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[bookmark: _Toc166872190]Component 1: Professional Reflection
I worked in the hospitality sector as a Food and Beverage employee and witnessed different cultural and linguistic issues when foreign visitors came to the restaurant. As per the research work of Christiansen et al. (2020), I have identified that cultural misunderstanding can occur due to different reasons by which linguistic barrier is coined as the main issue. From the same study, it is also identified that due to the cultural gaps, indications guests might find it difficult to understand employees in the workplace. During my Level 4 Placement program, I worked as a waiter in the F&B field in a hospitality company and discovered the negative impact of cultural misconceptions on employees’ and organisations’ reputations. During this time, I had seen a case of cultural misunderstanding between my coworkers and a visiting Chinese family. To please this family, my coworkers greeted the family, who had booked a reservation for dinner at our outlet, by bowing slightly. But at that specific moment, the guests were concerned by what they believed to be an excessively formal guess deeper than usual gestures.
Based on the perspective of Maheshkar and Sharma (2018), I have identified that cultural misinterpretation can stem from multiple factors including communication style barriers, a lack of cultural awareness and unambiguous expectations regarding customers. Using my experience, I can say that the staff's attempt to accommodate international customers' cultural etiquette expectations might result in cross-cultural communication issues. Because of their ignorance of cultural etiquette, employees get negative feedback from different cultures which severely affects organisational reputations.  From the case example and scholarly analysis, I have identified that I need to foster some areas of my personal skills because these can help me to achieve success in cross-cultural communication facets. Based on the findings of Christiansen et al. (2020), I have identified that by attending different small and long-term professional learning campaigns, one can easily overcome professional drawbacks accordingly. To prevent cultural miscommunication, I am trying to understand the concept of ‘word-less conversation’ where I can understand visitors’ indications through their gesture-posture and body language. The aforementioned incident has taught me how important it is to increase cultural awareness to reduce cultural misunderstanding in corporate domains. To become more efficient in communication management, I need to concentrate on increasing my cultural intelligence and understanding various cultural approaches. If I find any cultural misunderstanding issues in a hotel industry during lunch or breakfast time, I will try to understand what my guest is trying to say by his/her body language. Once, I understand whether he is angry or not then try to make him please by providing our best services. Being a leader, I will also consider the concept of keeping an interpreter in a world-class hotel to ensure seamless customer service to all visitors. While employing interpreters in the workplace, I need to work through group activities. So, I need to foster my leadership skills also to overcome communication misunderstandings. Through acquiring and using intellectual leadership abilities, I anticipate that I can enhance my understanding of cultural distinctions. In this area, I need to utilise the Hofstede Cultural Dimension and analyse national and organisational culture accordingly (Hofstede et al. 2010). By analysing this model, I can easily identify the factors of power distances, masculinity and femininity and other areas of the targeted visitors’ culture and treat them accordingly. 
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China’s Position in the Hofstede Model
(Source: Hofstede, 2024)
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Based on my experience in floor working areas as an F&B staff, I would like to develop a proper training plan for my team members and employees to foster their cultural awareness to avoid awkward situations. Being a leader in an international hotel company, I need to develop a robust Training Plan to enhance the skills of my co-workers. By applying Cognitive Learning Theory, I am going to develop this professional plan accordingly. 

	Training Plan

	Aim of the Plan
	Developing team members’ abilities to understand different cultural affairs and develop cultural awareness to provide flawless customer services are two main objectives of this training plan. 

	Objectives
	· To gain a deeper understanding of ethnic customs and beliefs to appreciate cultural differences 
· To cultivate emotional intelligence and cross-cultural abilities to reassure visitors
· To foster open communication and increase staff flexibility to prevent cultural misunderstanding 

	Basic Thoughts
	It is critical to recognise staff members’ interest in emotional intelligence development and to explain to them how it might enhance their approach to career advancement in the hospitality industry. Investing in training programmes that support brand reputation maintenance and customer interactions helps to build a culturally competent team. 

	Basic Components
	· Practical Skills Development for Employees
· Cultural Briefing
· Continuous Development 

