





Foreign Languages & Cultural Awareness

Component 1 - Professional reflection 
As a server in a Marriott Swansea hotel restaurant during dinner service, I encounter an Italian guest who orders a classic pasta dish but requests certain modifications. In his polite yet assertive manner, he explains that he prefers his pasta al dente (Thomas, 2020) with a light garlic-infused olive oil sauce, rather than the traditional tomato-based sauce. He also mentions his preference for freshly grated Parmigiano-Reggiano cheese on top.
Italian food is deeply intertwined with culture, requiring adherence to Galateo, (Martin, 2013) or etiquette, for authentic dining experiences. Avoiding missteps like putting Parmigiano on inappropriate dishes is crucial. For instance, Italians abstain from using Parmigiano with fish, seafood, pizzas, or salads, respecting traditional culinary norms.
In my eagerness to accommodate the guest's request, I nod enthusiastically, assuring him that we can certainly adjust the dish according to his liking.
Food holds significant significance in travel experiences, embodying both the familiar and exotic elements of journeys. Food is a symbolic representation of landscapes, spirituality, culture, hospitality, and social connections. (Sherman, 2020) My failure to understand the precise nature of the guest’s request indicates a gap in cultural and culinary knowledge, which is crucial in the hospitality industry. The ability to recognise and respect cultural differences in food preferences and dining etiquette is vital for providing high-quality service. (Holloway, 2022)
Comparing my service to the ideal standard reveals several gaps. Firstly, my understanding of cooking pasta al dente was insufficient. Al dente, an Italian term meaning "to the tooth," indicates pasta that is cooked to be firm when bitten. My failure to achieve this texture indicates a gap in practical culinary skills. Secondly, the use of generic cheese instead of Parmigiano-Reggiano shows a lack of attention to detail and authenticity. Parmigiano-Reggiano, a protected designation of origin product, is highly valued in Italian cuisine for its unique flavour and cultural significance. After some thought, I realise that the misunderstanding was caused by my lack of knowledge about Italian cuisine and eating habits. In Italy, food is not merely sustenance; it's a cultural experience steeped in tradition and regional variations. (Thalassinou, 2024) The guest's request for customization wasn't merely about personal preference; it reflected his connection to his culinary heritage and a desire for authenticity.
To prevent similar misunderstandings in the future, I acknowledge the importance of deepening my understanding of Italian cuisine and cultural dining norms. This entails familiarising myself with regional specialties, traditional cooking methods, and typical ingredient combinations, ensuring accurate interpretation and fulfilment of guest preferences. (Holloway, 2022) Additionally, I should actively seek feedback from Italian guests, listen attentively to their requests, and ask clarifying questions to ensure I accurately interpret their preferences. Developing cultural intelligence involves understanding and respecting cultural differences and adapting behaviour accordingly. It encompasses cognitive, emotional, and physical components that enable effective interaction with individuals from diverse backgrounds. By actively engaging in cultural learning, refining communication skills, and practicing active listening, one can enhance the guest experience and avoid unintentional missteps. Adapt communication style, learn basic phrases, seek feedback, and develop cultural intelligence to effectively navigate diverse cultural backgrounds and ensure mutual understanding. (Yan, 2024)
This experience has underscored the importance of cultural awareness and detailed knowledge in the hospitality industry. Understanding and respecting culinary traditions are key to providing exceptional service and enhancing guest satisfaction. By addressing the limits of my current knowledge and actively seeking to expand it, I can improve my service quality and build stronger connections with guests from diverse backgrounds. (Maraňa et al., 2023)
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Component 2 - Training plan
Enhancing Cultural Understanding and Food Etiquette
Given recent experiences, it is evident that our Level 4 Placement Hotel workers would benefit from a comprehensive training plan to improve their cultural understanding and food etiquette. Cultural awareness training promotes effective cross-cultural communication, teamwork, and inclusivity. It increases cross-cultural communication skills, lowers prejudices, and improves interpersonal relationships. Benefiting employees at all levels, it fosters inclusive workplaces and helps organisations attract varied talent, leading to innovation and success in global marketplaces. (Saarinen Chávez, 2023)
Recognizing the importance of accommodating diverse cultural backgrounds and adhering to culinary norms, this training aims to equip all employees with the necessary skills to navigate similar situations effectively.
Objective
The objective of the cultural training program is to educate staff on key cultural differences and similarities worldwide, ensuring effective accommodation and meeting of needs in the hospitality sector. (Roque & Ramos, 2019) This training plan aims to ensure that all staff members are equipped to handle diverse cultural preferences and adhere to appropriate food etiquette (Jenkin, 2021), thus enhancing guest satisfaction and avoiding unintentional missteps in the future.
Training Components
Cultural Understanding
Cultural awareness entails comprehending other cultural origins and reflecting on personal cultural influences. Recognising variations in experiences and behaviours encourages efficient collaboration and inclusivity when dealing with people from diverse cultures. (Globo, 2023)
Introduction to Cultural Sensitivity
Cultural sensitivity in hospitality ensures guest comfort and respect. Understanding cultural differences, customising services, adapting communication, and respecting customs enhance guest experience and foster trust. (Joseph, 2023)
Regional Specialties
Familiarize employees with regional specialties, cooking techniques, and ingredient combinations typical in various cuisines, with a focus on Italian cuisine.
Communication Styles
Explore different communication styles and cultural norms related to dining, highlighting the significance of adapting communication to align with guest preferences. (Sahadevan & Sumangala, 2021)
Food Etiquette
Introduction to Galateo: Introduce employees to the concept of Galateo (Italian etiquette) and its significance in dining experiences.
