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Component 1 - Professional reflection (500 words)

Scenario:
 Mr Smith was a Brazilian hotel guest at the time. I am working as a receptionist. The guest would often feel deeply offended by my repeated requests for them to say ‘’please’’.
In terms of people's backgrounds, linguistic heritage, and places of origin, our society is immensely diverse. A theorist was what Geert Hofstede referred to as "the software of the mind." My perspective of the world and my behaviour are influenced by my home culture and beliefs, even down to what we consider to be right or wrong behaviour.
I repeatedly asked the guest to please show me the booking reference, pay with a card, please, and take the key please, during the check-in process, but I felt that the guest was offended. I have served another guest using a similar world.
They were both offended. I asked the hotel manager, who knows more Portuguese and he served the rest of the customers with no problem. I decided to reply in a more courteous manner: Good morning, please come in. I put this problem away in the "figure it out later" folder, and the following week, I inquired at work as to why I was struggling so much. Portuguese was a language I knew before moving to England. 
My manager asked me to elaborate on what I was saying and then said that prank calls are a major issue in Brazil and that people do not typically say "please." I was attempting to be polite but instead, the guests took me for a joke and assumed I was pranking them. I just said, "Show me a reservation," to a Brazilian customer I was serving at the moment. It worked like a charm for the subsequent one when I discovered he was straight from Brazil and there was no please.
Brazilians often prefer to say yes to proposals, but this can lead to disappointment for foreigners who move to the country. This highlights the importance of cultural sensitivity in hospitality, as recognising and respecting a guest's national identity is crucial for building rapport and ensuring comfort. 
This mistake negatively affects the guest's experience and the hotel's commitment to attentive and personalised service. To improve cultural awareness, the author plans to participate in training sessions on geographical and cultural distinctions and implement a personal double-check system before addressing nationality-related comments. 
This strategy will assist in averting such instances and encourage a more welcoming and courteous atmosphere for all visitors. In addition to cultural awareness training, I will prioritise cultural sensitivity and attention to detail in their interactions with guests, ensuring they accurately identify their nationalities or cultural backgrounds. Engaging in ongoing cultural awareness training can help avoid unintentional offenses and promote genuine respect and understanding.
Academic references:
1. Davies, J. (2014) The Welsh Language: A History. Cardiff: University of Wales Press. 
2. Smith, E. (2016) How to improve your research project. 2nd edn. Plymouth: Kiln Press.
3. Morton, A.C., Jones, B., Collins, S. and Zhen, K. (2014) Walking and learning. Swansea: Sandpaper Press.
4. Merriam-Webster (2023) Culture. Available at: https://www.merriam-webster.com/dictionary/culture (Accessed: 24th August 2023).
5. Briscoe, D.R. and Schuler, R.S. (2004) International Human Resource Management. New York: Prentice Hall.


Component 2 - Training plan (500 words)
A written document known as a training plan delineates the necessary steps to accomplish a particular objective, be it creative or business-related, team building exercises, staff orientation, or personal pursuits. It holds individuals accountable for their actions to achieve a larger goal. A training plan can be used by various business roles, including the organisation as a whole, managers, staff, workers, IT, support agents, instructors, and trainers. It is also a common tool used by colleges and universities to monitor progress toward an objective. 
Advantages of a Training Programme: A training programme is essential for achieving project goals, onboarding, skill development, or other objectives. It provides a roadmap for success, ensuring tasks are completed and milestones are reached. A robust training programme supports in creation of goals, requirements, plans, and curriculum for participant training. It enhances the experience of both trainers and participants by presenting a well-defined action plan. offering a clear plan of action. Every induction session is thoughtfully organised, beneficial, and motivating, allowing for the acquisition of experience and expertise. These advantages make achieving objectives easier, contribute to organizational revenue, dominate competition, and cultivate a positive workplace environment.
How Do I Create a Training Programme?  A training programme is designed to align with the objectives and skills of the workforce. It involves strategic planning and developing a programme structure that aligns with the project's industry and nature. To create a suitable training program, it is essential to determine the training needs, establish learning objectives, provide training materials, and use practical strategies to make the program more effective. Conducting a training needs assessment helps identify the necessary steps and activities to achieve these objectives. Providing training materials, such as online or printed documentation, games, and quizzes, can improve learning and retention. Lastly, putting the training plan into action involves recording progress and any issues that arise. Using a training plan template can help facilitate execution and ensure the program is effective.
How Do I Write One?
The design and documentation of a training plan will depend on the organisation's unique objectives and the actual training plan. To offer various patterns and styles for creating a written training plan. Key items to include objectives, length, venue/facility, dates/times, and activities and learning strategies.
Objectives should specify and quantify goals, while the length should be adaptable and provide an approximate length for participants to expect and managers to assess performance. The plan should also include details about the venue and facility, such as directions and special instructions. Dates/times should be listed if staff need to attend specific meeting times.
Activities and learning strategies should be detailed in the plan, depending on the comprehensiveness of the plan. Smart sheet, an adaptable HR platform, can help develop and maintain the best workers by facilitating the planning, recording, management, and reporting of work from any location. It provides roll-up reports, dashboards, and automated workflows that report on important metrics and provide real-time work visibility.
A training plan is a strategic document for achieving a specific goal, used by various roles in business, including trainers, managers, staff, and employees. It outlines actions needed to achieve objectives, improve participants' experience, ensure well-planned sessions, and provide expertise. Designing a training program involves identifying needs, setting objectives, creating materials, and executing the plan.

