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[bookmark: _Toc166615326]Component 1-Professional Reflection:
I worked as a waiter at Premier Inn Llantrisant at the hotel restaurants. My job is to serve the food to guests who come to the hotel to enjoy their meal. I also take the order from the guest. One day, a guest and their family came during dinner time, but he looked like he was from Spain. They look so adorable, and they have a decent family. The guests were very friendly; they smiled and called me. I approached the table where the guests were seated. The guests are Spanish. In the guest, the one guest asked for “un café”, which means a coffee. I was unfamiliar with the essential cultural ethics of Spanish, so according to my understanding, I brought black coffee for the guests. Because I understand the guest asked for the coffee. The black coffee is similar to the Americano-style coffee that is common in our hotel. We usually served black coffee to their guests when they asked for it. So I also served the black coffee to these guests. However, when I served the black coffee mug to the guests, the guests were disappointed and made ugly faces because they experienced the espresso with a small mug, which is customary in Spanish culture. Because of this misunderstanding, the guests were puzzled and dissatisfied with my behavior. The guest did not complain to the hotel management, but they both spoke to each other in the Spanish language and did not receive their expected espresso. 
This is caused due to cultural misunderstanding. In this case, misunderstanding their language is the main issue for both of us. The guest expected that the hotel management would know all the languages, but we all failed to understand their language. Because we lack cultural diversity skills (Nastasi et al, 2017). It is important in the hotel restaurant to cater to the various cultures, such as the cultural language, their likes or dislikes, and their preferences according to their needs and demands. Moreover, miscommunication occurs due to various cultural backgrounds. In the guest culture, it may be common to understand the other individual language or know about the other cultural language. At the same time, in my nation, it is more difficult to understand or speak other languages in order to communicate (Adamczyk, 2017).
Through this situation, I understand that in hotel and restaurant jobs, it is essential to learn cultural skills. The hotel management will arrange training sessions for their employees; in this training, the employees learn the language skills, different cultural ethics, festivals, and preferences. In the first training session, I will improve my language skills, which will become beneficial. In different languages, there are various phrases included that help to attract the guests (Dou et al, 2017). These phrases will also help to understand the basic needs and the demands of another person. Furthermore, the other skills I learned in the training session are cultural awareness skills. In cultural awareness skills, I will learn about the different cultures languages and the basic things involved, like the cultural likes or dislikes, the cultural preferences, and the cultural festivals. With the help of this cultural awareness training, I will become confident in communicating with any guests because I will have the expertise to understand the preferences of the guests and what they demand. This will be helpful for my personal and professional growth.


[bookmark: _Toc166615327]Component 2 - Training plan
The understanding of cultural competence plays a significant role for the hotel management and their staff because, in the hotel, there are various cultural backgrounds people come to enjoy a meal with their family or come alone. These people want to receive good service from the hotel, so the hotel management trains their staff to provide exceptional services to their guests. The Premier Inn Llantrisant Hotel also arranged training for their staff. In this training, the hotel management learned the basic skills of various cultures in the language, the basic ethics of culture, and the guests' welcoming phrases so that the guests will be attracted towards the hotel services and become regular customers of the hotel (Roque and Ramos, 2019). This training will also help to enhance the professional and personal development and growth of the hotel staff. In this training, the hotel staff learned the following things. The objective of the training is to develop basic skills in cultural diversity. Moreover, it also determines the effect of cultural diversity on guest interaction, raises empathy and respect towards cultural differences, to teaches the strategies that help to handle the cultural misunderstandings between the guests and the hotel staff in a professional way that has a positive impact on the guests, to learned the sensitivity and the inclusivity of the cultural differences among the staff so that the staff can learn the cultural diversity. 
The components of the training for the staff that the hotel management arranged are as follows,


	Training plan 1
	Training plan 2
	Training plan 3
	Training plan 4

	The hotel arranged workshops for its staff in which the staff learned cultural awareness. In this workshop, the staff learned cultural norms, different cultural customs, communication styles, and greeting styles for guests. This cultural awareness program helped the staff learn the basic cultural values and different cultural meanings.

	The training also taught them how to communicate with guests effectively. For effective communication, the staff will learn cross-cultural techniques. The staff will learn by exercising practical scenarios and active listening, and they will also learn in a non-verbal way, which helps in learning communication skills (Lam and Cheung, 2018).

