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Foreign Languages and Cultural Awareness (BMIH5003)




Enhancing Cultural Competence and Communication in Hospitality
Component 1: Professional Reflection
My culture clash during one of my first breakfast services at the Morgan Hotel Swansea was a humbling experience. It brought to light the challenges that language barriers and solid local accents can pose in the hospitality industry. This incident occurred during my placement at Morgan Hotel, a foreign place. The guest, who spoke with a strong Welsh accent, asked for what I thought was a "rabbit." However, I was used to hearing plenty of mention of meat in Ethiopian dishes, of which I was familiar and thought nothing. The guest ordered "rarebit," a traditional Welsh dish with toast smothered with a savoury cheese sauce. The linguistic confusion revealed a gap in my cultural and culinary knowledge and led to me serving the wrong dish to a vegetarian guest. This episode underscored the profound impact of linguistic subtleties on service quality and guest satisfaction. In his theory of linguistic relativity of 1956, Whorf postulates that language determines our perception of the world, so in this scenario, there is a mistake in service (Ali, 2023, p. 10). This incident has spurred me to develop a keen understanding of local dialects and culinary terminology, not just for my professional growth but also out of empathy towards the guest to ensure their experience is always exceptional. It's a journey of personal growth and learning that I'm inspired to share with you.
The incident I experienced is a stark reminder of the potential consequences of cultural misunderstandings in the hospitality industry. These misunderstandings can arise when people from different backgrounds interact without a shared understanding of each other's contexts and the linguistic cues that come with that (Christiansen et al., 2020). In my case, it was a mixture of not knowing the Welsh accent and local dishes, along with the assumption from my cultural background that meat is common in many dishes. This situation confused the guests and could potentially deteriorate the guest experience, compromising hotel service quality (Jhaiyanuntana & Nomnian, 2020, p. 206). This incident exemplifies Hall's theory of high-context versus low-context cultures, where misunderstandings can flourish when a high-context communication style, in this case relying heavily on implicit cues, familiar in Welsh culture, meets a low-context style which is more explicit, common in Ethiopian culture (Broeder, 2021). Such an intercultural communication barrier led to a service mishap and underscored the need for profound cultural competence in globalised service settings like hospitality. It is not just a skill but a necessity for ensuring the highest service quality and guest satisfaction. The urgency of this need is what I want to convey to you.
After reflecting on the incident, I realised that improving skills to avoid these misunderstandings needs to be developed quickly. Abramson and Moran (2018) suggest that linguistic proficiency, including vocabulary breadth and accent comprehension, forms the cornerstone of effective intercultural interaction. Engaging in targeted accent recognition and linguistic training could bridge the cultural gap, enabling me to interpret better and fulfil guest requests accurately. According to Hoff (2020, p.57), this aligns with Byram's model of intercultural communicative competence, which advocates for developing skills like linguistic competence as essential for navigating culturally diverse environments effectively.
Another vital skill to develop is active listening and adopting the habit of confirming orders with guests. Active listening practice will enable me to distinguish accents and local dialects, which will help me identify clients' orders more accurately (Doyle & Kelliher, 2023). By practising order confirmation, I can also apply the transactional communication model, where feedback is vital in preventing misunderstandings (Li et al., 2021). This approach ensures clarity and enhances guest satisfaction by making each interaction more interactive and attentive.
Component 2: Staff Training Plan for Morgan Hotel Swansea
Objective: Develop the skills and knowledge of the staff at Morgan Hotel Swansea to manage and prevent cultural misunderstandings, ensuring an exceptional guest experience and excellence in service. 
Implementation Strategy
Initial Comprehensive Workshop
The training program will commence with a full-staff workshop designed to elevate cultural sensitivity and refine communication skills within the hospitality setting (Christiansen et al., 2020, p. 8). By dissecting the "Welsh rarebit" misunderstanding, this session aims to illuminate how minor linguistic misinterpretations can escalate into significant service failures. Applying the principles of effective communication by Adler and Elmhorst (2006), the workshop uses role-play exercises to identify skills and adapt to diverse linguistic cues proactively. This approach will help avoid repeating such incidents and build staff who can manage and appreciate cultural diversity.
Interactive Language and Accent Workshops
This will be done bi-monthly through awareness and understanding workshops to understand better Britain's various accents, particularly the Welsh accent. The program also involves listening exercises conducted with the recordings of native speakers to develop phonetic familiarity and comprehension of the accent, which goes in line with the Gumperz theory of linguistic relativity, which posits that the language structure determines the worldview and perception of the speaker (Pae, 2020, p. 38). These workshops will involve transcription exercises and integrate feedback sessions to reinforce learning and adjust linguistic perceptions, ensuring staff can accurately interpret guest communications. 
Cultural Awareness Sessions
These will be done quarterly, and they will major in Welsh culture. The sessions will focus mainly on culinary terminology and customer expectations (Womack et al., 2020). They will be done in a classroom and multimedia format, using the most famous Welsh dishes served at the hotel with the dishes' ingredients and how they are pronounced.
Role-playing and active listening simulations
