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[bookmark: _Toc166800416]Component 1 - Professional Reflection
[bookmark: _Toc166800417]Introduction
A recent incident occurred in the dining area of our hotel that involved one of the food and beverage employees and a guest from Saudi Arabia. Although it was well-intended, it ended with the latter getting uncomfortable and embarrassed. The guest, unaware that the employee is left-handed, heard him with his left hand rather than pass something. Both things seemed natural for the employee, but the customer would see it differently, considering the employee's actions as offensive. It is this situation that demonstrates the varieties of cultural norms that are critical in the hotel industry (Bastian et al., 2018).
[bookmark: _Toc166800418]Analysis of Misunderstanding
The cultural mistake happened because there was a lack of information on cultural customs that are characteristic in Middle Eastern countries where the left hand is considered unclean and therefore inappropriate for eating or giving any item to another person. This ritual is very laced in the Middle East and its intensity of personality and purity is in most of these practices. The guest was made to feel uncomfortable despite the employee’s lack of understanding of such cultural norms, and our place might be considered by the public at large as being rude or insensitive. Such an incident ought to stir up a desire for cultural competence in interactions of global business, where the meetings play an especially vital role, especially in hospitality (Budhwar et al., 2019).
[bookmark: _Toc166800419]Skills Development
To minimize the occurrence of cultural misconceptions, cultural ingratiation, and sensitization should be uplifted in the workplace. The following measures could be implemented:
Cultural Sensitivity Training: Regular workshops and workshops only on cultural norms and etiquette, in regions particularly representing a major part of our customers for this product.
Language and Culture Immersion: Promoting staff to join language learning programs that sorted cultural education on the program's learning material (Zaim et al., 2021).
Guest-Centric Training Modules: Culture-specific training modules that help our staff address the subtle and unique cultural nuances of our diverse guests' country of origin.
Feedback and Reflection Sessions: Non-formal sessions held after the interview process give an employee a chance to apply the knowledge learned from the experience and improve their interaction for the future.
Practicing these methods requires perseverance and constant progress, as we work to better ourselves. Nevertheless, the positive impact of the investment is multifaceted ranging from better services with guests and increased employees' confidence to deal with diverse customers and credibility raised for the hotel (Izogo & Ogba, 2015).
[bookmark: _Toc166800420]Component 2 - Training Plan
[bookmark: _Toc166800421]Introduction
In response to the recent incident where a gap in cultural sensitivity was revealed among the hotel staffers, we have derived a plan on how staff members can be trained on cultural sensitivity regarding different nationalities of guests. The primary goal of this training is to ensure that all the team members get the right knowledge and skills on how to navigate cultural differences. As a result, this will provide the best guest satisfaction, and avert such cases of cultural misunderstanding (Teeroovengadum et al., 2016). The credibility and reputation of an international hotel that can embrace global competence and respect within our cultural diversity can be supported by putting into focus cultural sensitivity.
[bookmark: _Toc166800422]Training Content
Our training sessions will have a cultural component, in which agents will be taught the norms and etiquette for our key markets with special coverage of the Middle Eastern, Japanese, and Indian cultures. Each session will address specific areas such as:
Middle Eastern Cultures: The recognition of the role played by the use of hands, personal space, and the practices of hospitality are the things that people must take into account during societies.
Japanese Cultures: Introducing ceremony and culture, the leadership of politeness, bowing, and exchanging business cards.
Indian Cultures: Understanding of varied theological options, table behaviors, as well as the breach of protocols (Bharwani & Jauhari, 2018a).
Additional modules will include:
General Etiquette: For instance, the informal talking, the way of dishing the table, and the gift shop rules.
Crisis Management: Managing the experiences of cultural mismatches that already happened, the main action being an apology for the miscommunication and solutions for finding (Fisher-Borne et al., 2015).
[bookmark: _Toc166800423]Methodology
The training will be conducted through a combination of methodologies to ensure comprehensive learning:
Interactive Workshops: Guided by the experts in spheres, these sessions will comprise presentations and discussions on the cultural theme
Role-Playing Scenarios: Employees would participate in role-playing games to boost their proficiency in communicating effectively with fellow employees from diverse backgrounds.
Case Studies: An emulation of in-life examples in which situations of cultural sensitivity were either successfully managed or failed to get a quick grasp of each action's consequence and the impact (Bharwani & Talib, 2017).
[bookmark: _Toc166800424]Evaluation
To measure the effectiveness of the training, the following methods will be employed:
Feedback Forms: During the sessions, participants will be asked to complete the evaluation forms immediately after each session to evaluate their immediate responses and to have suggestions for improvement.
Follow-up Surveys: Two months after training, we will circulate a questionnaire to gain deeper insight into how the participants are still affected by the training topics they received.
Guest Satisfaction Scores: Correspondingly, we will be tracking guest satisfaction metrics that directly relate to the staff serving guests before and after the training. These time frames will reflect the increase in service quality in objective terms (Bharwani & Jauhari, 2018b).
[bookmark: _Toc166800425]Component 3 - Student Self-Reflection
Self-Reflection Framework: Gibbs' Reflective Cycle
[bookmark: _Toc166800426]Description
In the beginning, my knowledge of exposure and its relations to the hospitality industry was superficial. I considered this ability to just pick up the basic greetings or farewells in other languages or understand the food tastes or dietary preferences of different cultures as the most basic. That day, I could sense my myopic eyes into only the internal machinery and seemed blind to the subtle guest concerns that come along with the different cultural backgrounds of each patron (Pelet et al., 2021).
[bookmark: _Toc166800427]Feelings
During the pre-training period, I was confident in my ability to handle people with different cultural backgrounds mainly because of the skills I had acquired in the hospitality industry. On the other hand, the moment I invested in cultural sensitivity training and understood how richness and particularity can make cultural differences complex, I realized that I was just as dumb and ignorant as I was before. I saw my gap in cultural understanding, that is the gap of the world was underlined for me, but also it made me learn more and improve (Bharwani & Jauhari, 2018c).
[bookmark: _Toc166800428]Evaluation
Learning through the training specifically aided me in making an entirely different outlook. During my journey, I realized that cultural awareness is not merely knowing cultural behaviors but includes deep empathy, respect, and cultural flexibility as well. Discovering examples of cultural disappointments occurring in respectable guest experiences triggered me to comprehend the true significance of cultural insensitivity (Tung & Law, 2017).
[bookmark: _Toc166800429]Analysis
From the training, I learned crucial lessons about the importance of cultural awareness:
Empathy and Respect: Intercultural understanding means learning to show empathy and compassion towards others, which lays down the foundation for the ultimate guest experience.
Proactive Learning: Not only proactive learning of guests' culture but also finding the same in shared things can be the cause of misunderstanding and break the guest experience.
Business Impact: Cultural sensitivity can constitute the reputation of the hospitality business, as success in this kind of market if it is a global (Lee et al., 2019).
They provided very tangible evidence of the need to pursue cultural education proactively and throughout the hospitality management system.
[bookmark: _Toc166800430]Conclusion
This experience has transformed my personal growth something that is now reflected in my professional perspective. It has made a huge change in how I view cultural awareness, from checklists of do's and don'ts to cultural orientation, which is regarded as a critical component of guest services and service excellence (Darvishmotevali et al., 2018). It has also promoted a better understanding of diversity and a greater awareness of the challenges of managing a group of individuals raised differently.
[bookmark: _Toc166800431]Action Plan
To further improve my understanding and application of cultural awareness, I plan to:
Continued Education: Attend more cultural courses and workshops that will help you improve your cultural intelligence and international communication skills (Lam et al., 2022).
Practical Application: Take the remedies off and try to get a command of them by participating in public service that encourages personal interaction with varied public spheres.
Feedback Mechanisms: Carry out regular sessions of feedback with colleagues and senior staff to continuously improve my outlook and figure out how better I can approach real-world people (Ratasuk & Charoensukmongkol, 2020).
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Directness is often appreciated
in French culture, especially in
business interactions.

