookmark: _Toc166114627]Evaluation Methods 
	Feedback Forms
	Completion of feedback forms by staff each time a module is over to delve into their suitability and pertinence to job position, respectively.

	Performance Reviews
	Performance reviews are carried out by direct supervisors after the training to evaluate improvements in vocabulary use, guest interaction and cultural orientation.

	Guest Feedback
	The effectiveness of staff communication and cultural competency in the guest satisfaction surveys will be introduced as measures that will demonstrate the influence of the training (Kirkpatrick and Kirkpatrick, 2016).


The maintenance of this rigid training plan helps Sunrise City Hotel essentially increase the quality of the service provided to French-speaking customers and ramp up overall guest satisfaction through better communication and cultural adaptation.
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I have chosen to make Gibbs’ reflective cycle my reflective tool for the cultural awareness importance in the hospitality industry. This model involves six stages: Storytelling, dialogue with the self, assessment, analysis, conclusion, and action plan. The latter is all about a deep understanding of what has happened to me and what I learned (Williams, Woolliams and Spiro, 2020).
Description: Throughout the entire course, the number of class discussions and reading materials showing the affection of cultural sensitivity in the entire hospitality management was significant. A session that affected me incredibly was the case study, subsequent to the scenario where hotel staff in a multicultural city often have miscommunications with guests from different parts of the world because of cultural miscomprehension.
Feelings: During that conversation, the extent of my incompetency in cultural literacy, the differences in non-verbal communication, and the way these affect cultures became tremendously clear to me. For a moment, I was baffled and deeply concerned because I was surprised to see the complications of this situation.
Evaluation: Reviewing my working experiences through these sessions, I have imprinted a specific pattern of my inability to understand the cultural attributes that have affected my leadership efficiency in the tourism management field. This is clear, especially during role-playing, where my presumption of universal sacrosanct hospitality practices always fails to meet specific in-context cultural values.
Analysis: The role of cultural sensitivity in hospitality cannot. Indeed. be underestimated. Also, in one of Hofstede's readings on cultural dimensions, we were able to see how variation in individualism and collectivism causes differences in guests’ attitudes regarding privacy and service levels (Erdman, 2018). Those cordial comments were helpful for me to discern who needed more non-interfering tips and who expected more hospitality and attention. On the other hand, a hotel in Dubai that incorporated cultural training for the staff to attend to their multi-ethnic guests saw a massive increase in guest satisfaction and loyalty.
Conclusion: My cultural self-awareness has definitely increased as a result of these couplings. Language skills are just one aspect of communication and service in the hospitality industry. It involves far more comprehension of cultures, and culture moves beyond language and borders. Understanding my cultural deficiency from the past is the first step towards the direction of my cultural competence (Erazo et al., 2019).
Action Plan: After my consideration, the ultimate task I’m gearing toward is immersing myself in developing cultural intelligence to be more aware of the diverse needs of future clients. 
Taking part in cross-cultural curriculum and language training would help me use both nonverbal/verbal communication means when interacting with people from different cultures. A constant perusal of the current world cultural trends and understanding how they would influence hospitality; through this process, I would be able to stay informed regarding consumer habits across the globe. By incorporating these actions into my professional development, I want to modify the hospitality management system to be compliant with cultural diversity discourses.
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[bookmark: _Hlk166107206]The presentation is aimed to inform the staff of the Level 4 Placement Hotel “Sunrise City Hotel” on the positive sides of multilingualism and the necessity of language knowledge (Sunrise Resorts & Cruises, 2023). The objective includes achieving favourable customer satisfaction and enabling a competitive advantage for my company in the hospitality industry.
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Dealing with more than one language becomes extremely necessary in order to ensure that customers are well served and they always get the best services. The accent on cultural sensitivity and language competence has profound consequences on engagements with guests from various geographic origins. Subsequently, the guests believe that they are treated fairly and with dignity (Hélot et al., 2018).
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Enhanced Communication: Direct communication in the native language of the guest revives trust and comfort.
Increased Satisfaction: From the point of view of the guests, it is essential and gratifying for them to be spoken to in their language; this consequently makes their experience at the place better.
Operational Efficiency: Problems and delays in Service delivery because it eliminates subsequent services, i.e. interpreters, and reduces day-to-day misunderstandings (Seong, Thinamalar and Wong, 2018).
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· Geographical Spread: French is a multinational language because it is spoken in France, some Belgian regions, Germany, Canada, and numerous African countries, and thus it is of great value for international travellers (Howard, 2021).
· Learning Curve: French is considered a language that is rather hard for the natives of England to pronounce well precisely due to some specific restraints in pronunciation, particularly the existing grammar rules in the language (Lunn and Alkhas, 2017).
· Cultural Nuances in Business

