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Component 1

[bookmark: _Int_MTXOPeHh]Cultural misunderstanding is often present as international tourism and freedom of moving to a different country than the one where we were born has increased in the last decades (Blackall, M. 2019). Every country has different expressions and meanings in comparison to Dex meaning. As i am born in Romania, English is a foreign language for me and i could only learn from mistakes and meanings of English expressions in time. One of the experiences where i encountered a cultural misunderstanding happened in a hotel after dinner service, where i was the guest and during my stay i approached a member of the staff from reception asking: ‘’Sorry do you have any nuts?”. My question was genuine and nothing to do with the actual expression in English, however as De Lernsvder, 2022 suggests, cultural misunderstanding negative effects were high and had a negative impact on the receptionist behavior and i had to apologize and discuss further with the manager on shift. To prevent future cultural misunderstanding i had to spend more time reading about expressions and interpretation, learn and listen more from English colleagues on how to interact, ensuring that my words would not affect or create any cultural misunderstanding. As descried by Aririguzoh, 2022, people have different cultural backgrounds and is important to understand how effective the cultural communication is, by appreciating and respecting cultural differences as social order is maintained through clear communication. As we care unconsciously about our own cultural expressions and we introduce them into our conversations, we end up being judged and judge others based on their cultural values. I completely disagree with the above and the skills that i developed in time since i live in United Kingdom are related to respect for the culture, i speak more slowly and clear to ensure clear communication, adapt and embrace English culture, active listening, asking friends and colleagues to provide me continuous feedback on how to improve my communication related to expressions, reading different articles and books about English history allowing me to understand and reflect on better ways of approaching people. As suggested by Marquis et al, 2016, misunderstanding can occur when discrepancies are between the intention of the words said or written and the actual understanding and conclusions of the recipients about the information received. Same source suggests that recipients and the main speaker should know the importance of verbal scale as a whole content and the outcome, instead of analyzing each proposition and extract it from the contexts avoiding misunderstanding and re-confirm back to the recipient if needed through a written statement. Regarding my behavioral change after analyzing the above expert's opinion, i will ensure that whole context is clearly understood and avoid short propositions to prevent misunderstandings, i will avoid stereotypes and any proposition that can be related to personal space and image, non-verbal communication such as eye contact and body language to be appropriate.

