Irina-Diana Buture
Student number: 2239006
Foreign Languages and Cultural Awareness
BMIH5003
Giulia Chifari


PORTOFOLIO


Component 1: Professional Reflection
Introduction
The hospitality industry serves as a platform for cultural exchange, where individuals from diverse backgrounds come together to experience culinary traditions and social interactions (Lashley, 2018). Restaurants, as focal points of hospitality, offer unique dining experiences shaped by ambience, service, and menu offerings. However, language barriers present significant challenges for both staff and guests, influencing the quality of service delivery and customer satisfaction (Gursoy & Chi, 2020).
This paper examines a real-world scenario within a Mediterranean restaurant, analysing communication challenges faced by a non-native English-speaking employee. Through an exploration of cross-cultural interactions, this reflection highlights the complexities of communication in hospitality and its implications for professional growth.
Scenario Description
The setting is a Mediterranean restaurant during a Christmas celebration, where six guests gather for a festive meal. The protagonist, a newly employed staff member with limited English proficiency, struggles to communicate effectively. With the guidance of the restaurant manager, who speaks a shared native language, the employee learns menu details and service protocols.
During the meal, a guest ambiguously orders "lamb" without specifying whether they prefer the Rack of Lamb or Lamb Chops. Despite the protagonist's efforts, a miscommunication occurs, leading to guest dissatisfaction and criticism of the employee’s language skills. This incident becomes a pivotal moment for reflection and a catalyst for the protagonist’s commitment to professional development.
Analysis and Reflection
Cross-cultural communication plays a critical role in guest satisfaction within the hospitality industry (Chaney & Martin, 2019). The scenario highlights the importance of language proficiency, active listening, and clarification techniques in ensuring smooth service interactions. Studies emphasise that miscommunication can lead to customer dissatisfaction and negative reviews, affecting business reputation (Kandampully, Zhang, & Bilgihan, 2015).
Despite initial setbacks, this experience fosters resilience and self-improvement. By acknowledging language limitations, the protagonist embraces continuous learning, enrolling in training programmes to enhance linguistic skills. Research suggests that structured employee training improves service quality and workplace confidence (Baum, 2020).
Conclusion
This reflection illustrates the intricacies of language barriers in a hospitality setting and underscores the significance of effective communication in guest interactions. By investing in language training and cultural awareness, restaurants can foster inclusive environments that enhance both employee competence and customer satisfaction.
________________________________________
Component 2: Training Plan
Introduction
Effective communication and cultural adaptability are fundamental to the hospitality industry’s success (Nickson, 2017). This section explores a structured training plan to address linguistic challenges faced by hospitality employees, ensuring improved service delivery and professional growth.
Reflection on Linguistic Challenges and Professional Development
Language barriers in service interactions can impact guest satisfaction and employee confidence (Gursoy, Maier, & Chi, 2008). Initially, the protagonist struggled with English proficiency but recognised the need for improvement. Through mentorship and workplace exposure, language skills were gradually refined, leading to enhanced communication and service efficiency.
Studies show that language training programmes significantly improve employee engagement and customer interactions (Baum & Mooney, 2019). By incorporating real-life role-playing exercises, employees can practise guest interactions and menu explanations in a supportive environment.
Promoting Effective Communication and Service Excellence
To enhance communication and service delivery, the following training plan is proposed:
1.	Language Training Workshops: Weekly sessions focusing on hospitality-specific vocabulary, pronunciation, and customer interaction.
2.	Role-Playing Exercises: Simulated guest interactions to improve clarity and confidence.
3.	Cultural Sensitivity Training: Understanding diverse customer expectations and service preferences (Hofstede, 2001).
4.	Mentorship Programmes: Pairing new employees with experienced staff for hands-on learning.
5.	Feedback Mechanism: Regular performance assessments and constructive feedback sessions.
Conclusion
A structured training plan fosters professional growth and enhances customer experiences. By prioritising language proficiency and cultural awareness, hospitality establishments can create inclusive workplaces that cater to diverse clientele, ultimately strengthening brand reputation and employee satisfaction (Solnet, Kralj, & Baum, 2015).
