	Student Name: Rebeca Antoneta Baccela
Student ID: 2230716
Module Title: Foreign Languages and Cultural Awareness

Module Code: BMIH5003

Lecturer: Lisa Bassler
Date: 5.02.2024
	[image: University of Wales Trinity Saint David - myday]

	
ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (500 words +/- 10%)

Weighting: 25%

	Navigating Cultural Boundaries at "Crewe Hotel and Spa": A Reflective Analysis in a Hospitality Setting

In the serene ambience of "Crewe Hotel and Spa," a distinguished hospitality establishment, I was immersed in a profound cultural encounter that unfolded during a recent dinner service (Kabangire and Korir, 2023). The scenario involved a diligent Food and Beverage (F&B) employee and an international hotel guest, providing a lens to reflect on the intricacies of intercultural communication and the potential pitfalls within the fine-dining context.

The non-native English speaker, the guest sought to communicate intricate dietary restrictions to the waiter (Almusallam, 2023). Being a vegetarian with specific ingredient exclusions, the guest's attempt to articulate these preferences in English, a language not native to them, set the stage for a cultural misunderstanding (Ineta, 2023). The waiter, while well-intentioned, faced challenges comprehending the subtle nuances of the guest's dietary requirements due to the language barrier. Consequently, a dish was served that failed to align with the guest's dietary preferences, highlighting the critical role effective communication plays in delivering personalized and culturally sensitive service.

This incident underscores the nuanced nature of cultural misunderstandings within the refined setting of "Crewe Hotel and Spa". (Almusallam, 2023) It extends beyond the common language barriers, delving into the intricacies of understanding diverse dietary preferences. Considering this becomes evident that cultural sensitivity is not merely about language proficiency but extends to a profound appreciation for the subtle cultural nuances influencing guests' preferences.

In my role within the hospitality industry, this experience prompts a critical evaluation of my intercultural communication skills (Kabangire and Korir, 2023). It is imperative to recognize that language proficiency, while essential, is not a panacea for effective communication. Rather, it necessitates an awareness of cultural subtleties, an understanding of diverse dietary practices, and an ability to adapt communication styles accordingly.

To address these insights, proactive professional development becomes paramount (Almusallam, 2023). Enrolling in language courses specific to the predominant languages spoken by international guests is a tangible step forward. Additionally, workshops focusing on cross-cultural communication, with a particular emphasis on dietary preferences, can equip F&B staff with the tools needed to navigate such nuanced interactions successfully.

Behavioural changes are equally crucial (Kabangire and Korir, 2023). Encouraging an environment where staff feels empowered to seek clarification when faced with language barriers, coupled with fostering a genuine curiosity towards different cultural practices, can significantly contribute to a more inclusive atmosphere at "Crewe Hotel and Spa."

My commitment to professional growth intensifies in response to this transformative experience (Ineta, 2023). Engaging in specialized workshops and courses that focus on the nuances of diverse dietary preferences becomes a priority. This intentional step aims to enhance my ability to anticipate and cater to the unique needs of our international guests more effectively.

Moreover, I contemplate the importance of instilling a culture of open communication within the F&B team at "Crewe Hotel and Spa" (Almusallam, 2023). Encouraging team members to proactively seek clarification when faced with language challenges, and promoting an environment where questions are embraced rather than stigmatized, can foster an atmosphere of continuous learning.

As I chart my professional development plan, I am inspired to engage with the diverse team at "Crewe Hotel and Spa" to share cultural insights and experiences (Ineta, 2023). Creating a platform for employees to exchange stories about their backgrounds and customs can further enrich our collective understanding.

This collaborative effort can contribute to a more harmonious work environment and, by extension, enhance our ability to connect with guests on a deeper, more culturally sensitive level (Almusallam, 2023).

In conclusion, the cultural misunderstanding at "Crewe Hotel and Spa" catalyses personal and professional growth (Kabangire and Korir, 2023). It illuminates the importance of going beyond language proficiency and delving into the intricate tapestry of cultural diversity. By embracing this insight, I am motivated to embark on a journey of continuous learning, understanding, and collaboration. Through intentional efforts to enhance both my capabilities and the collective cultural competence of the team, I aim to contribute to the creation of an environment at "Crewe Hotel and Spa" that truly transcends geographical boundaries, offering a hospitality experience that is universally appreciated and celebrated.

