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During the planning stage of preparing the presentation about multilingualism and language awareness skills for hotel staff, I had the opportunity to reflect on my learning, using Kolb’s model of self-reflection.
            Kolb’s model of reflection (1984), often referred to as Kolb’s Experiential Learning Cycle, is a theoretical framework that describes the continuous process in which individuals have an experience, reflect on it, and then learn and apply what they have learned to new situations. This model is structured into four distinct stages: Concrete Experience, Reflective Observation, Abstract Conceptualisation and Active Experimentation (University of Cambridge, 2023).
From the early stages of presentation, I found that multilingualism is not only an ability to speak several languages but also an essential tool in the hospitality industry. The more information and case studies I gathered, the more I realised the importance of multilingualism.  Hotel staff who possess multiple language skills and language awareness have a competitive advantage over the competition  (Maheshkar and Sharma, 2018).
            I asked myself many times: „How can multilingualism influence the guest experience in a hotel?”. And „Why is language awareness crucial for hotel staff?”. In my research for answers, I discovered studies showing that guests feel more welcome and understood when they can communicate in their native language. Language awareness is not only about knowing grammar or vocabulary but also about understanding the cultural contexts and nuances of each language (Hofstede et al.,2010).
The consequence of this research was the formation of an abstract concept about the importance of multilingualism in the hotel industry. I began to understand cultural sensitivity.  In a globalised environment, speaking multiple languages and having the ability to understand cultural subtleties can completely transform the guest experience (Christiansen, Branch and Karmowska, 2020). 
To validate and experiment with the notions I gathered during my research, I chose to interact with colleagues and friends who work in the hospitality industry, asking for their opinions and experiences related to their interactions with customers from different cultures and backgrounds linguistics. These discussions gave me real insight and validated the information I collected, strengthening in this way the message of my presentation. This helped me feel the real impact of multilingualism and language awareness in real situations, not just as a theoretical concept.
I learned that multilingualism and language awareness are important not only for effective communication but also for building trusting relationships and creating memorable guest experiences.
  Cultural understanding, and learning cross-cultural aspects are just as important as language proficiency, culture can influence people's attitudes and behaviour and those are crucial to success in the hospitality industry (Koc, 2020).
Initially, I saw multilingualism as a simple technical skill. However, as I delved deeper into the subject, I came to appreciate its nuances and complexities. My understanding changed from a superficial perspective to a deep one, recognising multilingualism as a tool for building relationships and creating a real connection with guests.
In conclusion, preparing this presentation helped me appreciate the depth and complexity of multilingualism. I was challenged to talk in a foreign language to be more culturally competent and I realized how difficult it is not to use hand gestures, not being aware of their meaning in different cultures, the recording helped me develop a better understanding and appreciation of the importance of language awareness skills in this industry. 

















                                                              Reference list:

[bookmark: _Hlk149738106]Christiansen, B., Branch, J.D. and Karmowska, J. (2020) Cultural Factors and Performance in 21st Century Businesses. Hershey: IGI Global.
[bookmark: _Hlk149738275]Hofstede, G., Hofstede, G.J. and Minkov, M. (2010) Cultures and organizations: software of the mind. 3rd Ed. New York: McGraw-Hill.
Koc, E. (2020) Cross-cultural aspects of tourism and hospitality: A services marketing and management perspective. Routledge.
Kolb, D. (1984) Experiential Learning: Experience as the Source of Learning and Development. Upper Saddle River: Prentice Hall.
University of Cambridge (2023) Reflective Practice Toolkit. Available at: https://libguides.cam.ac.uk/reflectivepracticetoolkit/models (Accessed: 25 October 2023).