Component 2
As suggested by Mkono, 2010, cultural awareness training is a wonderful source that can be used as competitive advantage, businesses can outperform and outsmart each other all based on culture knowledge. Same source suggests that cultural awareness training teaches employees how to create a more efficient teamwork using the communication across cultural barriers and reducing workplace conflicts as too often the conflicts are coming from cultural misunderstandings. For example, Marriott, 2024 they have a cultural diversity program being inclusive and supportive of creating a peaceful working environment for all cultures offering recognition. Their staff have special programs specifically made for diversity and inclusion.
Reflecting on the above cultural misunderstanding, below is a training plan outlining important information for employees to avoid similar situations of cultural misunderstanding.
Training Plan
-Gaining cultural knowledge: education about other cultures, beliefs, traditions and history by asking questions, being open mind, the need to learn and listen to differences between cultures, curiosity of gaining knowledge and accept that every culture has different values and perceptions (Wisner, 2023)
-Cultural intelligence levels: cultural intelligence can be improved by active listening and engage genuinely to understand and comprehend other’s norms, values and experiences. Being a crucial skill for success and development, cultural intelligence has four steps (action, drive, knowledge and strategy). Discipline and understanding others at a deeper level by resonating with different cultures will overcome to possible cultural misunderstandings that can occur (Cohen 1983)
-Identifying and evaluating the organizational benefits of the cultures: positive impacts such as feeling valued and appreciated, a pleasant working environment where different cultures are engaged with other members of the staff / guests, written forms where employees can share anonym feedback using the four types of organizational culture such as market, hierarchy, adhocracy and clan culture (Zheng, Yang and McLean, 2010)
-Eliminating assumptions and perceptions about other cultures: being humble and respectful, inclusive by avoiding speaking a different language in the presence of other cultures, be mindful of own culture and how this can affect your communication level, learn from reliable trusted sources about other cultures, differences between cultures exist, however, assuming that everyone is different and no one has to be judged for the culture and values that they own (Langstedt, 2018)
-Cultural knowledge implementation: communication: clear verbal and non-verbal communication, ‘’keep it simple’’, always a native speaker must be around if customers need further clarification from a team member who is not a native speaker to avoid cultural misunderstandings, promotion of good manners is a step in building cultural awareness improving emotional wellbeing / emotional judgement and improvement of workplace relationships. Celebrating traditional holidays of workplace colleagues will engage the rest of employees to learn more about cultures, observing specific attitudes and behaviors of foreign customers and workplace colleagues can help other colleagues to understand logic values and attitudes specific to cultures that define their behavior (DeakinCo, 2023)
-Cultural differences and time zones: surrounded by customers and colleagues from different countries, the importance of not disturbing customers on their non-working hours is essential and demonstrates the level of cultural awareness, same for employees with different cultures is important to understand their time off for traditional holidays allowing them to have a work-life balance (DeakinCo, 2023)
Component 3
In my understanding cultural awareness is extremely important in the hospitality industry as customers in hotels speak different languages and are visiting different countries for business and leisure purposes meaning that customers have different habbits and come from a different culture, knowing the essential from most of the cultures makes customers feel welcomed, offering the unique experience that is extremely necessary for the reputation of the hotel, loyalty and wellbeing of the customers. As suggested by Lesroches, 2024 cultural awareness is reflected in customers experiences, the employees have better engagement and teamwork, the misunderstandings are prevented without conflicts, the relationships between businesses are improved, communication becomes effective, active listening is achieved, body language and non-verbal communication reflects genuine actions, and all the professional tasks are completed. My understanding of cultural awareness significance changed since i studied this subject for few weeks so far, as i was not aware that experience and work relations can be highly impacted without knowledge about other cultures. In time cultural awareness changes as mentioned above, in our days managers provide time off for their employees to ensure that people can celebrate traditional holidays even if thei live in a different country, allowing them to enjoy moments with family and have “home” feelings (Seek, 2024). As a result, i have learned from my mistakes as presented at the beginning that certain expressions can have different meanings for different cultures and is important to acknowledge and communicate effectively to avoid misunderstandings and further conflicts to occur in the future. Making assumptions about other people can influence negatively the workplace or customer experience, we must look at ourselves as we are not born with the experience, the experience takes time and mistakes that teaches us about cross-cultural understanding. By learning to appreciate and respect others that are different and as suggested by Evolves, 2024, we can relate better to others around us if we learn more about our own culture and habits as the above can make us better informed and more understandable when we relate with people from different backgrounds. The empathy level achieved through cultural awareness made me appreciate and embrace diversity in new way, my new wish is to meet more people from all cultures and backgrounds to enhance my new level achieved in cultural awareness as i learned how to understand others in a more deeply way and forget stereotypes, assumptions and appreciate each person for her own way of being. I agree with Fadiloglulari, 2023 that becoming a person that is cultural aware made me more curious about other cultures, makes me grow as a person, i am more open to new cultures, i can improve my communication skills and adapt to ensure that all future misunderstandings are completely avoided and no future conflicts.
Component 4
 [image: ][image: ][image: ][image: ][image: ][image: ]