Once a month, role-playing cases will simulate complex guest interactions. Each of these will be audio recorded, and then we will review them together, providing suggestions for improving listening, such as asking clarifying questions to ensure comprehension (Jhaiyanuntana & Nomnian, 2020, p. 233). These simulations are audio-recorded to facilitate reflective learning, as advocated by Schön's reflective practice theory, which emphasises learning from direct experiences (Hunt, 2021, p. 34). During reviews, we discuss and critique the interactions, focusing on strategies such as the deployment of clarifying questions to enhance understanding and prevent potential miscommunications. 
On-the-Job Training
There will be frequent on-the-job training sessions, where the newly learned skills become part of regular daily routines. Senior staff or trainers will put together improvised role-playing challenges during actual service times to see how the staff handles real-time stress and fundamental guest interactions.
Continuous Improvement of Language
Employees will be encouraged to take occasional online language refresher courses. The courses will focus on vocabulary enrichment, accent recognition, and helpful phraseology they can use daily at the hotel. Progress will be measured through reviews at the time of testing.
Monitoring and Evaluation
We will employ a multifaceted approach to monitor and evaluate the effectiveness of our training program at Morgan Hotel Swansea. Surveys on communication and cultural sensitivity will be administered post-visit to get firsthand feedback on the effectiveness of the training from the customers themselves (Bigne et al., 2024, p.3). Staff performance will be reviewed occasionally to assess language and cultural awareness improvement. As Hofstede et al. (2010) explain, such reviews will point out the staff members who need additional support and whose excellently done work can be used for peer training. Additionally, the incident reports will help keep track of the frequency and nature of misunderstandings or complaints resulting from communication. A quarterly meeting with the training team and the hotel management will reassess all collected data and feedback to sharpen the training program (Deresky, 2017). 
Component 3 - Student Self-Reflection 
I will use Gibbs' Reflective Cycle to reflect on the importance of cultural awareness in the hospitality industry, as explained by Adeani et al. (2020, p. 2). The model works on the specifics of experiences and allows me to analyse my learning process through the description, feelings, evaluation, analysis, conclusion, and action plan.
Description: My wish to perform my duty well and sufficiently was my major issue when I initially stepped into Morgan Hotel Swansea. As a native of Ethiopia, I never took into serious consideration the fact that I was not well-versed in the Welsh culture and language. However, the incident early in my attachment changed my perspective dramatically. This reflective process, guided by Gibbs' Reflective Cycle, allows me to scrutinise the implications of cultural awareness in my professional development. Through this reflective analysis, I realise the necessity of integrating comprehensive cultural competence as a cornerstone of effective hospitality management, as posited by Hofstede (1984), who emphasises the influence of cultural dimensions on workplace dynamics.
Feelings: I was embarrassed by the incident and, for a minute, demoralised (Zlatko & Maciej, 2020). My role was to understand the guests and serve them right, and I had failed at this moment. In this experience, I learned how vital understanding and knowing somebody's culture is to communication and effective service delivery in the hospitality industry, according to Johnson (2019, p. 5).
Reflection: Reflecting on the situation, I realised that misinterpretation was far beyond the shortcomings of a foreign language and was a sign of cultural integration deficiency on my part. The situation underscored Geert Hofstede's cultural dimensions theory, particularly the dimension of 'Individualism vs. Collectivism.' My background is from a collectivist society (Ethiopia), where community and shared understanding are emphasised, clashed with the individualistic communication style prevalent in the U.K. (Jackson, 2020, p. 6). This reflection reveals that in a setting as culturally layered as a hotel, every interaction is imbued with cultural nuances that can profoundly influence guest satisfaction. 
Analysis: I have realised that cultural awareness in hospitality extends beyond the languages and embodies an appreciation of cultural expressions, dietary predilections, and service expectations (Doyle & Kelliher, 2023). The gap in my knowledge has affected the service delivery and my confidence in interacting with guests. Research by Doyle and Kelliher (2023, p.4) has revealed that cultural misunderstandings can adversely affect guest satisfaction and the reputation of a hospitality business.
Conclusion: Considerable cultural education and language training are continuously required in the hospitality business. Operational competence is insufficient; cultural competence has an added dimension (Christiansen et al., 2020). Such understanding has redefined how I see my responsibilities, necessitating proactive learning and involvement with cultural education programs.
Action Plan: As a result, I must now include regular participation in cultural sensitivity training sessions offered at the hotel on my agenda. In addition, I will take it upon myself to learn more about local culture and language subtleties by interacting much more with my colleagues and guests. Further, as Deresky (2017) stated, subscriptions to online resources and participation in community events will continuously enhance my cultural fluency.
In conclusion, reflection on this experience underlines how vital awareness of cultures is within hospitality. To outshine this global industry, guests must feel understood and valued. This cultural competence journey is more than avoiding misunderstandings; it involves enriching the guest experience, realising positive interactions, and building a reputation for excellence and inclusivity.
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BASIC PRINCIPLES AND IMPORTANCE OF¥MEAlS