	In the training, the hotel staff will learn empathy through various building exercises. Various activities and exercises will be involved to promote and enhance empathy. This helps to understand different cultural perspectives and cultural respect.

	The training also helps to enhance conflict resolution skills. In conflict resolution, the staff will be able to manage and resolve the issues and problems that often occur among the guests due to cultural diversity and misunderstanding. The staff will learn de-escalation techniques and various strategies for solving the conflict or issues (Ushakov et al., 2020).





[bookmark: _Toc166615328]Component 3 - Student self-reflection
[bookmark: _Toc166615329]Gibbs Reflective cycle:
[bookmark: _Toc166615330]Introduction:
The component discusses cultural awareness in the hospitality industry because various cultural awareness cornerstones help the growth of hotel restaurants. This component uses the Gibbs reflective cycle to understand the cultural awareness within the Premier Inn Llantrisant. The Gibbs reflective cycle consists of six components.
[bookmark: _Toc166615331]Description:
In the start, I lack cultural awareness in the restaurant and hotel sector. I often use my common style to welcome guests. I did not know that much about diverse cultural backgrounds. Therefore, sometimes misunderstandings occur among diverse cultural guests. But my manager is so good. He helped me learn cultural skills. The hotel management also arranges diverse cultural training for their staff. The cultural training helps me to learn the various skills for gesturing to the guests. Due to training, I became able to satisfy the guests and help achieve the goal of the hotel.
[bookmark: _Toc166615332]Feeling:
At the start, learning cultural awareness was challenging for me, but with time, I felt confident. Therefore, I am interested in learning cultural awareness in-depth way. Moreover, I feel that I embrace these new perspectives for the cultural awareness training. The cultural awareness made me learn more about cultural diversity (Hultsjö et al, 2019). I also build genuine connections with different people from all around the world by learning cultural awareness. The guest is also happy with my skills.
[bookmark: _Toc166615333]Evaluation:
I evaluate that cultural diversity training plays a significant role in reshaping experiential learning and gives me a better understanding. The training in cultural diversity helps me to learn different cultural languages, cultural sensitivity, and cultural values, and it also gives valuable insight into cultural awareness in the hotel sector (Conway-Klaassen and Maness, 2017). Moreover, in the hotel, the exposure to different cultural people helps to learn the different cultural backgrounds. The training in cultural diversity helps me satisfy the guests and makes them loyal to my services. These help to recognize the hotel brand among the various cultural people (Rodriguez and Lamm, 2016).
[bookmark: _Toc166615334]Analysis:
From time to time, I analyzed that cultural awareness is also challenging because it commits that the individual should show respect, empathy, sensitivity, and inclusivity with other cultures (Yurtsever and Özel, 2021). I do more work in the hotel restaurant to satisfy my guests according to their culture. Because in different cultures, different things are involved in gesturing the guests. However, from time to time, I understood the cultural norm that became a competitive advantage for my professional growth (Kaihlanen et al, 2019).
[bookmark: _Toc166615335]Conclusion:
My hotel journey is overall. At the start, I was anxious, but with the cultural awareness training and the support team or manager, I felt confident. I am now able to satisfy the guests with my skills and enhance the hotel's reputation.
[bookmark: _Toc166615336]Action plan:
I am determined to engage with other training programs that will enhance my professional and personal growth. For this, I will enroll in various training programs for cross-cultural engagement. I will also continue further education in hospitality management, which will also help my growth.