* Casual vs. Formal: Maintaining a
formal demeanour is crucial
unless informality is clearly
welcomed (Helm et al., 2023).
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Practical Examples of Multilingualism in Action

* Case Study 1: A French-speaking guest was
assisted with local tourism information in
French, leading to a glowing review that
highlighted the personalized and
thoughtful service (Bhat et al., 2021).

* Case Study 2: Our staff facilitated an
international conference with delegates
from various countries, using multiple
languages for coordination, greatly
enhancing delegate satisfaction (Tai et al.,
2021).
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Recap: Multilingualism and cultural awareness 5250"8/&
are not just additional skills; they are essential

components that drive guest satisfaction and ] tioy,  SUes
business success. — "’Qte " ¢
Call to Action: Let's all strive to improve our T

language skills and cultural understanding.
Engage with our ongoing training programs and
utilize available resources to learn more about

the cultures of our guests (Karim & Rabiul, 2022).
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Thank You for your attention
and participation today! For
any questions, feel free to
contact me.
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Enhancing Guest Service through Multilingualism and Cultural Awareness

Training Presentation for Hotel Staff
PRESENTED BY: Ella Daniela Mirea
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Introduction

Welcome to our training session focused on leveraging multilingualism
and cultural awareness to enhance our service quality.

Understanding and implementing these skills are crucial for improving
guest satisfaction and operational success in our diverse and global
hospitality environment (uzzo etal., 2020).
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Benefits of Multilingualism

ENHANCED COMMUNICATION: DIRECT INTERACTION
IN A GUEST'S NATIVE LANGUAGE HELPS IN
PROVIDING PERSONALIZED AND CLEARER
COMMUNICATION (CHANG ET AL, 2021).

INCREASED GUEST SATISFACTION: GUESTS FEEL MORE
VALUED WHEN SERVED IN THEIR OWN LANGUAGE,
OFTEN LEADING TO BETTER REVIEWS AND REPEAT

VISITS.

COMPETITIVE ADVANTAGE: MULTILINGUAL
CAPABILITIES SET US APART FROM COMPETITORS,
ATTRACTING A MORE DIVERSE CLIENTELE (LEE &
CHUNG, 2020).
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Key Phrases in
French for
Hospitality

Essential French Phrases for
Hospitality Staff:

* "Greetings: 'Bonjour' for Good
morning, 'Bonsoir' for Good
evening."

* "Making Requests: 'Pouvez-vous
m’aider?' for Can you help me?,
'Excusez-moi' for Excuse me."

* "Politeness is key: Always use
'vous' for formal address unless
familiarity is established (Haukas et
al,, 2022)."