Do's and Don'ts: Discuss common do's and don'ts of Italian food etiquette, emphasizing the importance of respecting traditional culinary norms. (Martin, 2013)
Practical Application
Role-Playing Scenarios: Conduct role-playing exercises, akin to a collaborative interactive setting known as a role-playing game, to simulate real-life dining scenarios. (SAMHSA, 2014) This allows employees to practice cultural sensitivity and food etiquette under the guidance of a game-master, fostering skill development in a controlled environment. (John Buelow, 2014)
Guest Feedback Analysis: Analyse guest feedback related to cultural preferences and food experiences, encouraging employees to reflect on their interactions and identify areas for improvement. (Goodey, 2023)
On-the-Job Observation
Encourage employees to observe experienced colleagues and learn from their interactions with guests, particularly regarding cultural nuances and food etiquette. (SAMHSA, 2014)
Continuous Learning
Promote a culture of continuous learning by providing resources and opportunities for employees to expand their cultural knowledge and culinary skills. (Hutchinson, 2024)
Feedback Mechanism
Feedback fosters employee self-awareness and enables employers to support team members in maximising their potential. Establish a feedback mechanism where employees can share their experiences, challenges, and suggestions for improving cultural understanding and food etiquette.
Performance Evaluation
Performance reviews should foster rapport and trust through dialogue. However, in cultures where seeking feedback isn't common, clarity on expectations and resources is crucial. (Nassif, 2019) Incorporate cultural competency and food etiquette into performance evaluations, recognizing and rewarding employees who demonstrate proficiency in these areas.
Conclusion
Cultural competence is a process requiring ongoing training and support for culturally responsive services. Limited outcome research exists on its effectiveness, but effective training features specific qualities.
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Component 3 - Student self-reflection
Critical reflection on prejudices develops skills for effective intercultural communication. Awareness of prejudices is critical; rejecting them can lead to biased behaviour. Recognising biases allows individuals to reduce preconceptions and increase intercultural understanding and communication. (Hofstede et al., 2017)
Reflection is crucial for learning and personal growth. Simply experiencing events isn't sufficient; evaluating and reflecting on them allows for the identification of areas needing improvement and fosters individual development. This introspective process complements the journey of cultural awareness, facilitating continuous learning and adaptation in hospitality. (Greenwalty, 2023)
Description
As I reflect on my journey of understanding cultural awareness within the hospitality industry, I recall my initial perception of it as a basic checklist item. I viewed it primarily to ensure guests' needs were met without fully grasping its broader significance. (Gibbs, 2013) For example, when the Italian guest requested specific modification to his pasta dish, I focused on the technical aspect of making the changes rather than understanding the cultural importance behind his preferences.
Feelings
Initially, I felt confident in my ability to accommodate guests from diverse backgrounds, but I also experienced a sense of uncertainty about the depth of my understanding. As I encountered guests who expressed discomfort due to cultural misunderstandings, I realized there was more to learn. (Gibbs, 2013) This was evident when the Italian guest felt his culinary heritage was not respected. 
Evaluation
Recognizing the necessity for cultural awareness, the encounter with the Italian guest spurred reflection and personal development. Within the hospitality sector, staff play a pivotal role in shaping customer experiences. Appreciating guest cultures enriches hospitality interactions, with Italians valuing food not just as sustenance but as a cherished art form, essential for nurturing familial and social connections. (Evans, 2023) This encounter highlighted the importance of understanding that food preferences are deeply rooted in cultural traditions, not merely individual tastes.
Analysis
Participating in cultural awareness training sessions proved instrumental in broadening my insights into guest interactions within the hospitality industry. Through a combination of practical experiences and interactive workshops, I gained a deeper understanding of cultural nuances and their significance in shaping guest experiences. It underscored the necessity for comprehensive training programs to empower staff with the requisite skills for delivering personalised services effectively, encompassing proficiency in new technologies and a nuanced understanding of guest preferences. (Johansson, 2023) This aligns with my experience of realising the gap in my knowledge when the Italian guest requested specific modification, which initially failed to execute.
Conclusion
My journey of self-reflection has reinforced the importance of cultural awareness as a fundamental principle in hospitality, highlighting the need for continuous learning and adaptation to meet guests' needs and foster meaningful connections. Embracing reflection and open-mindedness offers insight into others' perspectives and alternative contexts. The Italian guest’s dissatisfaction served as a pivotal moment, demonstrating the need of ongoing education.
Action Plan
Moving forward, I am dedicated to continual self-improvement and advancing my proficiency in cultural awareness within the hospitality industry. I am determined to pursue further educational opportunities and integrate cultural sensitivity into my daily interactions with guests. By doing so, I aim to foster inclusive and welcoming environments that cater to the diverse needs of all individuals within the hospitality setting. (Gibbs, 2013)
In this endeavour, the emphasis will be on addressing business challenges or achieving goals rather than solely concentrating on culture. Connecting culture improvement initiatives directly to specific business outcomes ensures maximum impact. By aligning cultural awareness efforts with targeted business objectives, we can effectively drive positive change and enhance overall performance within the hospitality industry. (Schein & Schein, 2017) For example, ensuring that kitchen staff are trained to understand the significance of cultural preferences and dietary. In the case of the Italian guest a more profound understanding of the cultural importance of food for Italians could have led to a more positive dinning experience.
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The Benefits of Multilingualism and Cultural Awareness for Hotel Staff