Academic references:
  1.Torrington, D. (1994) International Human Resource Management: think globally,  act locally. London: Prentice-Hall.
  2. McNamara, B.M. (2017) Lifelong learning. Maidenhead: Riverstory.
  3. Fox, I.M. (2016) ‘New report criticises lack of business leadership’, The Courier, 9 January. Available at: http://www.thecourier.com/world/ jan/16/report-IBCC (Accessed: 12 January 2016).
 4. Driscoll, J. (ed.) (2007) Practicing Clinical Supervision: A Reflective Approach for Healthcare Professionals. Edinburgh: Elsevier
 5. Borton, T. (1970) Reach, Touch and Teach. London: Hutchinson.
 6. EPM (2019) Gibbs’ Reflective Cycle Explained [video]. Available at: https://www.youtube.com/watch?v=-gbczr0lRf4 (Accessed: 8th September 2023). 

Component 3 - Student self-reflection (500 words)
 I am aware that people from many countries, backgrounds, and cultures are constantly traveling, discovering new places, and immersing themselves in other cultures in today's globally interconnected world. As a result, being culturally aware has become essential for success in the hospitality and tourism sectors. I help people develop a sense of self and make them aware of the similarities and differences between their cultures, which facilitates communication. 
Increases Contentment with Customers:
 I will ensure that clients feel appreciated, understood, and welcomed and, that cultural sensitivity is taken into account. I can identify and understand cultural differences that allow hospitality workers to customise their offerings to the particular requirements and tastes of a wide range of clients. Nowadays, the guests are not coming for only a stay, but also they want tranquillity and the best service.
Generates Genuine Experiences: 
I strongly think that travellers frequently look for genuine experiences that let them fully engage with the culture of the place they are visiting. Also, embracing cultural diversity adds value and enhances the overall travel experience, whether it be through the provision of traditional cuisine, the planning of cultural events, or the creation of opportunities for visitors to interact with locals. The only way to achieve this is through the results of experience. 
Why is experience important?: I believe that employees who receive cultural awareness training are better prepared to interact politely with individuals from diverse cultural backgrounds. This increases tolerance, lessens miscommunication, and fosters an open mind. By fostering cross-cultural understanding, the hospitality, and tourism industry contributes to a more inclusive and harmonious global community.
Expands Commercial Prospects: I must emphasise, that travel destinations and companies with a strong cultural sensitivity can draw in a greater number of foreign guests. Companies in the hospitality and tourism industry can obtain a competitive advantage in the market by customising goods and services, to meet the needs of particular cultural groups. 
Maintains Cultural Legacy: I strongly believe that the ability to conserve and safeguard cultural heritage lies within the hospitality and tourism sector. Businesses can aid in promoting cultural awareness, in the preservation of traditions, artwork, and historical locations. This creates a model for sustainable tourism that respects and uplifts the community.
In addition to preserving the authenticity of a destination, delivering outstanding experiences to guests in the hospitality and tourism industry now requires cultural awareness as a necessary skill. Furthermore, the tourism industry can promote inclusivity, improve customer satisfaction, and establish significant relationships with global visitors by embracing cultural diversity. Additionally, cultural sensitivity encourages eco-friendly travel methods and helps to protect cultural assets. Finally, success in the global marketplace will depend heavily on cultural sensitivity as the industry develops further.
I am interested in expanding my knowledge of tourism and hospitality as well as helping to safeguard my community, economy, and culture for future generations. The best starting point for me would be an associate's degree in tourism studies for hospitality studies!
Cultural awareness is crucial in the hospitality and tourism industry, as it fosters identity, enhances customer satisfaction, creates authentic experiences, builds positive cross-cultural interactions, enhances business opportunities, and preserves cultural heritage. By embracing diversity, the industry can create meaningful connections with visitors, promote sustainable tourism practices, and contribute to a more inclusive global community. 
 Academic references:
1. Kolb, D. (1984) Experiential Learning: Experience as the Source of Learning and Development. Upper Saddle River: Prentice Hall. 
2. Gibbs, G. (1988) Learning by Doing: A Guide to Teaching and Learning Methods. Oxford: Further Education Unit, Oxford Polytechnic.
3. Litmos Heroes (2019) Cultural Awareness in Hospitality [video]. Available at: https://www.youtube.com/watch?v=Kr1-32f4jaE (Accessed: 24th August 2023).
4.University of Birmingham (2015) A short guide to reflective writing. Available at: https://intranet.birmingham.ac.uk/as/libraryservices/library/asc/documents/public/s hort-guide-reflective-writing.pdf (Accessed: 8th September 2023). 
5. University of Cambridge (2023) Reflective Practice Toolkit. Available at: https://libguides.cam.ac.uk/reflectivepracticetoolkit/models (Accessed: 8th September 2023).
6.Christiansen, B., Branch, J.D. and Karmowska, J. (2020) Cultural Factors and Performance in 21st Century Businesses. Hershey: IGI Global. 
8.Maheshkar, C. and Sharma, V. (2018) Handbook of Research on Cross-Cultural Business Education. Hershey: IGI Global. 
9.Abramson, N.R. and Moran, R. (2018) Managing Cultural Differences: Global Leadership for the 21st Century. 10th Ed. Abingdon: Routledge.