________________________________________
Component 3: Student Self-Reflection
Introduction
Adapting to a new country as a young adult presents linguistic and cultural challenges (Kinginger, 2013). This self-reflection explores an individual’s journey of language acquisition and cultural integration in England, highlighting personal growth and learning experiences.
Reflection on Initial Challenges and Learning Endeavours
Relocating to England required overcoming significant language barriers. Initial struggles included basic numeracy, grammar, and workplace communication. Research indicates that language acquisition is a key determinant of successful cultural adaptation (Ward, Bochner, & Furnham, 2001).
Despite initial apprehensions, workplace interactions provided valuable learning opportunities. Engaging with diverse colleagues and customers facilitated practical language application, reinforcing the importance of immersion in language learning (Dörnyei, 2005).
Cultural Enrichment and Personal Growth
Exposure to multicultural environments fosters adaptability and broadens worldviews (Spencer-Oatey & Franklin, 2009). By engaging in daily conversations and actively listening, the individual gained confidence in cross-cultural communication. Studies highlight that cultural intelligence enhances professional and personal development (Ang & Van Dyne, 2015).
Looking Towards the Future
Future aspirations include continued language improvement and advocacy for linguistic inclusivity. Multilingual proficiency enhances career prospects and fosters global connectivity (Crystal, 2003). A commitment to lifelong learning ensures continued personal and professional growth in diverse settings.
Conclusion
This self-reflection underscores the transformative impact of linguistic and cultural adaptation. By embracing challenges and investing in self-improvement, individuals can navigate new environments with confidence, fostering cross-cultural understanding and meaningful connections.
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                                                         INTRODUCTION Multilingualism is a valuable asset in the hospitality industry, enhancing guest experience, operational efficiency, and business success. Effective communication in a guest's native language fosters a welcoming environment, reduces misunderstandings, and improves customer satisfaction ( Dörnyei & Csizér , 2005). Additionally, multilingual staff contribute to smoother operations and a competitive edge in the global market (Baum, 2019). As hospitality businesses cater to diverse clientele, the ability to communicate in multiple languages becomes a strategic advantage.
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evolution, and cultural influence make it a compelling
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Today, English functions as a bridge between speakers of
different native languages, facilitating global interactions in
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language in numerous countries, including the United
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Zealand, and many former British colonies, largely due to
the historical impact of British imperialism and globalization
(Kachru, 1992). As a result, English continues to shape
global discourse and remains essential for international
communication.
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                                                                          ENGLISH - AMERICAN & BRITISH       English is one of the most widely spoken languages in the world, serving as a global lingua franca in communication, business, science, technology, and international relations (Crystal, 2003). Its extensive vocabulary, historical evolution, and cultural influence make it a compelling subject of study. Today, English functions as a bridge between speakers of different native languages, facilitating global interactions in various fields (Jenkins, 2015). It is the dominant or official language in numerous countries, including the United States, the United Kingdom, Canada, Australia, New Zealand, and many former British colonies, largely due to the historical impact of British imperialism and globalization (Kachru, 1992). As a result, English continues to shape global discourse and remains essential for international communication.
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» English serves as a universal language in the hospitality industry, facilitating seamless
communication between staff and guests from diverse linguistic backgrounds (Crystal, 2003).
Effective use of English among employees minimizes misunderstandings, enhances service
quality, and contributes to overall guest satisfaction, making visitors feel more comfortable
and valued (Baum, 2019).

