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[bookmark: _Toc165526196]Component 1 – Professional reflection
While working as a Front Office employee, I gained some experiences. During my tenure as a front office employee, I also encountered a situation during the check-in process where there was a situation of cultural misunderstanding. The situation involved a guest who came from Japan. The situation took place when he was checking in and I generally followed my usual protocol. I just made a small talk and engaged in a casual conversation for the purpose of establishing record and mutual understanding with the guest. But I noticed that the guest seemed quite uncomfortable and also tried to avoid direct eye contact with me. This particular situation was quite puzzling to me and I had no idea about the cause that made the guest uncomfortable while trying to make conversation. After having the interaction, I came to understand that my approach of interacting might have been perceived as too informal for the guest. The culture of my guest had a strong emphasis on respect and the maintenance of a certain level of formality in the process of conducting professional interactions (Abramson and Moran, 2018). This particular incident made me aware about the aspects of cultural differences and how the cultural differences might be affecting the guest experience in the front office activities in a hotel. My only intention was to make the guest feel comfortable and welcome but the way I interacted might have caused them unease and uncomfortable. This particular situation provided me with the insight of the impact of cultural misunderstanding on the business activities and the maintenance of customer satisfaction as well. After reflecting on the situation, I recognise the practical importance of being aware about the cultural sensitiveness, cultural sensitivities and the importance of adjusting my approach according to the cultural aspects of the guests. For the purpose of preventing such misunderstanding in future, it is necessary for me to develop an in-depth understanding about different cultural norms and values. It will be necessary for me to educate myself about the customs and communication styles of guest coming from diverse backgrounds. One of the practical skills necessary for me to acquire is to work on practical active listening and observing the non-verbal cues of the guests (Adekunle, Alharahsheh and Pius, 2020). It is also necessary for me to have the habit to pay close attention to the body language and expressions made by the guests in different situations. By paying close attention to body language and expressions, it might be easier for me to measure their level of comfort and adjust my approach on the real time basis. I also need to improve my language proficiency in English preferably which will serve as a common language for international guests (Bavik, 2016). I also plan to adopt a more patient and open-minded approach while interacting with international guests coming from different cultural backgrounds. So it is necessary for me to continue to educate myself and improve my communication skills in order to effectively deal with guests in hospitality business activities. 

[bookmark: _Toc165526197]Component 2 - Training plan
Based on the reflection provided above, following is a training plan for the purpose of equipping front office employees with cultural sensitivity and effective communication skills as well. 
For the purpose of addressing this particular challenge and brooking the order of just experience I have behind inflow training plan which will focus on cultural sensitivity, effective communication and adaptability. The plan will help to equip them with proper skills and knowledge required for navigating different types of cultural backgrounds and providing exceptional services to all the guests. 

· Cultural Awareness Workshop: The training program will begin with a cultural awareness workshop for the purpose of introducing the employees about the basic concepts of intercultural communication. This will incorporate and overview of the cultural dimensions provided by Hofstede and the way of applying the cultural dimensions to the interactions with the guest from different cultural backgrounds. There will also be different types of group discussions for the purpose of exploring different customs in order to promote open dialogue and mutual understanding among the employees. 
· Language and Communication Training: Effective communication is very much crucial for the purpose of improving the cultural awareness among the employees and this particular part of the training will focus on several specific aspects. One of the best friends that will be focus will be the language proficiency improvement especially in English so that the employees can be able to ensure clear and conscious communication with international guests (Chandan Maheshkar, Vinod Sharma and Igi Global, 2018). Techniques for active listening and observing the nonverbal cues use will also be essential to assess the comfort levels of the guests and adjust the interactions accordingly as well. The training will focus on training up the employees to get knowledge about clear respectful and professional language which will also afford idiomatic expressions which may confuse the non-native English speakers. 
· Role-Playing Exercises: The role-playing exercises will provide employees with the practical knowledge about handling different types of cultural scenarios. The exercise will involve simulated guest experience. The guest experience will be stimulated which will also include check in and check out procedure room observations and special requests from guests coming from diverse backgrounds (Christiansen, John David Branch and Karmowska, 2020). Feedback sessions will also be provided where the employees will be able to reflect on the performance and receive constructive feedback from the trainers and other colleagues as well. 
· Continuous Support and Resources: Continuous support and resources will be provided for the employees so that they can get practical knowledge about proper customer service. The employees will be provided with necessary access to the cultural resources like books, articles and online courses about intercultural communication (Deresky, 2017). Different mentorship opportunities will also be provided where the experience the employees will guide the fresh employees about effective navigation of cultural aspects in guest interactions. 
· Guest feedback and satisfaction surveys will be provided to improve the level of customer service. 