Component 4 – Training presentation (5 Minutes)
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Modern European language l

» Five languages have more than 50 milion native speakers in
Europe: Russian, English, French, Italian, and German.

> Russian is the most-spoken nafive language in Europe

> English has the largest number of speakers in fotal, including
200 milion speakers of English as @ second or foreign
language
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Importance of language awareness skills for hotel staff
Holiday Inn

Improving language awareness skillsin the hotelindusiry s crucial for severalreasons.

» It ensures customersatistaction, service quality, confiict resolution, cross-departmental
collaboration, upseliing and promotion, feedback and improvement, cultural sensitivity,
brand image, emergencysituations, and employee morale.

» Clear communication among staff members helps deliversearmless and efficient services,
while welkrained staff can effectivelycommunicate the vaiue of addifional services,
amerities, and packages, leading fo Upselling opportunifies.

> Effective communication also helps navigatelanguage barriers and cultural differences,
ensuring respectful and inclusive inferactions. In emergencies, clear and concise
communications essential to ensure sfety and welkbeing.

» Lastly, effective communication enhances employee morale and job safisfaction, leading
to a posifive work environment.

» Overall, improving communicationskills in the hotelindustry is a comerstone for providing
exceptional guest experiences, maintaining opera fency, and fostering a posifive
workplace culture.
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Which methods work best for learning a new language?

in five languages: native Bangla, English, Arabic,

Urdu, and Hindi.

I believe thatlearning a language is simple but requires patience and fime.

| advise against believingin pessimistic views from others

Have a closed-mindedaffitude towards language acquisition.

I must emphasize that language is a ool of communication, and one must be.

proactivein applying what they learn and improving quickly.

| encourage you not o rely solely on educators when leaming a language.
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Why is it called an iceberg?

» The Iceberg theory, also known as the theory of omission, s a
wrifing fechnique developed by American writerEmest
Hemingway.

> It suggests that only a small part of an iceberg s visible above
the water, illusirating "hidden culture” or the world of assumptions,
habits, and bellefs that may not be consciously arficulated or

taught.
> The term‘iceberg"is derivedfrom the Dutch wordijsberg, 1 ]

meaning ice mountain, and is cognate fo othernames such as Holiday Inn
Esbjerg, German Eisberg, Low Saxon lesbarg, and Swedish
iceberg.
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Conclusion

> Multiingualism offers numerous benefits, including health benefits, career
‘advancement, brain nourishment, cultural connection, global exposure, intemet
navigation, confidence boost, decision-making sirength, and a broader
perspective. Learning a new language enhances cognitive functions, with
bilingual students performing better in cognitive control and problem-solving
abilties. It also enhances memory, with the Scandinavian Journal of Psychology
stating that bilingualism creates advantages in cognitive abiliies. Leaning a
second or third language expands your mind and worldview, opening you up to
new cultures and the benefits of diversity.

> Speaking a second or third language boosts confidence and self-esteem. In a
globalizing world, mastering a second or thid language gives you an advantage
career-wise, as four out of ive new jobs in the US are created through foreign
rade. Mastering another language can improve your marketable skill n the
global economy, making it an attractive option for those looking 1o expand their
global reach
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» Introduction
» AgendalContent

» Outline the benefits of multingualism

» Importance of language awareness skils for hotel staf.
» Moder European language

» Europeans how much they can comprehend languages related to
their mother tongue.

» Which methods work best for learning a new language

» Whyis it called an iceberg?
» Conclusion
» References

» Appendix Holiday Inn
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Benefits of multilingualism

Learning a new language offers numerous benefits, includins
connecling with ofher cullures, advancing career opportunifies, and
strengthening cognifive funcions.

It also enhances memory and cognifive abilifies and opens up new
worldviews. Additionally, It boosts confidence and self-esteem.

In @ globalizing world, mastering a second or third language provides an
advantage in the global economy, os foreign frade creates four out of
five new Jobs in the US.

Overall,learning a new language can lead o a broader perspective
and improved career prospects. Holiday Inn




