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Scenario
As a staff at Premier Inn in London, Hayes, I have experienced several instances of language barriers after I started participating in placements. With this opportunity, I was allowed to cater to various customers in the dining area of the hotel. During the breakfast buffet, one of the guests approached me and started saying something in Spanish and I could not understand what he was saying. Since he approached the buffet, I guessed he had some queries about the food so I handed him the menu. I was confused as to what the guest asked for. He kept indicating and trying to communicate but became frustrated at the end and was dissatisfied with my service. 
In this case, I understood the impact of a language barrier and how such incompetencies can be seen as rudeness by international guests. This could also have impacted the hotel's reputation if the manager had not handled the customer himself. Later, I was conveyed that the guest was asking about ingredients used in a dish due to his dietary restrictions.This could also have negative impacts on the hotel’s reputation due to negative feedback.
Reflection
Reflecting on the scenario, I have recognised the crucial role played by cultural awareness and language proficiency within the hospitality industry, especially in interactions with guests. Cultural misunderstanding can stem from differing expectations, norms, and communication styles (Nedelko et al., 2020). In the discussed scenario, the guest expectations of the guest concerning the services offered in the UK might have been different from the standard protocols followed by British hospitality providers. This can be due to the cultural differences between the countries, Spain and Britain as outlined by Hofstede’s insights wherein Britain follows autonomy and minimisation of inequalities (Power Distance Index - 35) and a hierarchical approach is followed in Spain (Power Distance Index - 57) (Hofstede-insights.com, 2020). This is a clear indication of the cultural differences between countries affecting the preferences and perception of guests leading them to interpret differently when communication barriers and cultural misunderstandings arise (Hofstede et al., 2010).
To prevent similar misunderstandings in the future, I will develop my language skills further and practice the Spanish language in particular based on the diverse clientele I have to serve at the hotel. Through the improvement of my proficiency in Spanish, I will become capable of communicating with Spanish-speaking guests, understanding their preferences and needs, and meeting their queries while providing personalised assistance that they seek from the hotel. It will not only improve guest experience and satisfaction but also help us demonstrate our commitment to cultural sensitivity and inclusivity.
I should also learn about Spanish eating habits, such as favoured cuisines, meal times, and dietary restrictions. These will help me anticipate and meet visitors' demands. I may minimise unintentional mistakes by developing cultural awareness skills to avoid upsetting visitors from other cultures. Empathy and tolerance will help me deal with language-challenged consumers. It will keep me from getting impatient and agitated as in the situation.
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Introduction to the training plan
Cultural sensitivity and language proficiency have become fundamental to the practices of modern hospitality with an emphasis on the embracement and celebration of diversity (Hampden-Turner and Trompenaars, 2020). This does not just apply to the enhancement of guest experiences but also to the development of positive word-of-mouth and long-term loyalty. To equip the employees of Premier Inn London Hayes, Heathrow with guest handling skills and conduct successful guest interactions with diverse guests, the following training plan can be conducted on language proficiency and cultural awareness.
Training objective
The first objective of this training will be the enhancement of the language proficiency of employees through the delivery of basic language training for some main languages that the hotel’s guests speak like Spanish, French, and Mandarin. The second objective of the plan will be to increase their understanding of varying cultural customs guest preferences, and nuances to meet diverse needs (Christiansen et al., 2020). The third objective is to equip everyone with effective communication skills like non-verbal communication and active listening to at least interpret what their guests want without confusion and language barrier risks. It will also foster respect and empathy among the employees to treat guests appropriately based on their preferences depending on their cultural backgrounds to create a welcoming environment (Abramson and Moran, 2018).
Training components
Language training sessions
The training plan will offer the hotel staff online resources and language classes so that their language proficiency can be increased. Phrases and vocabulary training will also be provided for hospitality interaction including phonetics, basic inquiries, greetings, and so on.
Cultural awareness workshops
To increase employees’ cultural awareness, workshops can be organised with cultural experts leading the sessions and educating them about unknown and unique cultural values, traditions, and norms. Open discussions can also be encouraged to share their personal experiences so that a better understanding of cultural diversity is fostered (Loue, 2022).


