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COMPONENT 1
After a long-distance driving journey, me and my wife needed a hotel to rest for a night and continue our journey the following day in the morning. We have arrived in the hotel which was in north of England precisely in a small-town city centre. After check inn we went to restaurant for lunch, at that moment I was physically and mentally exhausted all I wanted was good food. We asked a waitress a table for two when I was ordering my meal, first reaction of the waitress who was serving us was: it is my first time to see a black people come to this restaurant and she was talking with a smile on her face. I have asked her if she is serious about what she is talking. Unfortunately, I was not comfortable to speak to her about her racist behaviour, I have told her politely that she cannot speak to a customer regarding his skin colour this is a hospitality place which you are expecting diversity of people races and cultures. It was an embarrassing moment for me and my wife, I have decided to speak to the manager regarding the matter. The manager was very sorry and apologized to us regarding her employee attitude towards customers. The manager itself serves our meals and offered us a bottle of wine for free. After a few moments the waitress come to apologize to us for misunderstanding. I have realised that they are apologised to protect the reputation and image of the company.
Based on my research regarding the situation we have been through our time in the restaurant, it is a poor customer service, miscommunication and lack of intercultural interaction.  Firstly, restaurant and hotel are places where people coming for good experience, and I was expecting a good customer service. Quality service has become the key to a business ability to differentiate itself from competitors and gain guest loyalty (Eid, 2013, p.20).  A restaurant that customer cantered and focused on offering excellent service and customer satisfaction. The main principle of good customer service is how to welcome your guest this is included good manner, smile in face and control of language. Well designed restaurant is not a factor in hospitality, identify customer needs and provide them good experience is important (Hudson and Hudson, 2013). www.futureofbusinessandtech.com  Secondly, communication between manager and employee is vital, it’s manager responsibility to train their staff how to speak to customer with manners and avoid any racist and discrimination behaviour. I examine a misunderstanding and conflict in cross-cultural context. Intercultural interactions in that part of the country are not common because lack of multi racial in society or environment. Intercultural brings people together in society when they understand and have good knowledge of other cultures. This reduce discrimination against other races, in business is protecting the restaurant reputation and image. Consumers choices are shaped by ways in which human process information (Wei and Lu, 2013). Negative review from customer can ruin the reputation of the restaurant.
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COMPONENT 2
Taking in consideration the conflict or misunderstanding that happened in hotel between restaurant employee and guest, my restaurant staffs training will be based on customer service communication skills and culture awareness. As I kwon the employee gains experience at workplace by practicing which it is my responsibility as manager to put in place a long-term staff training plan. My training plan will be scheduled as daily which every morning before the start of the shift I will spend 30 minutes with my staffs talking about reduce incident at workplace and poor communication service. Communication between consumer and service personnel is at the core of the hospitality service encounter (Wang, Miao and Mattila, 2015). That is the excellent moment for my employees to share experiences faces during their work and learn from each other. Encouraging them to share the thoughts work will enable to create a learning atmosphere during meeting. Staff should speak clearly and effectively to answer customer’s questions and help them understand the organisation’s policies and procedure. This should be efficient and polite. However, being efficient implies sharing only relevant information and topic with customers while avoiding unimportant conversation. Creating a new idea for providing excellent customer communication service and providing work performance quality. For example, when answering customer make sure his satisfy and your answer meet his demand, if you are unable to answer the question communicate with other staff member who has knowledge to help that customer meet his demand.  I will explain to them how being polite makes customers feel welcome in the restaurant, respected and appreciated. Intercultural effective communication allowed workplace to be influent in social practices (Robles, 2020). Showing them the importance of first good impression received by customer from employee is benefit for the rest of service you will provide. When customer is not happy about the way you welcome him, this could affect the rest of the service which can lead to poor customer satisfaction.Telling them that cultural awareness refers to understand the differences in beliefs, races, values and experiences among different groups of people. Workplace conflicts are often the result of misunderstandings or cultural insensitivity. According to the Society Human Resource management, 25% employees avoid their colleagues from different backgrounds because they do not want to say something offensive. For example, direct communication styles are common in Europe than in North America. Even small communication nuances can cause conflicts if these culture differences are not understood. www.trainingindustry.com  I will explain to them how everyone has their own way of doing things, their own experience in life, and they should respect those differences by focusing on good customer service and respect of company policies. Each society reveals its effective and absolute leader from its own cultural perspective (Christiansen, Branch and Karmowska, 2020, p.24). Example, staffs should avoid talking about races at workplace this can unintentionally impact someone in a harmful manner. Training teaches employees how to communicate across cultural barriers, leading to more effective teamwork. www.trainingindustry.com  Culture awareness is important at workplace for different reasons, ranging from enhanced communication to encourage inclusivity.
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COMPONENT 3