[bookmark: _Toc166615337]Component 4: Training presentation
[bookmark: _Toc166615338]Introduction
[bookmark: _Toc166615339]The following presentation is a training document for hotel staff at Premier Inn Llantrisant. The presentation will highlight the benefits of multilingualism and the importance of language awareness skills for hotel staff. It will also provide an understanding of the modern Spanish language and what is considered polite and impolite in a business context. Benefits of multilingualism
Multilingualism enhances communication and customer experience by providing personalized services. It develops cultural sensitivity and respect for other cultures. It allows businesses to achieve a competitive advantage by attracting more customers. Multilingualism helps in effective conflict resolution and complaint handling. It promotes collaboration among the diverse staff
Provides more job and career advancement opportunities. Minimizes language barriers, which enhances the efficiency of business operations (Buhalis and Cheng, 2020).
[image: ]
[bookmark: _Toc166615340]Importance of language awareness skills for hotel staff
Language awareness skills develop respect for customers from different backgrounds. They enhance communication while reducing misunderstandings. They also help develop personalized services to meet customers' linguistic expectations, enhance customer satisfaction by providing attentive services, and reduce the chances of cultural and language-based conflicts. Language awareness skills also show the professionalism and commitment of staff towards inclusivity. They enhance hotel reputation by developing a welcoming and inclusive hotel image(McConachy, 2018).
[image: ]
[bookmark: _Toc166615341]Understanding the modern Spanish language
Spanish is spoken in various parts of the world, one of which is Spain, and parts of Latin America include Argentina, Colombia, Mexico, and some parts of the United States. It is among the most spoken languages worldwide, with more than 460 million people speaking Spanish. Due to its phonetic nature and consistent grammar, it is easy to learn. Various online courses, language apps and community classes facilitate Spanish learning 
(Stavans,  2017).
[bookmark: _Toc166615342]Polite vs. Impolite in Spanish-Speaking Business Contexts
Polite gestures include:
To greet people, individuals can say Buenos días for Good morning and Buenastardes for Good afternoon. To give courtesyPor favor, Gracias and Disculpe can be used for please, thank you and excuse me. To call someone Señor/Señora (Mr./Mrs.) can be used. Spanish people usually encourage eye contact and warm handshakes
Impolite gestures include:
Addressing individuals informally in formal business meetings. Using direct language as Quéquieres for What do you want? Interrupting others while speaking. Entering to the personal space of others (Cejudo, 2019).
[image: ]
[bookmark: _Toc166615343]Examples from the hotel industry
In the hotel, industry receptionists can demonstrate language awareness to greet Spanish-speaking clients. She can greet them by saying Bienvenido/a al Premeir Inn Llantrisant. ¿Cómopuedoayudarle? Which means welcome to Premeir Inn Llantrisant. How can I help you?. The following gestures show respect and enhance customer expectations. On the other hand if she greets by Quéquiere? Which means what do you want? This gesture is impolite and can offend guests. Polite gestures and language create a welcoming environment, which is essential for customer satisfaction and positive feedback. Impolite customer interactions can lead to poor reputation and complaints (Chun Wang et al., 2016).
[image: ]
[bookmark: _Toc166615344]Conclusion
Language awareness plays a significant role in shaping the customer experience in the hotel industry. Respectful and polite communication creates a positive environment, while impolite gestures can lead to a poor reputation. Language diversity also enhances service quality and loyalty among guests.
[image: ]
[bookmark: _Toc166615345]
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BENEFITS OF MULTILINGUALISM

Enhances communication and customer experience by providing
personalized services

Develops cultural sensitivity and respect for other cultures

Helps businesses to achieve a competitive advantage attracting more
customers

Effective conflict resolution and complaint handling
Promotes collaboration among the diverse staff
Provides more job and career advancement opportunities

Minimize language barriers to enhance business operations (Buhalis and
Cheng, 2020).
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IMPORTANCE OF LANGUAGE AWARENESS SKILLS FOR HOTEL STAFF

Develop respect for customers from different backgrounds
Enhances communication while reducing misunderstanding
Develop personalized services

Shows the professionalism and commitment of staff

Enhanced hotel reputation

Reduce cultural and language-based conflicts

Enhance customer satisfaction
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POLITE VS. IMPOLITE IN SPANISH-SPEAKING BUSINESS CONTEXTS
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EXAMPLES FROM THE HOTEL INDUSTRY

Greeting Spanish Client
“She can greet them by saying Bienvenido/a al Premeir Inn
Lantrisant, ;C6mo puedo ayudarle? Which means welcome to
Premeir Inn Lanfrisant, How can I help you?”

The following gestures show respect and enhance customer

expectations.

“On the other hand, if she is greeted by Qué quiere? Which
means what do you want?”

This gesture is impolite and can offend guests. Polite gestures
and language create a welcoming environment which is
essential for customer satisfaction and positive feedback.
Impolite customer interactions can lead to poor reputation and
complaints (Chun Wang et al., 2016).