Communication skills training
Effective communication techniques will be taught to them with a significant emphasis on active listening, patience, and clarity. Role-play scenarios can also be incorporated to tackle challenging interactions with guests by practising problem-solving and communication.
Cultural sensitivity training
Various modules on unconscious bias and cultural sensitivity can also be included throughout the program to train employees on different types of cultural sensitivity requirements and practices. It will further promote respect, empathy, and reflection of cultural perceptions and biases among the members (Koc, 2021).
Evaluation and feedback
Regular feedback sessions will be devised and assessments will be conducted to gauge the training program’s effectiveness using performance evaluation, quizzes, and surveys. These will be essential in measuring the changes in communication skills, language proficiency, and cultural awareness of the employees (Barreto and Mayya, 2023).
Conclusion
This training programme will educate Premier Inn at London Hayes staff to meet guests' diverse needs and engage effectively. They may also exude confidence and professionalism to please visitors.
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Introduction
As a student pursuing the degree of BA in International Hotel Management, I have developed a greater understanding of the significant role played by cultural awareness in the hospitality sector. Over time, this knowledge has evolved greatly which I am reflecting on with the help of Gibbs’ reflective cycle. The self-reflection model can be used to examine one’s learning journey as well as growth within the six stages of this model (Adeani et al., 2020).
Description
My understanding of cultural awareness in the initial phase in the hospitality context was very limited since I only possessed an understanding of a few basic concepts like respecting the preferences and customs of the guests. Progressing through my academic studies allowed me to garner more practical experiences and knowledge through placements and lessons when I encountered situations challenging my perceptions. These instances deepened my understanding and appreciation for cultural diversity.
During my Level 4 placement at Premier Inn, I participated in and experienced interactions and communication with various guests with diversified communication styles, expectations, and cultural backgrounds. My breakfast service to a Spanish family at Premier Inn Hayes is noteworthy. I attempted to listen to their words and motions, but their language was too complicated. I misunderstood their hot beverage preferences since I didn't know their eating habits. This experience taught me the importance of language ability and the necessity for culturally aware workers like myself to provide excellent visitor experiences.
Feelings
I was overwhelmed and apprehensive in the beginning with the prospect of having gained the opportunity to cater to culturally diverse guests. After engaging in cultural awareness training and gaining practical experiences, my confidence improved. This made me skilled enough to comfortably interact with guests from various cultures. Hence, recognition of cultural diversity’s value can enrich hospitality experiences (Yang et al., 2021).
Evaluation
Through reflection, I would say that I have been successful in increasing my level of cultural awareness compared to the initial period of being involved in hospitality management studies. Academic resources like “Handbook of Research on Cross-Cultural Business Education” by Maheshkar and Sharma (2018) have added to my knowledge of how cultural factors can impact business performance. In addition, my practical experiences in the internships and placements have enabled me to put my theoretical ideas into practice in real-world cases.
Analysis
The self-reflection helped me acknowledge cultural awareness to be fundamental to effective hospitality management rather than just a theoretical concept. It does not just involve developing an understanding of traditions and customs in varying traditions but also embracing and adapting to the diversity to address each guest’s unique needs (Jhaiyanuntana and Nomnian, 2020). 
Conclusion
My self-reflection hour journey has hereby determined how important I find cultural awareness to be in hospitality and evidenced how it has evolved my ability to meet the needs and preferences while communicating better with the guests.
Action plan
Embarking on my future career, I intend to remain dedicated to learning and applying cultural sensitivity while demonstrating respect to guests within similar hospitality settings like Premier Inn.
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Introduction
[image: ]The purpose of this training presentation is to communicate and inform the employees about language awareness within the hospitality sector. It will explore the benefits of practising multilingualism and the effectiveness of language awareness skills in enhancing the satisfaction of guests while improving the outcomes of a business like Premier Inn.
Benefits of multilingualism
[image: ]Through multilingualism skills, hotel staff and the hotels themselves can achieve numerous benefits ranging from efficacy in communication to improved cultural sensitivity. Making proper investments in training individuals to gain language awareness is essential for gaining a competitive edge within the market while delivering exceptional services to diverse clientele (Deresky, 2017). Multilingualism has varied benefits not only in communication with guests and customer service but also for enhanced cultural sensitivity within the organisation with fewer conflicts with the guests and growth opportunities for employees.
Example language - SPANISH
[image: ]
Gaining a proper understanding of where a language like Spanish is used and the level of difficulty of learning and speaking this language can help hotel managers and leaders train their employees effectively in language awareness skills (Ushakov et al., 2020). The Spanish language has been taken as an example to understand different types of approaches used in a language different from the British English used in the UK. It is also the second most spoken language in the world which makes it an important language for employees to learn (Blank, 2023).


Politeness in the Spanish business context
[image: ]Within a business context, politeness is valued significantly across countries where the Spanish language is spoken (Rao et al., 2022). Some of the most common phrases used in Spanish are “gracias” (thank you) and “por favor” (please). It is important to incorporate polite language within the hospitality industry when iterating with guests as a fundamental aspect of the delivery of exceptional service. The process of greeting guests to express feelings of gratitude is possible through Spanish phrases like “muchas gracias” and “Buenos días” to improve experiences of guests while fostering positive relationships with them.
Example from the hotel industry
[image: ]Incorporation of polite language is critical for hotel industry businesses like Premier Inn in order to enhance communication, interactions, and satisfaction of the guests. It will also be essential for expressing gratitude and using different types of interactions in different stages of the guest’s stay journey in the hotel (Pérez-Sabater and Maguelouk-Moffo, 2024). Using the example of Spanish guests in Premier Inn, this section depicts various forms of phrases, words, sentences, and titles to address Spanish-speaking people to prevent language barriers and potential conflicts.
Training benefits
[image: ]The investment made by the hotel’s management in training staff for effective language awareness can not only elevate the experiences of guests but also help the organisation improve its reputation (George, 2021). In the long run, hotel staff’s skills in handling diverse guests by embracing multilingualism can also promote cultural sensitivity and professionalism.

Conclusion
[image: ]The presentation delivered a detailed discussion and examples of language awareness and effectiveness of multilingualism for the employees of Premier Inn London Hayes, Heathrow. It detailed various ways in which learning a language like Spanish can enhance guest interactions and communications effectively.
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