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The hospitality industry is all customer-centric where positive and pleasing personalities of employees are expected. Therefore, it is important to communicate effectively in both written and spoken language within formal settings, hospitality business, and professional contexts. Also, it is vital to understand international consumer behaviour to enhance guest service delivery, through gaining a knowledge of global customs and culture. Here is a scenario in which an F&B employee developed a cultural misunderstanding with a hotel guest based on a difference in language (Irkinovich, 2022). Such cultural misunderstandings can occur frequently in the hospitality industry where the staff needs to deal with international people. To avoid such circumstances in the future, it is vital to develop the necessary skills related to handling human behavioural changes. Here are the details of the scenario:
[bookmark: _heading=h.30j0zll]Scenario
The location of the situation was a dining restaurant. The time of issue was the dinner service time. A misunderstanding occurred between a French-speaking customer and a waiter. I observed the situation and found that the waiter was only aware of the English language. And, the customer was struggling to communicate his demand in English and was using French words. The waiter was unable to understand and the customer became frustrated. His frustration was elevating because he was expecting such a place that caters to international customers to have an excellent staff that can understand people from diverse geographical locations and possessing diverse cultural backgrounds (Irkinovich, 2022). The delay in understanding the order resulted in a delay in service and increased the hungry customers' anger. Such cultural misunderstandings are commonly noticed and reported in the hospitality businesses. These issues need to be addressed. But firstly it is important to understand the causes of misunderstandings, reasons could be differences in cultural norms, customs, language, and communication styles. 
In the observed case, the language barrier was the cause of the conflict which resulted in a negative experience for the guest. As an aspiring hospitality professional, I need to take preventive notes from such incidents to make sure I won't face such scenarios in my career. For that, I need to develop my language skills and learn commonly spoken foreign languages in my industry. As stated by Rustamov and Mamaziyayev (2022), in-depth learning is not required but the basic phrases and greetings languages of popularly spoken languages of French, Spanish, or Mandarin need to be learned. This is to enhance my competencies and to ensure smoother communication from my side. Moreover, I am required to improve my cultural awareness and sensitivity by acquiring knowledge of international customs and hospitality etiquette. These understandings of diverse cultural norms about dining customs, communication styles, and tipping practices will enhance my working abilities so that I will be able to serve guests in a better way from diverse backgrounds. By providing exceptional service, and effectively handling the cultural diversity, the hospitality staff can tackle the issues of any cultural misunderstandings and can serve better to the guests from around the world (Rustamov and Mamaziyayev, 2022).
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The above scenario highlighted the need for a training program for the hospitality staff members. The mentioned reflection presents a strong argument in favour of a staff training plan. This is to ensure that all the employees are equipped with better customer handling and effective communication skills in the future (Ho, 2020). With this purpose, the following training plan is suggested to address any cultural misunderstandings in guest service delivery:
Language Training: Hospitality businesses involve interactions with global customers from diverse cultural backgrounds. Therefore, according to Mohammed (2020), the hospitality staff must be aware of the basics of multiple languages to learn basic phrases and greetings in commonly spoken languages worldwide. The language proficiency assessments can be conducted to identify areas for improvement to curate training programs accordingly. Also, the practice of language exchange among the employees will aid in practising language speaking and listening skills.
Cultural Awareness Training: Apart from language, cultural norms contribute to common misunderstandings in the hospitality service business. Therefore, awareness of cultural norms, customs, cultural sensitivities, traditions, different etiquettes, etc is crucial to be taught to the hospitality staff members (Mohammed, 2020). For this purpose, the relevant seminars or workshops related to these concepts should be arranged regularly in the hospitality industry. For educating employees, some activities such as role-playing exercises in real-life scenarios, or case studies examples would assist in implementing the objectives of the training sessions among staff members more effectively. The training program should also educate about creating an all-inclusive and respectful workplace culture to value the principles of diversity and inclusion in the working environment. And the open dialogue and discussions on the related subjects should be promoted within the staff and between the employees and trainers.
Communication Skills Training: As mentioned by Hampden-Turner and Trompenaars (2020), effective communication involves both verbal and nonverbal communication. Verbal communication is about speaking, presenting ideas, influencing, and negotiating. Whereas nonverbal communication involves written communication means, communicating via gestures, and expressions, and by providing a positive personality perception to others. Effective communication is the backbone of hospitality services. The employees must master this skill along with the inclusion of soft skills in their attitude as this is a customer-centric industry. Also, active listening is vital to better communication with customers and clients (Hampden-Turner and Trompenaars, 2020). To master this skill, training sessions, and workshops can be arranged focusing on the delivery of the concepts of empathy, active listening, and clear communication among the hospitality staff. Also, training should be offered on non-verbal communication tactics and body language for a better understanding of cross-cultural interaction etiquette. This industry demands patience, soft skills, a pleasing and positive attitude, flexibility, and adaptability among employees. The seminars of industry professionals and experts can also be arranged to inspire and keep motivation among the hospitality staff. 
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Here, a self-reflection is presented to critically reflect on my understanding of the importance of cultural awareness within the hospitality industry (Deresky, 2017). I agree that, with the implementation of the presented comprehensive training plan, the employees will be more competent, skilled, and confident while communicating with guests from different cultural backgrounds.
How did my understanding of the subject change over time? 
I proactively studied during my course and did extensive industry research when required. These all broadened my knowledge and with the adventuring syllabus my understanding deepened and evolved. And, on gaining the learnings from the industry professionals using workshops, seminars, industry events, etc, I acquired the knowledge of the practical world (Abramson and Moran, 2018). But it was then when I started my internship, I gained the knowledge of the practical world where adaptability plays a significant role in handling unexpected scenarios. Also, on observing the mentioned scenario my opinion on the importance of cultural awareness in the hospitality industry strengthened significantly. I understood that the knowledge of cultural awareness is important to avoid misunderstandings and conflicts in guest interactions. And with continuous learning on the subject, I realised that cultural awareness is beyond communication. It plays a significant role in delivering exceptional, customised, and personalised services to the guests. This is how my learning on the subject evolved (Abramson and Moran, 2018). 
What did you learn as a result of the experience? 
With the practical learning experiences, I understood that cultural awareness is not just about language proficiency but also it includes the understanding of diverse cultural norms, customs, etiquette, and traditions. Also, the employees in the hospitality industry need a respectful attitude towards all cultures and their mindset should accept the diversity and inclusion principle. On gaining experience, I started to admire the cultural differences and generated the feeling that diversity is a reason to celebrate and gain unique life experiences to enrich life. Therefore, I adopted the practices related to guest satisfaction and positive relationships by heart. Now I feel more optimistic, confident, and dedicated to contributing to hospitality services and building my successful career in this industry (Maheshkar and Sharma, 2018).  
Why is the experience important?
This experience provided me with an opportunity to look at the practical aspects of theoretical knowledge. I was aware of the hospitality services knowledge but the experience provided me with a practical example of the importance of cultural awareness in the hospitality industry. Also, I realised that the knowledge of cultural awareness is directly linked to my professional development. Because those who possess the mentioned hospitality attitude will have a greater chance to succeed in this field. I am determined to make my successful career ahead in the hospitality industry so I am completely open, willing, and proactively dedicated to learning cultural awareness comprehensively (Maheshkar and Sharma, 2018). The knowledge of global customs and cultures will strengthen my competencies, interpersonal skills, and competitiveness in the hospitality job market. I am embracing cultural diversity as my professional need because it is a fundamental skill for hospitality professionals. Now I am committed to attending all my guest interactions with respect, and empathy.
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Speaker's Notes: Multilingualism will also aid in gaining a competitive advantage in the hospitality industry. The businesses that are offering multilingual services demonstrate their commitment to diversity and excellence in customer service. This attracts customers and enhances the brand's reputation. Also, it is found that multilingual individuals develop strong cognitive abilities, like problem-solving, flexibility, adaptability, and reasoned decision-making which is essential in hospitality services. 
Slide 3: Language Example - French
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Speaker's Notes: French is not difficult to learn but people enjoy speaking French. While handling French guests, it is polite to greet guests with 'Bonjour', 'Monsieur' (Sir), or 'Madame' (Madam). In contrast, it is impolite to address guests by their first names and use informal language. Also, interrupting or disturbing business meetings or interactions is considered impolite in a French business environment.