References:
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Ineta, L., 2023. Eliminating Intergenerational and Intercultural Communication Problems in Tourism and Hospitality Enterprises. Acta Universitatis Sapientiae, Philologica, 15(2), pp.14-32.
Kabangire, J. and Korir, J., 2023. Innovation and Creativity in Hospitality Management. Journal of Hospitality and Tourism, 3(3), pp.20-41.








	
Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
A recent cultural misunderstanding at "Crewe Hotel and Spa" occurred when a vegetarian guest received a dish with non-compliant ingredients due to a language barrier.
Training plan (Why/What//Who/Where/When):
Why:
The overarching objective of implementing this training plan is to rectify a recent cultural misunderstanding at "Crewe Hotel and Spa." This incident, where a vegetarian guest received a dish with non-compliant ingredients due to a language barrier, underscores the need for enhanced cross-cultural communication skills, language proficiency, and a nuanced understanding of diverse dietary practices. By fostering cross-cultural competence, the plan aims to minimize or eliminate similar incidents in the future, ultimately enhancing the overall guest experience, creating an inclusive environment, and avoiding miscommunications arising from cultural differences.
What:

Tailored Cross-Cultural Communication Workshops:

In-depth workshops designed to surpass basic language skills.
Delve into the intricacies of cross-cultural communication.
Incorporate role-playing scenarios tailored to fine-dining services.
Integrate communication theories to provide a theoretical foundation.
Comprehensive Diversity in Dietary Practices Training:

Specialized modules dedicated to global dietary practices.
Focus on practical knowledge and understanding diverse cultural preferences.
Develop a cultural dietary guide for practical reference.
Incorporate real-world case studies, such as hosting an international conference.
Strategic Language Proficiency Courses:

Tailor language courses to align with the predominant languages spoken by guests.
Integrate advanced language practice sessions.
Emphasize practical communication skills in the context of the hospitality industry.
Incorporate language acquisition theories to enhance learning effectiveness.
Establishing an Inclusive Communication Environment:

Cultivate an atmosphere of open communication within the Food and Beverage team.
Organize regular forums resembling cultural symposiums for team members to share experiences.
Integrate cultural competence assessment tools for ongoing self-discovery and refinement.


Who:
The training plan is designed for all employees at "Crewe Hotel and Spa," with a specific focus on those in the Food and Beverage department. This inclusive approach ensures that every staff member is equipped with the necessary skills, fostering a cohesive team capable of providing culturally sensitive and exceptional service.
Where:
Training sessions will be conducted on-site at "Crewe Hotel and Spa." This choice minimizes disruption to daily operations and allows for a more immersive experience, directly relating the learning to the workplace environment.
When:
The training plan is set to be implemented over three months, starting on February 5, 2024. Sessions will be strategically scheduled based on departmental availability. Continuous monitoring and evaluation will be integral throughout this period, facilitating iterative improvements and ensuring the ongoing effectiveness of the training initiative.
In conclusion, this comprehensive training plan not only addresses the recent cultural misunderstanding but also proactively seeks to enhance cross-cultural competence within our staff. By investing in advanced communication skills, language proficiency, and cultural awareness, we aim to create an environment at "Crewe Hotel and Spa" that values diversity and ensures every guest's experience aligns seamlessly with their cultural preferences and expectations.

References:
Caligiuri, P. and Caprar, D.V., 2023. Becoming culturally agile: Effectively varying contextual responses through international experience and cross-cultural competencies. The International Journal of Human Resource Management, 34(12), pp.2429-2450.
Kimani, C.J. and Scott, J., 2023. Managing across cultures-professional level. Finstock Evarsity Publishers.

Yu, B., 2021. Research note: The role of willingness to communicate in cross-cultural adaptation. Intercultural Education, 32(2), pp.246-257.














