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[bookmark: _Toc165892304]Component 1 - Professional reflection 
· Cultural misunderstanding with a hotel guest of an F&B employee 
While working during dinner service at a hotel restaurant as part of my Level 4 placement, I, in my capacity as a Food and Beverage employee, had an experience with a guest who approached me with a question in the English language. Nevertheless, my capability in English was restricted, driving me to trouble in completely understanding him. The guest displayed visible signs of disappointment due to the language obstruction, which led them to see my confusion as a sign of incompetence (Makhmudov, 2020). Upon re-evaluation of the encounter, it becomes clear that language skills are of fundamental centrality in productively catering to a changed clientele. I recognize that my restricted linguistic proficiency obstructed viable communication and may have inconveniently affected the by-and-large dining encounter for the visitors. This encounter served as a catalyst for me to understand the significance of language procurement, especially in languages commonly utilized by hotel benefactors. I am committed to dedicating time and effort towards upgrading my capability in English to oblige and produce connections with future visitors more successfully. 
· Occurrence of cultural misunderstandings
According to me, cultural misinterpretations may arise because of disparities in communication strategies, conventional practices, and anticipations. During my Level 4 placement at a hotel restaurant, I have encountered a situation in which a guest from a foreign country approached me with a query in English. Hence, I have realized that my reaction was prevented by my compliment and periodic grammatical mistakes, subsequently compromising the clarity of my communication. This resulted in a sense of disappointment experienced by the guest, thereby underscoring the obstructions posed by dialect barriers in facilitating efficient communication and driving misinterpretations (Atabekova et al., 2021). Moreover, the complicated cultural variations in nonverbal communication such as body language, tone, and social customs can contribute to the complexity of interpersonal interactions. I have come to recognize the significance of sympathy, patience, and continual social competence instruction. I aim to create a more comprehensive and improved encounter for guests from unfamiliar cultural foundations. Eventually, this will contribute to raised levels of visitor satisfaction and the advancement of intercultural understanding.
· Develop a skill or behavioural changes to prevent cultural misunderstanding in the future 
To moderate potential social misunderstandings in the future, I recognize the significance of developing and sharpening specific skills. At first, improving my linguistic capability, particularly in widely spoken languages among hotel clientele, is fundamental. This requires committing time to sharpen speaking, listening, and comprehension abilities through normal practice. Moreover, it is basic for me to progress my cross-cultural communication capacities through the procurement of information regarding differing cultural norms, traditions, and communication traditions. This envelops an increased awareness of non-verbal communication and the capacity to alter one's approach appropriately (Onishchuk et al., 2020). Moreover, I recognize the significance of requesting input and exhortation from colleagues or guides who demonstrate cultural competence. My objective is to develop improved and more considerate intuition with visitors by actively addressing these ranges, with the extreme objective of establishing an affable and inclusive atmosphere inside the hotel restaurant.
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· Level 4 Placement Hotel a staff training plan
The usage of the comprehensive staff training arrangement is expected to supply all workers with the imperative abilities and information to capably oversee changed social intuition. By cultivating linguistic fluency, intercultural communication abilities, empathy, and flexibility, a more inclusive and affable environment can be established for clientele, eventually enhancing their general inn involvement (Zhai and Wibowo, 2023). The essential objective of this intensive staff training arrangement is to provide all workers with the basic aptitudes and information required to successfully oversee a wide extent of social intelligence. 
Objective: Prepare all staff with the information and aptitudes to successfully oversee common visitor circumstances and maintain a positive lodging experience.
Target Audience: All Level 4 Arrangement Inn Staff (Front Desk, Housekeeping, Maintenance, Food & Beverage)
Training Format: A combination of classroom learning, role-playing works out, and on-the-job shadowing.
Assessment: Pre- and post-training evaluations to degree information gain and post-training input surveys.
	[bookmark: _Hlk165892995]Training Component
	Description
	Training Method
	Duration
	Assessment

	Guest Service Excellence
	Understand the importance of exceeding guest expectations. 
Identify key elements of exceptional guest service. 
Develop effective communication skills for interacting with guests. 
 Practice active listening techniques.
	Classroom lecture, role-playing scenarios
	2 hours
	Pre/post-training quiz, role-playing evaluation

	Handling Guest Complaints
	Understand the several types of guest complaints. Develop a structured approach for resolving guest concerns. Practice de-escalation techniques for dealing with upset guests. Learn effective communication strategies for apologizing and offering solutions. Apply hotel policies and procedures for handling complaints.
	Classroom lecture, role-playing scenarios
	2 hours
	Pre/post-training quiz, role-playing evaluation