Slide 4: Cultural Awareness
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Speaker's Notes: Cultural awareness demands cultural sensitivity, respect for inclusion, and diversity in the attitude of hospitality staff. In some cultural norms offering a firm handshake or avoiding eye contact are considered impolite. A tip for avoiding such incidents and improving guest experience is to practice real-life scenarios with colleagues. Also, regular training sessions on cultural awareness should be arranged for the employees. 
Slide 5: Benefits of multilingualism
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Speaker's Notes: Smoother guest interactions, improved customer service, branding, positive feedback, and stronger customer relationships are some of the benefits of multilingualism. Also, it promotes empathy and mutual respect which contributes to an overall harmonious hospitality industry. Also, multilingualism aids in providing more personalised and culturally sensitive services. Plus, hospitality professionals can advance on their career paths by adding multiple languages to their portfolio. This is how they can acquire international jobs and improve their cognitive skills and financial prospects.
Slide 6: Conclusion
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Speaker's Notes: For the organisational success of the hospitality businesses it is vital to promote cultural diversity and multilingualism. It also aids in the career advancement of hospitality professionals. They can access diverse international job markets where demand for language skills is high. Therefore, it is essential to conduct regular training on cultural awareness, and multilingualism in the hospitality businesses.
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* Cultural awareness has significant importance in the
hospitality industry.

* But due to cultural differences, negative incidents during
guest interactions are reported {Zhai and Wibowo, 2023).

* In training employees, emphasizing the importance of

respecting diverse customs and traditions is needed.
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Benefits of multilingualism

* Multilingualism offers a wide range of
benefits in the hospitality industry
(Makhmudov, 2020)

¢ Enhanced Communication, Cultural
Exchange, Competitive advantage, improved
problem-solving skills, and career
advancements, are some of them.
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Conclusion

* The importance of multilingualism and
cultural awareness in the hotel industry is
understood.

* It is vital to embrace diversity and inclusion

in hospitality staff (Makhmudov, 2020)
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Enhancing Guest Service via
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Introduction

* The importance of multilingualism and cultural awareness in the
hospitality industry is evident.

* The adoption of effective communication and cultural sensitivity in
guest interactions is suggested in the training (Christiansen, Branch
and Karmowska, 2020).
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Language Example - French

» The French language is common in France,
ﬂt Europe, and some parts of Canada, and Africa
¢ Ommf (zhai and Wibowo, 2023)
ga vd « Acommon phrase used in French for greetings
is "Bonjour, comment ¢a va?" which means
Hello, how are you? in English.





