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

Portofolio

Component 1- Proffesional Reflection
Introduction
The hospitality industry is an important space for cultural exchange, where people from diverse backgrounds gather to enjoy food and make social connections (Pizam & Shani, 2009). Restaurants are central to this experience, offering distinctive dining environments through flavours, ambiance, and service (Bharwani & Jauhari, 2013). However, language barriers can present challenges for both staff and guests, impacting the flow of service (Lloyd-Jones, 2020). This study explores a Mediterranean restaurant scenario where language skills and communication dynamics play crucial roles. Through examining staff-customer interactions, we explore the complexities of cross-cultural communication and its effect on service and satisfaction (Hofstede, Hofstede, & Minkov, 2010).
Scenario Description
Set in a Mediterranean restaurant, this scenario follows a new staff member with limited English proficiency serving a table of six celebrating Christmas. Supported by a manager who shares their first language, the staff member learns the menu and strives to deliver excellent service. As the evening progresses, a guest ambiguously orders "lamb" without specifying between Rack of Lamb or Lamb Chops, leading to a misunderstanding when the dish is served. The guest’s disappointment prompts the protagonist to improve their communication skills.
Analytical Thinking
This scenario underscores the importance of language skills in cross-cultural hospitality, where language gaps can lead to misunderstandings that impact customer satisfaction (Gursoy, Chi, & Karadag, 2013). The issue goes beyond language alone, as cultural nuances—like tone and non-verbal cues—shape service expectations (Hall, 1976). The protagonist’s challenges illustrate not only linguistic barriers but cultural nuances that require sensitivity (Kim & Gudykunst, 1988).
Evaluation
Language barriers can affect service quality, impacting both customer experiences and staff confidence. The guest’s ambiguous order for "lamb" highlights the need for clear communication to meet customer expectations (Gronroos, 1988). There is also a power dynamic where customers may expect staff to adapt to their language and cultural norms, putting extra pressure on employees still mastering English (Baum, 2006). Proactive steps like asking clarifying questions and using visual aids could have helped avoid miscommunication, while the manager’s support underlines the importance of guidance and training (Kandampully, Zhang, & Bilgihan, 2015).
Synthesis
The key issue in this scenario is not merely a language barrier but a wider cross-cultural communication challenge. Cultural misunderstandings occur when people interpret language, gestures, and service expectations differently (Gudykunst & Ting-Toomey, 1988). Here, the ambiguity of the guest’s order highlights differences in how much detail is expected in communication (Hall, 1976). Effective training that addresses both language and cultural nuances can help staff minimise misunderstandings, facilitating smoother interactions with a diverse clientele (Altinay, Paraskevas, & Jang, 2015).
Conclusion
This scenario illustrates how language barriers and cultural differences can complicate service delivery. The protagonist’s limited English and the guest’s ambiguous request show the potential for miscommunication in cross-cultural hospitality settings. Investing in both linguistic and cultural training is essential to provide seamless service. Proactive communication strategies can help meet guest expectations and turn misunderstandings into growth opportunities, enhancing staff and guests' satisfaction (Mattila, 2000).
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