	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Commencing a critical self-reflection journey regarding the importance of cultural awareness within the hospitality industry, I find Kolb's Experiential Learning Model to be a fitting framework. This model, comprising four stages—concrete experience, reflective observation, abstract conceptualization, and active experimentation—provides a comprehensive structure to dissect and understand my evolving perception of cultural awareness in the context of hospitality (Wijnen-Meijer et al., 2022).
My initial encounter with the significance of cultural awareness in the hospitality industry was grounded in a concrete experience at "Crewe Hotel and Spa" (Hack-Polay et al., 2022). Witnessing a cultural misunderstanding unfold during a dinner service catalysed my awareness journey. The non-native English-speaking guest struggled to communicate specific dietary preferences to a well-intentioned waiter, resulting in a mismatch between expectations and the delivered service. This incident illuminated the intricacies of cultural nuances and their impact on guest satisfaction, extending beyond language proficiency.

Upon reflecting on this concrete experience, I transitioned to the second stage of Kolb's model—reflective observation. I began questioning how language proficiency, while crucial, proved insufficient in ensuring effective communication. The importance of delving into cultural subtleties, such as dietary practices, became evident. This reflective process led to a paradigm shift in my understanding, recognizing cultural sensitivity as a multifaceted concept encompassing language, customs, and diverse preferences.

The third stage, abstract conceptualization, prompted me to seek theoretical frameworks to anchor my newfound awareness. Academic references by Hack-Polay et al., 2022, and Beydilli and Kurt, 2020 became instrumental in shaping my conceptual understanding. These scholars emphasized the nuanced nature of cultural interactions in hospitality, highlighting the need for a holistic approach that goes beyond language barriers.

With this theoretical foundation, I moved to the final stage—active experimentation. Proactive professional development emerged as a tangible response to the insights gained. Enrolling in language courses, attending workshops on cross-cultural communication, and specifically focusing on diverse dietary preferences became priority action points. This intentional effort aimed to bridge the gap between theoretical knowledge and practical application in my role within the hospitality industry.

During this journey of personal development, I gained insights that highlighted cultural awareness as an ongoing and dynamic process of continual learning and adjustment. The encounter at "Crewe Hotel and Spa" emphasized the significance of nurturing an inclusive atmosphere that promotes open communication and a genuine interest in diverse cultural practices.
In summary, my comprehension of the significance of cultural awareness in the hospitality industry progressed through the phases of Kolb's Experiential Learning Model. Moving from a concrete experience to reflective observation, abstract conceptualization, and active experimentation, I came to recognize that cultural sensitivity is crucial for delivering personalized and culturally attuned service. This continuous journey has strengthened my dedication to ongoing learning and has provided me with the skills to adeptly navigate cultural nuances in the ever-evolving realm of the hospitality sector.
References:
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Language Awareness in the Hotel Industry

Consider this: A Japanese business executive arrives for a
conference. Our language-aware staff not only greets them
with a bow, respecting their cultural etiquette but also ensures
the meeting room setup reflects Japanese preferences It's not
just about words; it's about creating an environment where
every interaction feels like a personalized, thoughtful
experience (Manoharan, Madera, & Singal, 2024).
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Politeness in the Hotel Industry - Examples

Let's dive into the nuances of politeness within our industry.
For instance, when serving Middle Eastern guests,
understanding the importance of using the right hand for
gestures and offering coffee as a symbol of hospitality becomes
crucial. Politeness is about anticipating these cultural subtleties
and creating an environment where guests feel respected and
valued (Petar,2023).
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Conclusion and Call to Action

As we conclude, think about the impact of our commitment to
multilingualism. It's not just about linguistic capabilities; it's
about crafting unforgettable experiences for our diverse guests
(Ganguly, 2023). As we move forward, | encourage each of you
to embrace this opportunity for growth. Let's make Crewe
Hotel and Spa a symbol of hospitality excellence, where
language is not just spoken but becomes a bridge to
extraordinary moments. Thank you for your attention, and let's
set new standards together!
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Good afternoon, valued team members of Crewe Hotel and
Spa! Today, we embark on an intriguing exploration, unravelling
the invaluable role of multilingualism and delving into the
tailored significance of language awareness within our unique
hotel environment (Pietrzyk-Kowalec 2023).
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The Benefits of Multilingualism

Imagine a scenario where our
concierge effortlessly assists a Chinese
family, seamlessly switching between
Mandarin and English. Think about our
reservation team effortlessly
navigating Spanish and Portuguese to
cater to South American guests by
mastering these languages, we not
only provide outstanding service but
also create lasting connections that
transcend cultural boundaries (Fan et
al,, 2023).