TRAINING

Enhances guest relations, reduces misunderstandings, and
improves service efficiency (Miguel, 2024).

Facilitates personalized guest experiences and increases
satisfaction.

Attracts a broader international clientele, potentially
increasing hotel revenue.

Shows respect for guests' diverse backgrounds, fostering
a welcoming environment (Liu et al., 2022).

Equips staff with the skills to handle a variety of situations

confidently and competently (Jhaiyanuntana & Nomnian,
2020).




image5.png
morgans

THE WELSH LANGUAGE IN HOSPITALITY

= Predominantly in Wales, with speakers also in England,
Argentina, and Canada (Hodges, 2021). o 252

| Welcome to Wales |
Croeso'i Gymru

= Ciritical in areas with high Welsh-speaking populations,

like Swansea. =
= Basic Phrases in Guest Interaction: Greetings, menu
items, directions, and polite expressions. The Welsh alphabet (Yr Wyddor Gymraeg)
= Understanding Welsh can enrich the cultural experience Aa Bb Cc Cheh Dd Dddd Ee Ff Fiff Gg
offered to guests. a b e &h d bdd e &f f e
Ngng Hh 1 LI LIl Wm Nn Oo Pp Phph

= According to Liu et al. (2022), learning it encourages
compliance with local language regulations and
promotes inclusivity.
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LEARNING WELSH - CHALLENGES AND morgans

SOLUTIONS

Use free online
resources to

learn Welsh
on your own

= Welsh has unique phonetics and structure, which can
be challenging to learn (Hodges, 2021).

= Utilizing language learning apps like Duolingo, Welsh-
speaking colleagues, and language courses (Hamadeh et
al., 2020).

= Encouraging use in daily briefings, signs, and menus in
Welsh.

= Staff Language Buddies: Pairing Welsh learners with
fluent speakers for practice.

= Access to online courses and tools to support
continuous learning (Zlatko & Maciej, 2020).
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POLITENESS IN WELSH BUSINESS CONTEXT

= Polite Form of Address: Using "Chi" (formal 'you")
instead of "Ti" (informal 'you').

L ——

= Greetings and Farewells: Importance of "Bore da" Noswaith
(Good morning) and "Nos da" (Good night) in . dda Bore
guest interactions. —

= Thanking Guests: Using "Diolch" (Thank you)
frequently to show appreciation.

{Sut wyt ti?

A
57

= Phrasing requests and denials politely to maintain
a professional tone.

Hwyl

= Understanding local customs such as not N et

interrupting while someone is speaking (Liu et al.,
2022).
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REAL-LIFE EXAMPLES AND BENEFITS

= Case Study: How bilingual signage in both English and
Welsh improved guest navigation and satisfaction (Hunt,

2020).

= Guest Feedback: Positive reviews from Welsh-speaking
guests who felt valued and respected.

= Employee Confidence: Staff members report increased
confidence in handling diverse guest needs.

= Marketing Advantage: Promoting the hotel’s multilingual
staff in marketing materials to attract more guests (Miguel,

2024).

= Future Plans: Expanding language training to include other
frequently spoken languages at the hotel.

@




image9.png
morgans

REFERENCES

Hamadeh, W,, Bahous, R., Diab, R., & Nabhani, M. (2020). Using Social Media to Enhance Second Language Learning. Computer-Assisted Language
Learning Electronic Journal, 21(2), 132—-149. https://old.callej.org/journal/21-2/

Hamadeh-Bahous-Diab-Nabhani2020.pdfHodges, R. (2021). Defiance within the decline? Revisiting new Welsh speakers’ language journeys.
Journal of Multilingual and Multicultural Development, |-17. https://doi.org/10.1080/01434632.2021.1880416

Hunt, R. (2020). A Warm Welsh Welcome? How an Understanding of Hospitality Might Inform Good Bilingual Practice in a Welsh/English
Context. Journal of European Baptist Studies, 20(2), 90—101. https://doi.org/10.25782/jebs.v20i2.317

Liu,Y, Liy, )., & King, B. (2022). Intercultural communicative competence: Hospitality industry and education perspectives. Journal of Hospitality,
Leisure, Sport & Tourism Education, 30, 10037 1. https://doi.org/10.1016/}.jhIste.2022.10037 |

Miguel, B. (2024). Effects of Cultural Diversity and Intercultural Communication on the Quality of Service and Customer Satisfaction in
Hospitality and Tourism Settings in Brazil. International Journal of Modern Hospitality and Tourism, 4(1), 26-37.
https://doi.org/10.47604/ijmht.2377

Jhaiyanuntana, A., & Nomnian, S. (2020). Intercultural Communication Challenges and Strategies for the Thai Undergraduate Hotel Interns.
PASAA: Journal of Language Teaching and Learning in Thailand, 59(1), 204-235. https://eric.ed.gov/?id=E] 1240001

Zlatko, N., & Maciej, B. (2020). Recent Advances in the Roles of Cultural and Personal Values in Organizational Behavior. In Advances in Human
Resources Management and Organizational Development. Gl Global.
https://books.google.com/books/about/Recent_Advances_in_the_Roles_of_Cultural.html?id=6q2rDwAAQBA]





image1.png




image2.png




