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COMPONENT 1: REFLECTION OF CULTURAL MISUNDERSTANDINGS

I went for meal in restaurant at Johannesburg where I have an appointment with a friend. The restaurant staff offered me a place to seat. I have realised that my friend was a bit late to arrive there, so I told the restaurant staff to give me crisps and drink while I am waiting my friend to have our meal together. The restaurant employee was smiling, and he said: I will bring your chips and drink in a minute, I told him that is not what I have asked you. He responded to me again i know you have asked chips and drink. I was a bit confused at that moment and we have spent almost two minutes talking about that. Luckly, I saw my friend entered in the restaurant and I told him what I wanted for my starter. My friend told the staff that you should tell him that in South Africa we call crisps chips. According to Debaene (2013) Culture is to be grounded on well-established facts and does not indulge itself in impressionism. As a customer I was disappointed at that moment, and I told him that I spent two minutes trying to figure out what you were saying to me. I told him: If you understand what I was asking you, it was important for you to tell me that in your country you call that differently. We are both speak English, but the words have different which means one person’s experience are different than the others, despite using the same word. The restaurant staff apologised to me for his uncontrol reaction.
The restaurant employee reaction was not polite regarding the cultural misunderstandings. The encounters of host and customer are seen as an arena in which culture roles and stereotypes can be negotiated and re-negotiated in everyday life performances (Jimenez-Esquinas, 2017). This was very important to keep a good image of the restaurant and to avoid any escalation of behaviour between us. Communication skills is more important within hospitality environments, verbal and non-verbal communication skills are both crucial for hospitality professionals. My experience at that moment was not pleasant but the result was excellent from employee behaviour to enhance customer satisfaction. Customer choice is determined by ways organisation process the information (Wei and Lu, 2013). Being an effective verbal communicator reduces the risk of cultural misunderstanding and improve a good customer service. From my experience I have seen that any workplace communication is a key element, and it is playing a big role for the company success. However, mistake at workplace is unavoidable but the most important is how to communicate the matter and bring the solution. The restaurant employee make mistake and correct that immediately by apologise to me. To avoid cultural misunderstanding wherever at workplace employee can use only clear words to communicate or to interact between them and with customers. Internal communication within hospitality requires the creation of an updated and constant communication process, which can be understood without distortions by all the people involve (Duarte et al. 2023, p.18). To prevent a culture misunderstanding employee needs to know that many cultures haves a specific etiquette around the way they communicate, keep your word simple and avoid slang.
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COMPONENT 2: WRITE A TRAINING PLAN
Taking in consideration of cultural misunderstanding that happened in hotel between restaurant employee and guest, my restaurant staffs training will be based on communication skills, conflicts solving, and culture awareness. Employee needs to know most effective strategies for resolving conflict between customers from different cultures. To do that they need to recognise their own biases, learn about other culture, adapt their communication style, and collaborate on solutions. People can benefit from international environment to improve their own culture knowledge, intercultural communication skills and ability to reflect on their own culture and subjective nature of knowledge (De leerrsnyder, Gundemir and Agirdag, 2022).  Employee gains experience at workplace by practicing which it is my responsibility as manager to put in place a long-term staff training plan. My training plan will be scheduled as yearly but every morning before the start of the shift I will spend 15 minutes with my staffs discussing about reduce incident at workplace and poor communication service. This is the moment for my employees to share their experiences and problems their face during work. Communication between consumer and service personnel is at the core of the hospitality service encounter (Wang, Miao and Mattila, 2015).   Encouraging them to share the thoughts work will enable to create a learning atmosphere during meeting. Staff should speak clearly and effectively to answer customer’s questions and help them understand the organisation’s policies and procedure. This should be efficient and polite. However, being efficient implies sharing only relevant information and topic with customers while avoiding unimportant conversation. Creating a new idea for providing excellent customer communication service and providing work performance quality. If you are unable to answer the question communicate with other staff member who has knowledge to help that customer meet his demand. Hospitality environment is the place where to find people from different cultures, races and languages interact together. Intercultural effective communication allowed workplace to be influent in social practices (Robles, 2020). Cultural awareness refers to understand the differences in beliefs, races, values, and experiences among different groups of people. Workplace conflicts are often the result of misunderstandings or cultural insensitivity. According to the Society Human Resource management, 25% employees avoid their colleagues from different backgrounds because they do not want to say something offensive. For example, direct communication styles are common in Europe than in North America. Even small communication nuances can cause conflicts if these culture differences are not understood. www.trainingindustry.com 
 It is important show my employees how people differ by their own way of doing things, their own experience in life, and they should respect those differences by focusing on good customer service and respect of company policies. Each society reveals its effective and absolute leader from its own cultural perspective (Christiansen, Branch and Karmowska, 2020, p.24). Staffs from same ethnic or tribes should avoid talking about their language at workplace this can unintentionally impact someone in a harmful manner. Employee from different cultures may encounter more cultural misunderstandings that may, in turn, come with psychological cost (De leersnyder, Gundemir and Agirdag, 2022). 
Communication training teaches employees how to communicate across cultural barriers, leading to more effective teamwork. www.trainingindustry.com  
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COMPONENT 3: REFELCTION ON YOUR SELF-DEVELOPMENT

For better opportunities, understanding and respecting various cultures are necessary within hospitality environment. People come from different backgrounds to work or interacting together. The lack of cultural awareness may mislead to crucial decision and escalation of behaviour within the industry. Cultural awareness is important at workplace for different reasons, ranging from enhanced communication to encourage inclusivity. Employee within hospitality need to recognise, understand, learn, and accept different values. It is important for the hospitality industry to develop culture competence, this process can help to shape values, beliefs, perception, and biases. www.verywellmind.com 
At workplace people are condemned to work together this is allowing good interaction of people of people from different background without any judgement between them, bring harmony at the company and the respect of professional boundaries. Education is the most important way to develop cultural awareness. To know about other people cultures at workplace it requires to employee to approach the person in a manner’s way, engage conversation with the person regarding their culture by showing respect and envy of learning. Intercultural competence policy is the expectation that employees engage with different culture and develop tolerance and understanding of different cultural traditions and practices (Leavitt, Wisdom and Leavitt, 2017).
 Furthermore, give the person opportunity to share his ideas or point of view and make the person feel safe and secure within the industry. People can have different opinion in certain way of seeing people culture. For example, Chinese people respect their culture especially when it comes about nutrition, they like to eat their home-made food. To know about their food, it is important to accept that as a meal, interact in perfect harmony with the person and learn how to cook it.
Most conflicts in hospitality industry are result of misunderstandings or cultural sensitivity. This is a state of mind regarding interactions with those different from others. Cultural sensitivity enables employees, guests, and others within the industry to successfully navigate with a culture other than their own. This can happen only through excellent communication and training. Supported by an in-depth understanding of the country and work context in which employee is operating and wherever possible communication knowledge will make work successful (Emerald Group Publishing Limited, 2007). It is much easier for people from the same background to break ice at workplace when there is conflict compared to people from different background. People prefer to be with their own kind devil (Denton, 1997). At workplace, when there is conflict between employees who come from same place, culture or ethnic the problem-solving matter can be easier than between employees from different background. Creating inclusive environment where all people feel welcome when they visit the organisation. It is important for a hospitality organisation to consider the significant of cultural diversity and implement changes for their employee and for their guests. 
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