	Timeline 
	08-12 months


Training Plan
(Source: Self-developed)
Justification for selecting the Training Model: According to cognitive training and learning theories, enhancing people’s capacity for achieving economic success requires acquiring practical skills. Workers must be aware of cultural differences to anticipate and meet the expectations of clients from a variety of backgrounds in the hospitality industry. They must also be able to utilise their practical understanding of cognitive training and learning to solve problems and deliver high-quality customer service inside business areas. To enhance the abilities of my teammates, I need to concentrate on training and learning approaches about an in-depth analysis of successful language learning programs to use advanced learning tools including digital portals to enhance cognitive abilities on cultural awareness. I anticipate that through this training initiative, employees can discover their skills and knowledge gaps and enhance communication with guests from diverse cultures by giving them a contextual understanding of different cultures. Another reason behind incorporating this training model is its helpful mechanism to identify learners’ drawbacks and provide the most effective support individually. By utilising this model, employees can improve themselves continuously through continuous learning on diversified cultural facets in working areas. 
[bookmark: _Toc166872192]Component 3: Student Self-Reflection 
During the level 4 placement process, I gained a variety of insights into language and cultural obstacles, which enhanced my understanding of managing culture in the hospitality industry. In presenting my learning experience, I have used Gibb’s Reflective Cycle to demonstrate my understanding and learning. 
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Gibb’s Reflective Cycle
(Source: Self-Developed)
· Description: The introduction of the cultural awareness module has provided us with a variety of learning resources and activities that help in our understanding of the significance of cultivating cultural understanding to success in the hospitality industry (Hampden-Turner and Trompenaars, 2020). I struggled in my career because I was ineffective at reading people's indications, particularly when they came from different cultural backgrounds. This module's realistic scenario-based learning approach made it easier for me to comprehend how to build nonverbal communication. I participated in projects where our teachers gave me advice on how to raise cultural sensitivity in the hospitality sector. 
· Feeling: I feel engaged with the entire program because it helped me to identify different perspectives of cultural awareness which are essential in fostering good customer experiences. I was first concerned about the difficulties in learning about various cultural customers and traditions because they could make it difficult to grasp how to increase guest happiness in the hospitality sector. I find it challenging to comprehend the various associated cultural backgrounds and presumptions because they are so different from one another (Hampden-Turner and Trompenaars, 2020). I feel engaged with this program because my mentors and seniors have assisted me in resolving multiple cross-cultural issues and cultural awareness-related concerns in the hospital industry. 
· Evaluation: After completing the entire module, I can mention that my understanding of cultural awareness has grown and I can now formulate appropriate responses for guests from diverse cultural backgrounds. To increase competitiveness I am aware of specific etiquette for the top 10 client countries in our hotel. It has come to my attention that nonverbal and verbal communication abilities are crucial for cultivating cultural awareness practices because they foster critical reflection that can be used to identify communication lacks accordingly. With the help of my strong communication abilities, I may become more respectful to visitors from other cultural backgrounds through my communication channels. I have also evaluated my research skills and identified that due to my knowledge of professional research, I can effectively identify the most accurate techniques for smart and flawless communication. 	
· Analysis: After the evaluation of my skill development and required areas for development, I can analyse the entire program from different points of view. By measuring my responses to various cultural disputes as examples, the placement process also assisted me in understanding the cause of cultural conflicts. Based on the perspective of Abramson and Moran (2018), it is identified that a deficiency in emotional intelligence may hinder an individual's ability to demonstrate understanding of guests from other cultural backgrounds, potentially coming across as inconsiderate. I have analysed my skills and identified that my critical thinking abilities are not so strong which might harm my innovative power in cross-culture communication
· Conclusion: I can conclude that my self-awareness has increased as a result of the learning process and the shifting cultural landscape in the hospitality industry will help me modify how I interact and behave with clients from various cultural backgrounds. 
· Action Plan
	Skills 
	Required Strategies
	Timeline

	Active Listening 
	I need to enhance my active listening skills by giving more time to guests and trying to understand what they want to say. 
	03 months

	Critical Thinking
	I will enhance my learning abilities and analyse time on other researchers’ work on cultural awareness.
	06 months

	Cross-Cultural Knowledge
	I need to attend more cross-culture awareness programs and campaigns.
	09 months
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Slide 1: Cover Page
Slide 2: Title Page
Slide 3: Positive Influence of Multilingualism
· Speaking multiple languages facilitates smooth interaction with foreign visitors (Christiansen et al. 2020)
· Multilingualism helps to provide customised customer-services 
· Boost satisfaction and decrease cultural misconceptions 
Note: Developing Multilingualism among staff members in the hospitality sector is crucial for improving language awareness and opening up access to the global market by pleasing guests from distinct cultures. 
Slide 4: French Language Speaking Areas
· Throughout the French and its surrounding countries
· Many territories in Spain and the UK (Statista, 2023)
· Different international companies and hotels use French
Note: The French language is widely spoken in different areas across Europe. It is found that many large hospitality companies hire French-speaking staff in their workplaces to provide seamless customer services. 
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French Speaking Percentage in the Europe
(Source: Statista, 2023)
Slide 5: Learning French; Hard or Easy? 
· The French language is different from English and German language (Statista, 2023)
· Learning French is not so difficult for newbies
· Speaking and writing in the French language is nearly the same
· JW Marriott, Premier In, Travelodge and others focus on keeping employees from other cultures 
Note: People do not need to put too much effort into learning the French language because its grammatical and verbal approaches are not so critical. Proper training and practices can help a person become efficient in this language. In the hospitality sector, many companies hire French-speaking candidates to serve guests who belong to the French culture. 
Slide 6: Polite and Impolite for Business Context
· Polite cultural approaches help guest-service representatives to maintain the organisational reputation (Maheshkar and Sharma, 2018)
· Acquiring an understanding of formal and informal language becomes important in a business context
· Giving a physical greeting to guests is essential for creating a positive and welcoming environment 
· JW Marriott is always concerned about maintaining proper polite etiquette for its guests
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Aspects of language etiquette
(Source: Jdetawy and Hamzah, 2020)
Note: To improve the attitude and civility in customer management, it is crucial to raise awareness among employees about the need to create linguistic etiquette based on cultural context. 
Slide 7: Language Learning Improvement
· Large companies like JW Marriott develop training courses for language acquisition.
· Acknowledge people's accomplishments in intercultural communication to inspire others (Deresky, 2017)
· Premier Inn also focuses on multi-cultural business approaches to foster good customer experience 
Note: Creating multilingual training programmes is crucial for assisting staff and enhancing customer service to succeed in cross-cultural communication in the hotel and hospitality sector. 
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