Enhancing Guest Experience Through

                Linguistic Proficiency







Importance of Multilingualism

Multilingualism refers to the ability to speak multiple languages.

In the hospitality industry, being multilingual offers numerous benefits:

Improved communication with guests from diverse linguistic backgrounds.

Enhanced customer service leading to increased guest satisfaction.

Greater marketability and competitiveness in the global hospitality market. (Global, 2023)





Italian

Italian is spoken widely across Italy, Switzerland, San Marino, and Vatican City.

It is considered one of the Romance languages and shares similarities with other Romance languages like Spanish and French.

Learning Italian can be challenging due to its rich vocabulary and nuanced grammar.

In a business context, politeness is highly valued in Italian culture:

Addressing guests with "Buongiorno" (Good morning) or "Buonasera" (Good evening) is considered polite.

Using "per favore" (please) and "grazie" (thank you) demonstrates courtesy and respect. (Orrù, 2024)













Importance of Language Awareness

Cultural awareness involves understanding the nuances of different languages and cultures.

For hotel staff, language awareness skills are essential for:

Providing personalised service tailored to guests' linguistic preferences.

Avoiding cultural misunderstandings that may arise from language barriers.

Building rapport and trust with guests by demonstrating respect for their language and culture. (McCarthy, 5435)















Example Scenario - Italian-Speaking Guests

Imagine Italian-speaking guests checking into the hotel.

A staff member who is proficient in Italian can:

Greet the guests with a warm "Buongiorno" and assist them in their native language.

Offer recommendations for local attractions or dining options in Italian.

Ensure that all communication, including room instructions and dining menus, is available in Italian.

This personalised service enhances the guest experience and fosters a positive impression of the hotel. (Norwegian Language School, 2024)





Training and Development

To equip our hotel staff with multilingualism and language awareness skills, we offer comprehensive training and development programs.

Training modules include:

Language immersion courses to improve proficiency in target languages.

Cultural sensitivity training to enhance understanding of diverse linguistic and cultural backgrounds.

Role-playing exercises to practice real-life scenarios and communication skills in different languages. (Faster Capital, 2024)















Conclusion


Embracing multilingualism and fostering language awareness among our hotel staff are integral to delivering exceptional guest experiences. (McCarthy, 5435)

By investing in language training and promoting cultural competence, we can ensure that our hotel remains competitive and welcoming to guests from around the world.













Thank You
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