Reference List
Aririguzoh, S. (2022) ‘Communication competencies, culture and SDGs: effective processes to cross-cultural communication’, Humanities & social sciences communications, 9(1), pp. 1–11. Available at: https://doi.org/10.1057/s41599-022-01109-4.
Blackall, M. (2019) ‘Global tourism hits record highs – but who goes where on holiday?’, The Guardian, 1 Jully. Available at: https://www.theguardian.com/news/2019/jul/01/global-tourism-hits-record-highs-but-who-goes-where-on-holiday (Accessed: 8th May 2024).
Cohen, L.M. (1983) ‘Applied: Cultural Awareness in the Human Services. James W. Green’, American Anthropologist. Oxford, UK: Blackwell Publishing Ltd, pp. 144–146. Available at: https://doi.org/10.1525/aa.1983.85.1.02a00150.
DeakinCo (2023) ‘7 Strategies for driving cultural awareness in your workplace’, DeakinCo, 16 March. Available at: https://deakinco.com/resource/seven-practices-you-can-implement-to-increase-cultural-awareness-in-the-workplace/ (Accessed: 9 May 2024)
De Leersnyder, J., Gündemir, S. and Ağirdağ, O. (2022) ‘Diversity approaches matter in international classrooms: how a multicultural approach buffers against cultural misunderstandings and encourages inclusion and psychological safety’, Studies in higher education (Dorchester-on-Thames), 47(9), pp. 1903–1920. Available at: https://doi.org/10.1080/03075079.2021.1983534 
Evason, N., (2019) ‘Romanian Etiquette – Cultural Atlas’, Cultural Atlas, no date. Available at: https://culturalatlas.sbs.com.au/romanian-culture/romanian-culture-etiquette (Accessed: 13 May 2024).
Evason, N., (2019) ‘Romanian Culture Communication’. Cultural Atlas, no date. Available at: https://culturalatlas.sbs.com.au/romanian-culture/romanian-culture-communication (accessed: 13 May 2024).
Evolves (2024) Why is cultural awareness important? Available at: https://www.evolves.com.au/why-is-cultural-awareness-important/#:~:text=Cultural%20awareness%20can%20help%20you,individuals%20from%20different%20cultural%20backgrounds. (Accessed: 15 May 2024).
Fadiloglulari, Y., (2023) ‘7 impactful benefits of cultural awareness’, Go Abroad, 26 July. Available at: https://www.goabroad.com/articles/benefits-of-cultural-awareness (Accessed: 14 May 2024).
Långstedt, J. (2018) ‘Culture, an excuse? —A critical analysis of essentialist assumptions in cross-cultural management research and practice’, International journal of cross-cultural management: CCM, 18(3), pp. 293–308. Available at: https://doi.org/10.1177/1470595818793449.
Kotoba (2023) Oela’s Poster about bilingual benefits of multilingualism. Available at: https://kotoba.commons.gc.cuny.edu/?p=579 (Accessed: 14 May 2024).
Les Roches Edu (2024) The Role of Cultural Awareness. Available at: https://lesroches.edu/blog/cultural-awareness-international-hospitality-careers/ (Accessed: 15 May 2024).
Marriott (2024) Diversity, Equity + Inclusion. Available at: https://www.marriott.com/diversity/diversity-and-inclusion.mi#:~:text=Marriott's%20DEI%20objectives%20include%3A,we%20recognize%20the%20whole%20person. (Accessed: 8 May 2024).
Marquis, R. et al. (2016) ‘Discussion on how to implement a verbal scale in a forensic laboratory: Benefits, pitfalls and suggestions to avoid misunderstandings’, Science & justice, 56(5), pp. 364–370. Available at: https://doi.org/10.1016/j.scijus.2016.05.009.
Mkono, M. (2010) ‘Cultural Awareness and the Global Hospitality Business’, Tourism analysis, 15(2), pp. 273–278. Available at: https://doi.org/10.3727/108354210X12724863553686.
Seek (2024) ‘Cultural Awareness in the workplace: A comprehensive guide’, Seek, 19 April. Available at: https://www.seek.com.au/career-advice/article/cultural-awareness-in-the-workplace-a-comprehensive-guide (Accessed: 14 May 2024)
Sun Garden (2024) Sun Garden Golf & Spa Resort. Available at: https://sungardenresort.ro/en/ (Accessed: 13 May 2024).
Wisner, W. (2023) ‘Cultural Awareness – How to be more culturally aware & Improve your Relationships’, Very Well Mind, 26 May. Available at: https://www.verywellmind.com/cultural-awareness-importance-how-to-develop-it-7500316 (Accessed: 8 May 2024).
Zheng, W., Yang, B. and McLean, G.N. (2010) ‘Linking organizational culture, structure, strategy, and organizational effectiveness: Mediating role of knowledge management’, Journal of business research, 63(7), pp. 763–771. Available at: https://doi.org/10.1016/j.jbusres.2009.06.005.

image4.jpg
Etiquette (Do and Do Not)

(Evason, 2019)

* Yawn and not covering mouth

* When sneeze, is important to receive "Sanatate”, in meaning Good Health
« Tips for staff is recognized as thank you in hospitality

« Tipping culture for service

« Fighting for bill payment, considered polite

« Dressing neat and professional to show respect for others around

+ Istimpression counts in high %

+ Do not chew gum or place hands in pockets while speaking to someone
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- Romanian language is spoken in Romania

- Different accents and meaning of expressions through the country
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Sun Garden Romania, Cluj~Napoca

ilingualism = tangible advantages for you as staff / for customers / image and reputation of Sun Garden
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