The importance of cultural awareness within hospitality industry helps to recognise, understand and accept the interpersonal differences in values, beliefs and customs. This is vital for the hospitality industry to develop culture competence. Becoming more culturally aware is continual process and can help to shape values, beliefs, perception and biases. www.verywellmind.com  However, it is allowing excellent interaction of people from different backgrounds without judgement between them and provide workplace with successful personal and professional relationship. Therefore, this consist of incorporate diversity and inclusion within the workplace. To promote diversity and equity within hospitality industry needs effective communication. This allows employees to interact in perfect harmony with different backgrounds, it gives them opportunity to share their ideas and opinions as they feel safe and comfortable within their workplace environment as well as with guests. Reduce cultural conflict, this is discouraging blind judgement on other behaviours and lifestyles within the industry and connecting employees with guests from different cultures. Most conflicts in hospitality industry are result of misunderstandings or culture insensitivity. Hospitality industry is where intercultural interaction taking place in daily basic, it requires employees to recognise and respect people values. Among guests, employees and stakeholders’ interaction is on daily basic, chances are other cultural backgrounds and experiences are going to differ from one another. These differences may be seen unfamiliar or strange to each other but does not mean they do not exist. www.cht.edu.au 
In hospitality industry customer needs to be respected and feel safe no matter his background, and the only way to do that is to look the organisation through a cultural lens. Gain guest loyalty refers to quality of service you provide to them (Eid, 2013, p.20).  When cater to different cultures it can expand guest reach and allow for more guests, as well as prevent discrimination in the workplace.  With the growth of globalisation, many organisations have realised that they are not competing for local market but also the global market. Today, more than half of the world’s assets are controlled by multinational corporations (Lim and Noriega, 2007). Cultural awareness is the sensitivity and recognition of the differences and similarities between different cultures and using that sensitivity to create inclusive communication and facilities. The aspects differ cultures can include food, practice or religion, communication and education or social backgrounds. This culture diversities can come with arrangement of interactions and requirements with guests and employees. Thie is where may organisations are working to enhance. People prefer to be with their own kind (Denton, 1997). Its much easier for people to break ice at workplace if they are from same background. It is vital to educate yourself more on cultural awareness matter, but they are some elements be included in hospitality work environment for a better employee and guest experience. Creating inclusive environment where all people feel welcome when they visit the organisation. It is important for a hospitality organisation to consider the significant of cultural diversity and implement changes for their employee and for their guests. 

REFERENCES

Denton, K. (1997). Down with diversity (at least some of it): A case for cultural identity. Empowerment in Organisations, 5(4), 170-175
Eid, & Eid, R. (2013). Managing customer trust, satisfaction, and loyalty through information communication technologies. Business Science Reference. 
https://www.verywellmind.com/cultural-awareness-importance-how-to-develop-it-7500316 
https://cht.edu.au/news/understanding-cultural-awareness-in-hospitality 
Lim, E. and Noriega, N. (2007). The need for leadership support in cross-cultural diversity management in hospitality curriculums. Consortium Journal of Hospitality and Tourism, 12(1), 65-74