- Polite expressions are essential to make your stand. For example, it is the only reason to use "plain/madame" in the greeting.
- The use of formal language with guests can be avoided if enough time is allotted to establish familiarity.
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Case Studies and Examples
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Case Study 1: French in Sunrise City Hotel
The guest, speaking French, was really getting frustrated by trying to explain the list of things he could not eat. The restaurant employee who had intermediate French skills stepped in, explained the misunderstanding and offered the visitor meal alternatives. While this incident resolved the issue, it also helped improve the guests’ perception, making them happy and making them like our hotel even more.
Language: By using the polite requests such as "Pouvez vous m'aider?" (Can you help me?), French would be symmetric and simple or "Merci beaucoup pour votre patience" (Thank you very much for your patience), which shows respect and understanding.
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Participation and Integration at Sunrise City Hotel
- Language Workshops: Frequent French language workshops with a focus on hospitality-related vocabulary and situations.
- Communication Scripts and Cues: Design and release script books that frequently use French vocabulary, specifically the ones which can be used to interact with guests on a daily basis.
- Cultural Competence Training: Sessions that focus on the behavioural variance of French-speaking guests with respect to the cultural considerations of being polite or impolite  (Deardorff and Berardo, 2023).
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Through the utilisation of multilingual capabilities and knowledge of cultural differences, Sunrise City Hotel thus can enrich its service quality, resulting in high guest satisfaction and making sure that all interactions are both respectful and practical.
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The study underlines that cultural sensitivity and communication skills are the keys to a thriving hospitality industry. It emphasises the necessity of language training and cultural awareness to avoid misunderstandings and improve guest experience. Therefore, training programs, both in person through role-play and online environments, provide a base for service quality improvement and provide a strong foundation for the staff to take the diverse customer groups. This also provides grounds for a better quality of service delivery.
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The presentation is aimed to inform the
staff of the Level 4 Placement Hotel
“Sunrise City Hotel” on the positive sides of
multilingualism and the necessity of
language knowledge (Sunrise Resorts &
Cruises, 2023). The objective includes
achieving favourable customer satisfaction
and enabling a competitive advantage for

the company in the hospitality industry.
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MULTILINGUALISM AND
LANGUAGE AWARENESS

- Multilingual proficiency is crucial for effective
customer service.

- Cultural sensitivity enhances interactions with
diverse guests.

- Language competence fosters fairness and

dignity in customer treatment (Hélot et al.,

I
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BENEFITS OF
MULTILINGUALISM IN
CUSTOMER SERVICE

= Enhanced Communication:

- Direct communication in the guest's native language
builds trust and comfort.

= Increased Satisfaction:

- Speaking to guests in their language improves their
experience and satisfaction.

= Operational Efficiency:

- Eliminates delays and misunderstandings by removing
the need for interpreters and reducing service

complications. (Seong, Thinamalar, & Wong, 2018)





image6.jpeg
FOCUS ON A MODERN
EUROPEAN LANGUAGE:
FRENCH

= Geographical Spread:

- French is a multinational language spoken in:
- France
- Some Belgian regions
- Germany
- Canada
- Numerous African countries

- Valuable for international travellers (Howard, 2021)

= LearningCurve:
- Considered challenging for English natives to pronounce well
- Specific restraints in pronunciation
- Grammar rules contribute to difficulty (Lunn and Alkhas, 2017)

= Cultural Nuances in Business
- Polite expressions crucial for effective communication

- Formal language with guests can be avoided with sufficient time for
familiarity
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CASE STUDIES AND
EXAMPLES

Scenario: The guest was frustrated trying to
communicate dietary restrictions in French.
Intervention: Intermediate French-speaking
employee stepped in.

Action: Clarified misunderstanding and offered meal
alternatives.

Outcome: Improved guest perception and increased
satisfaction.

Language Tactics: Used polite requests (e.g.,
"Pouvez vous m'aider?” (Can you help me?)),
showed appreciation ("Merci beaucoup pour votre

patience"(Thank you very much for your patience), ).
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PRACTICAL
APPLICATION

+ Language Workshops: Regular  French
workshops  emphasising hospitality-related
vocabulary and scenarios.

« Communication Scripts: Release scripted books
with frequent French vocabulary for daily guest
interactions.

+ Cultural Competence Training: Sessions
address behavioural nuances of French-
speaking guests, considering cultural politeness

(Deardorff and Berardo, 2023).
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I CONCLUSION

Through the utilisation of multilingual
capabilities and knowledge of cultural
differences, Sunrise City Hotel thus can
enrich its service quality, resulting in high
guest satisfaction and making sure that all
interactions are both respectful and

practical.
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