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[bookmark: _Int_v2EUrm2Y]Component 1 - Professional reflection
The essence of communication and the methods of understanding the needs of customers are important in the industry of hospitality. The coordination among the staff and the employees needed to be strong to enhance the service quality to an important level. The main problem that is common in communication is the barriers of language. The problem I faced was understanding the language of the customers has created a gap in information analysis and reduced the rate of customer care for satisfaction. I have faced the situation in my working area in the organisation of Premier Inn. There was an incident that happened when a group of foreign visitors from Italy arrived at the hotel. A situation of misunderstanding has occurred due to a lack of understanding of the Italian language in the hotel and among the staff. It creates issues in maintaining the cultural aspects of Premier Inn. Language carries the aesthetics of culture and behaves as an important factor in for the development of the business in the modern world (Christiansen et al., 2020). The hospitality business has been developed to a wider basis in the modern days. Premier Inn is a reputed organisation to provides premium customer services to different visitors (Premierinn, 2024). The popularity of the brand helps to increase the visits of foreign tourists while the barrier in the language is a concern. The skills of a foreign language and its core knowledge are salient in the hospitality industry (Bilodid and Vorobel, 2022). The incident that has been observed by me has delivered the importance of learning foreign languages. 
The arena of working experiences provides the learnings and the scope to view various kinds of situations. I have seen that a party has been arranged in the hall of Premier Inn and there were different numbers of foreign visitors. The issues in providing the full and efficient quality of services have occurred due to cultural misunderstandings. The staff has failed to satisfy the foreign tourists in different scenarios due to the reason of language barriers and it causes the misunderstanding. I have learned from the situation about the aesthetics of culture in the workplace and its positive sign to impose diversity. The essence of cross-cultural awareness in the sector of tourism is beneficial for customer satisfaction, employee engagement and success in business (Koc, 2020). There are different types of skills that are needed to develop language proficiency in the workplace. The incident in Premier Inn has made me realise the skills of communication and interpersonal are needed in the sector to keep language proficiency. The area of cultural differences is needed to manage an organisation to develop customer satisfaction (Abramson and Moran, 2018). Cultural misunderstanding affects the brand image of the hotel in the customer forum. I have set a plan to arrange the training session for skills development. I have been able to gain a wide sense of observation skills to find the area of improvement needed in the organisation to improve cultural diversity and language proficiency.
[bookmark: _Int_NPoog66W]Component 2: Training plan
The problem identification 
The main problem that has created the issues in the tourism and hospitality sector is cultural misunderstanding. It hampers the source of communication and reduces the customer satisfaction in the hotel. The visitors to the hotel are from different destinations and have more proficiency in foreign languages. Language barriers cause issues in cultural differences among tourists, and it develops the rise of concern in the tourism business (Nomnian et al., 2020). There is a need for a proper training schedule that creates a platform to improve language proficiency. 
Training Plan (Why/What/Who/Where/When) 
The training plan is needed for the purpose of skill development and managing customers in the hospitality sector. I have worked in the sector and in the organisation of Premier Inn and observed that the lack of language skills is a major problem. Customers who are visiting from foreign countries face issues regarding communication gaps and that leads to cultural misunderstanding. I have observed different situations and incidents and planned the training program. It will help in upgrading the language proficiency skills and the method to attend to the foreign guests in a more prominent way. Training plans are majorly developed with the way of following a step-by-step process that will ensure to guide the staff methodically. Cultural intelligence and language skills are one of the primary needs in the arena of community-based tourism. (Du Cros and McKercher, 2020). The steps and the methods of the training process will improve the quality of language skills and keep it suitable to learn for the employees. The need of professional language trainer is needed to arrange to provide the skills during the training program. I have selected the different language professionals who used to deliver the training in reputed universities. 
Employees are the main strength of an organisation to rule in the business market and to enable the reliable scope for customer engagement. The brand image and the reputation of Premier Inn are high in the tourism and hospitality sector. The training process will help in increasing the strength of the employees and bonding to reduce cultural misunderstanding. I have learned that the location of training is vital so that the staff can attend the training program in a supportive environment. The hall in the organisation will be selected as the perfect place for training in language skills. I have seen that the incidents that have occurred in the organisation have reduced the brand image of Premier Inn. The occurrence of similar situations can be reduced with the essence of customer satisfaction with more cultural enhancement. Cultural differences have a vital role in the hospitality services for different organisations (Mariani et al., 2020). I find it beneficial to provide the training and will share the respective experiences on the outcomes of the training session. The main schedule of the program has been arranged after the duty hours. The respective process of skill development on language proficiency keeps the light and the momentum to engage more with foreign tourists.
Component 3 - Student self-reflection
The training program that has been arranged was helpful in enabling the scope of developing language skills and enhancing cultural activities. I will share the experiences and the core knowledge of the training program will the application of Gibb's Reflective model. 
Description 
The stage description is the representation of the overview of a definite situation. The skills of communication and its importance have been evaluated in the training program. The difficulties in understanding the language barrier can be improved with effective ways of communication (Amano et al., 2021). The training programs have delivered me the scope to improve my views in communication with more guests in the organisation. 

Feelings 
Feelings are the step in the reflective cycle that represents the situation of understanding the feelings of different individuals in a particular situation. I observed that the situation of the training process has been satisfactory on most occasions. There were several employees who faced difficulties learning the proper technique to improve their skills. I learned techniques that are useful in the arena of maintaining the proper balance of culture and tourism. Knowledge of cross-cultural tourism is effective in getting an inquisitive idea about business (Maheshkar and Sharma, 2018). There are various kinds of other professional skills that are related to business and cultural activities in the hospitality sector that I have been able to learn. 
Evaluation 
The overall experiences of a situation including the positive and the negative influence are explained in the stage of evaluation. I learned from the training process that the skills of developing language proficiency have a positive effect on earning the qualities of leadership. The knowledge of leadership is vital to managing international business and to keeping the healthy aesthetics of culture (Deresky, 2017). I felt highly enthusiastic about the training program as it provides opportunities to develop leadership qualities. 
Analysis 
The evaluation of the overall experiences of the training program is on the positive side. I have acquired knowledge of different languages that are effective in the sector of tourism. The awareness method increases cultural sensitivity for customer engagement in the tourism sector (Viken et al., 2021). I have completed each session of the training program minutely to attend the best possible stage for professional development. There were several moments of difficulties in learning interpersonal skills. The activities of emotional intelligence and active listening are important parts of handling the customer and this is the area that I need to improve. 


Conclusion 
[bookmark: _Int_utGpgDRr]The main aim of the training program is to develop the skills and the knowledge of improving the language proficiency. The issues of communication produce various kinds of embarrassing situations in the workplace. It causes dissatisfaction among the customers who are mainly visitors from different destinations. Cultural misunderstandings need to be solved with the application of different interpersonal skills. 
Action plan 
The action plan opens the idea to set the strategic approach to avoid inconvenient situations in the future that have happened in past. I have developed the skills of language proficiency and communication to be positive while the areas of interpersonal skills needed to develop. I must learn from different resources about the skills to reduce cultural misunderstandings with foreign tourists in the workplace.

Component 4: Training presentation 
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Language awareness skills for hotel staff (Contd)
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Language awareness skills for hotel staff
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Benefits of multilingualism
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