By following these aspects, it might be easier for the organisation to train up the employees about effective cultural understanding and interactions. 
[bookmark: _Toc165526198]Component 3 – Student self-reflection
This particular component will provide a self reflection using Gibbs Reflective cycle. I will try to critical reflect on my understanding about the photos of cultural awareness within the hospitality industry (Williams, Woolliams and Spiro, 2020). The model incorporates stages like description, feelings, evaluation, analysis, conclusion and action plan. 
[bookmark: _Toc165526199]Description
Cultural awareness plays a vital role in the process of ensuring a positive guest experience and fostering an inclusive environment throughout the whole organisation. Initially, my understanding about cultural awareness was quite limited and I believed that a basic understanding of different cultural awareness was enough for me while working in the front office operations. But after having encounter about a scenery of a guest from Japan, I realised the significance of having a nuance and people understanding about the cultural norms and values. 
[bookmark: _Toc165526200]Feelings
At the time of the interaction, I felt confused and also concerned about the discomfort of the guest. I tried to establish interaction and rapport through casual conversation but that particular strategy did not yield expected result. This particular experience also provided me with the reflection about my approach.
[bookmark: _Toc165526201]Evaluation
After looking back to my experience and understanding about cultural awareness, I recognise that my initial understanding about cultural awareness was quite simple. The casual approach of interacting with the guest from Japan may have been perceived as disrespectful. The incident highlighted a practical need for following a customised approach file interacting with people from different types of cultural backgrounds. This particular realisation provided me with the opportunity of understanding different complexity of intercultural communication and the significance of adjusting the behaviour for the purpose of meeting the expectations of the guest. 
[bookmark: _Toc165526202]Analysis
After conducting the reflection my realisation is that cultural awareness is not only about knowing general facts about different cultures rather it is necessary to have proper attention to different non-verbal cues. It is also very much necessary to have the confidence to ask questions for clarification and also being mindful about the preferences and problems of the guests. Effective inter cultural communication involves managing different types of uncertainties and adapting to different types of cultural context as well. My interaction with the Japanese guest provided me the understanding about the importance of adaptability.
[bookmark: _Toc165526203]Conclusion
As a practical result of the experience, my understanding about the cultural awareness as people has increased to a significant extent. I really appreciate the importance of continuous learning and self improvement in the area of communication in a culturally diverse situation. It is very much necessary to deal with every guest with having an open mind and practical in the communication style to deal with different cultural norms. 
[bookmark: _Toc165526204]Action Plan
I plan to take necessary steps to further develop my cultural awareness.  I will take part in different cultural training programs and will also try to have a opportunities for mentorship from my senior colleagues and experts in cultural and intercultural communication to improve my practical knowledge and skills regarding cultural awareness and interactions. 
 
[bookmark: _Toc165526205]Component 4 – Training presentation

Slide 1: Introduction
[image: ]
Note: Welcome everybody. This particular Presentation how will discuss about the process of enhancing guest experience through multilingualism and language awareness. Multilingualism and cultural awareness are very much necessary for the hotel employees to provide exceptional guest service for individuals from different types of cultural backgrounds. The presentation will take no more than 5 minutes to complete. 

Slide 2: The Benefits of Multilingualism
[image: ]
Note: There are numerous benefits of multilingualism in the context of hospitality industry. As far as the Hilton hotel is concerned, multilingualism can provide with the benefit of improved guest satisfaction and loyalty among the customers. It is also easier for the employees of the hotel to ensure effective communication and understanding when the employees have the knowledge about multilingualism and availability to interact with different individuals coming from different countries and cultural backgrounds in different languages. Multilingualism can also help increase cultural sensitivity, awareness and respect between the front office employees and guests. Proper competition advantage can also be achieved by the hotel if the employees are aware about multilingual aspects and expertise. 
Slide 3: German Language Overview
[image: ]
Note: German is one of the most prominent languages spoken in Europe. The prominent German-speaking countries include Germany, Austria, Switzerland, and some parts of Belgium and Luxembourg. It is a widely spoken language in Europe. Learning German language is relatively straightforward in terms of grammar and vocabulary. The pronunciation of German language is challenging to a great extent for other people. 
Slide 4: Politeness and Cultural Norms in German Business Context
[image: ]
Note: As far as the politeness and cultural norms in German business context are concerned, there is a practical emphasis on punctuality and professionalism. Delete communication style is used and some practical gestures are considered standard such as handshakes and maintaining eye contact. 

Slide 5: Direct Examples from the Hotel Industry
[image: ]

Note: The use of Herr or Frau can be used. Offering multilingual services like brochures, menus, and information in German can also be useful. 
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> Direct communication style is used (Ying et al., 2018)

> Handshakes and eye contact are considered standard greetings (Swick, 2013).
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>Welcoming German guests at Hilton Hotel with formal greetings using
appropriate titles like Herr, Frau (Smith, 2018)
>Offering multilingual services like brochures, menus, and information in

German (Putri Harahap, 2020).

>Dealing with complaints with respectful communication
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