» As the dominant language of international business, trade, and diplomacy, English is
essential for hotels and hospitality companies operating on a global scale (Jenkins, 2015). Its
role in guest interactions, operational efficiency, and crosscultural communication provides
businesses with a competitive advantage in the international market (Nickson, 2013).
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                                                         The Importance of the English Language within the Hospitality Industry  English serves as a universal language in the hospitality industry, facilitating seamless communication between staff and guests from diverse linguistic backgrounds (Crystal, 2003). Effective use of English among employees minimizes misunderstandings, enhances service quality, and contributes to overall guest satisfaction, making visitors feel more comfortable and valued (Baum, 2019).  As the dominant language of international business, trade, and diplomacy, English is essential for hotels and hospitality companies operating on a global scale (Jenkins, 2015). Its role in guest interactions, operational efficiency, and cross - cultural communication provides businesses with a competitive advantage in the international market (Nickson, 2013).


image11.png
The Benefits of English
Speakers within the

Hospitality Industry





image12.svg
                                                               The Benefits of English Speakers within the Hospitality Industry   
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                                                           Effective Communication Hotel staff can easily communicate with guests, ensuring that their needs and preferences are well understood . Problem Resolution Linguistic ability helps resolve guests’ complaints and issues, minimizing misunderstanding and enhancing service quality . Career Opportunity             Proficiency in English is often a requirement for higher - level positions in the hospitality industry. English - speaking staff have better opportunities for career advancement and leadership roles .
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                                                           Safety and Security          Effective communication in emergencies ensures that all guests understand safety protocols, evacuation procedures, and other critical information, enhancing overall safety and security. Emergency Communication         In crises, such as natural disasters or health emergencies, English - speaking staff can convey important information quickly and accurately to guests from various countries. Team Collaboration As a common language, English facilitates better communication and teamwork among the staff.
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                                                           English Proficiency around the Europe Northen Europe Sweden, Denmark, and Finland have the highest English proficiency rates. In those countries, a large majority of the population speaks English fluently . Western Europe In Germany, Belgium, Austria, and Switzerland, English is spoken particularly in the urban areas among the younger generation.
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                                                          Eastern Europe In Romania, Poland, and Hungary, English has become more spoken in the past few years among the younger generation and business sectors. Southern Europe In Spain, Greece, and Portugal, English is widely spoken in major cities due increased level of tourists.
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A significant portion of the European population speaks English as a second language.
According to the European Commission’sEurobarometer survey, approximately 44% of
Europeans can hold a conversation in English (European Commission, 2012). This widespread
proficiency highlights the role of English as a key communicative tool across the continent.

In many European countries, English is introduced at an early age as part of the educational
curriculum, facilitating early familiarization and language acquisition (Eurydice, 2017). This

structured approach ensures that children develop strong foundational skills, which are further
reinforced through continuous instruction throughout their schooling. The emphasis on English
education aims to equip students with the linguistic competencies necessary to navigate an
increasingly globalized world, where English serves as the dominant lingua franca in
professional, academic, and social contexts Graddol, 2006).
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                                                         English Proficiency in Europe A significant portion of the European population speaks English as a second language. According to the European Commission’s Eurobarometer survey, approximately 44% of Europeans can hold a conversation in English (European Commission, 2012). This widespread proficiency highlights the role of English as a key communicative tool across the continent. In many European countries, English is introduced at an early age as part of the educational curriculum, facilitating early familiarization and language acquisition (Eurydice, 2017). This structured approach ensures that children develop strong foundational skills, which are further reinforced through continuous instruction throughout their schooling. The emphasis on English education aims to equip students with the linguistic competencies necessary to navigate an increasingly globalized world, where English serves as the dominant lingua franca in professional, academic, and social contexts ( Graddol , 2006).
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INTRODUCTION

Multilingualism is a valuable asset in the hospitality industry, enhancing guest
experience, operational efficiency, and business success. Effective
communication in a guest's native language fosters a welcoming environment,
reduces misunderstandings, and improves customer satisfaction (Dérnyei &
Csizér, 2005). Additionally, multilingual staff contribute to smoother operations
and a competitive edge in the global market (Baum, 2019). As hospitality
businesses cater to diverse clientele, the ability to communicate in multiple
languages becomes a strategic advantage.