	Special Guest Requests
	Understand the hotel's policy on handling guest requests. Identify resources for fulfilling unusual or challenging requests. Develop creative critical thinking skills to meet guest needs. Practice effective communication when informing guests of limitations.
	Classroom lectures, case studies
	1.5 hours
	Pre/post-training quiz, case study discussion

	Guest Room Maintenance
	(For Housekeeping Staff Only) Understand proper cleaning protocols for diverse types of rooms and amenities. Identify cleaning supplies and equipment and their safe use. Learn techniques for handling delicate fabrics and surfaces (Mohammed, 2020). Practice responding to guest requests for additional housekeeping services.
	Classroom lecture, firsthand practice session
	2 hours
	Pre/post-training quiz, on-the-job shadowing

	Food & Beverage Service Standards
	(For Food & Beverage Staff Only) Understand the hotel's food and beverage service standards. Learn proper menu knowledge and techniques for taking orders. Develop skills for attentive and courteous guest service during dining (Mohammed, 2020). Practice handling guest inquiries about food and beverage options.
	Classroom lecture, role-playing scenarios
	2 hours
	Pre/post-training quiz, role-playing evaluation

	Teamwork and Communication
	Understand the importance of effective teamwork across departments. Learn strategies for clear communication with colleagues. Develop skills for conflict resolution within the team (Saydakhmetova, 2020). Practice requesting and aiding during guest interactions.
	Group discussion, role-playing scenarios
	1 hour
	Pre/post-training survey, team-building activity

	Guest Room Technology
	Understand the operation of in-room technology (TV, thermostats, safes). Learn how to troubleshoot common guest issues (Wi-Fi connectivity, TV malfunction). Practice communicating effectively with guests about technical difficulties.
	Classroom lecture, direct practice session
	1 hour
	Pre/post-training quiz


Table 1: Level 4 Placement Hotel a staff training plan
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· Importance of cultural awareness within the hospitality industry using Kolb's model of reflection
Cultural awareness is of utmost significance within the hospitality industry as it is essential for conveying exceptional guest experiences and advancing a sense of inclusivity (Ho, 2020). According to Kolb's model of reflection, I acknowledge the significance of social awareness throughout every stage of the learning cycle, including experiencing, reflecting, thinking, and acting.
[image: Kolb's Learning Cycle]
Figure 1: Kolb's model of reflection
(Source: Self –created)
	Concrete Experience
	Interacting with guests from diverse backgrounds provides real-world exposure to distinct cultures.

	Reflective Observation
	Reflecting on these experiences allows individual to identify cultural nuances, norms, and communication styles (Ho, 2020).

	Abstract Conceptualization
	Through analysis and learning, I gain deeper insights into the importance of cultural awareness for effective communication and guest satisfaction.

	Active Experimentation
	Armed with cultural awareness, I adapt my approach and behavior to accommodate diverse guests, enhancing their experience and promoting positive interactions.


Table 2: Kolb's model of reflection
· Understanding of the subject changes over time
Throughout the years, my comprehension of cultural awareness in the hospitality industry has experienced outstanding advancement. In the beginning, I interpreted it as a frame for recognizing incongruities in social awareness and linguistic expressions. Upon careful thought and analysis of my encounters, I have come to recognize the noteworthy effect of this phenomenon on visitor satisfaction and the general victory of the business. Through my learning involvement, I have come to understand that social mindfulness extends beyond a superficial level of comprehension and insteps the development of compassion, flexibility, and initiative-taking measures to cultivate comprehensive situations. The enhanced comprehension has driven a shift in my approach, compelling me to prioritize continuous instruction and development in intercultural competence to successfully suit visitors and cultivate a more comprehensive and differing hospitality setting.
· Learn as a result of the experience
This experience has enabled me to understand the immense significance of social mindfulness within the realm of the hospitality industry (Rustamov and Mamaziyayev, 2022). It has been found that the relationship between effective communication and client satisfaction is intricately connected to the ability to comprehend and appear regarding differing social foundations. This understanding led to my choice to put emphasis on continual education and headway around intercultural competency, including proficiency in dialect, cross-cultural communication abilities, and empathy. Besides, I picked up knowledge that social mindfulness envelopes more than fair the acknowledgment of diversity, but also includes deliberate actions to cultivate inclusive settings in which each person feels regarded and treated with respect. In conclusion, I have developed an increased understanding of the noteworthiness of social mindfulness in developing important intelligence with benefactors, improving their encounters, and supporting the general success of the hospitality industry.
· Importance of the experience 
This encounter is significant as it underscores the fundamental part of social mindfulness in the hospitality industry as per me. A comprehensive understanding and thought of different social backgrounds are indispensable to encouraging compelling communication, guaranteeing visitor fulfillment, and driving general trade victory (Kim, 2020). Recognizing the centrality of social mindfulness empowers me to successfully oblige visitors from differing foundations, advancing inclusivity, and encouraging positive encounters. This encounter emphasizes the significance of continuous instruction and development in interpersonal competence to suit the changing requests of guests and contribute to an affable and all-encompassing neighbourliness’ environment.
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Benefits of multilingualism
· Ability to assist guests from diverse linguistic backgrounds.
·  Providing information and services in guests' native languages improves their overall experience (Tursunovich, 2023).
·  Attracting and retaining a broader customer base by catering to multilingual guests.
· Facilitating smooth interactions between staff and guests, minimizing misunderstandings.
·  Demonstrating respect for guests' language and culture fosters positive relationships.
The practice of multilingualism at Premier Inn, Maidstone has been found to yield a large number of advantages and positive results (Tursunovich, 2023). The capacity of representatives to communicate in numerous languages contributes to the enhancement of client benefit, eventually resulting in heightened levels of visitor fulfilment and dependability. This capability confers a competitive advantage by engaging a more extensive client demographic and improving money-related returns. 
Importance of language awareness skills for hotel staff.
· Clear communication between staff and guests ensures smooth interactions and avoids misunderstandings.
·  Understanding guests' needs and preferences allows for personalized service, leading to higher satisfaction Language awareness skills enable staff to respond promptly to guest inquiries and requests (Irkinovich, 2022).
·  Language awareness promotes respect for guests' linguistic and cultural diversity.
It is basic for the hospitality experts utilized at Premier Inn, Maidstone  to have dialect mindfulness abilities. Successful communication is key to guaranteeing proficient service delivery and expanded visitor satisfaction by tending to their prerequisites (Irkinovich, 2022). Employees can upgrade their capacity to collaborate, resulting in increased collaboration and expanded efficiency. 
Where is the language spoken?
· English is spoken among staff individuals and with visitors at Premier Inn, Maidstone .
· English is the official dialect of the UK, making it fundamental for daily intuitiveness in different settings.
· English serves as a lingua franca within the hospitality industry, encouraging communication between staff and visitors from assorted linguistic foundations (Guillén et al., 2020).
· English is utilized in signage, menus, and other composite materials inside the hotel premises.
The predominant language utilized for communication at Premier Inn, Maidstone is English, which is employed by staff members when connecting with both colleagues and guests. English capacities as a common language of universal travel, especially within the hospitality industry. The English language is utilized in composed communication for signage, menus, and other printed materials found inside the hotel property (Guillén et al., 2020). The overwhelming language spoken at Premier Inn, Maidstone is English, serving as the essential medium of communication among the staff and with guests. Premier Inn places emphasis on the advancement of English language capability to encourage successful communication and benefit arrangement, subsequently improving the overall guest experience.
Is it hard to learn? 
· English grammar rules and abnormalities can be challenging for non-native speakers to grasp.
· English articulation can be difficult due to irregularities and varieties in accents.
· English encompasses a vast vocabulary with numerous words having different implications, making it challenging to master (Perso, 2020).
The securing of English language skills presents an imposing challenge because of its complex nature, abnormalities in elocution, broad vocabulary, and joining of idiomatic expressions (Perso, 2020). The challenges experienced by non-native speakers are regularly ascribed to the complexities of language structure rules, abnormalities, and changes in complements. 
What is polite/impolite in a business context?
· Greeting with a smile, using please and thank you, addressing people by their titles, maintaining eye contact, and respecting personal space (Barili and Byram, 2021).
·  Interrupting others, speaking loudly, using slang or informal language, invading personal space, being dismissive or rude.
In a corporate setting within Premier Inn, Maidstone, the demonstration of neighbourliness is proven by the utilization of considerate welcome, conscious dialect, and attentive listening (Barili and Byram, 2021). The staff individuals engage in cordial intelligence with visitors, employing considerate language and addressing them by their titles to project a sense of polished skill. Furthermore, they extend a warm welcome to all patrons entering the foundation.
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