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 Professional Reflection 


I worked as a front of house employee in a well-known hotel where several guests stays during their tours, the guests stays in the hotel are both local and international travellers. I have recently faced a challenge in attending a international guest who was Dutch speaking person and cultural misunderstanding took place. Cultural misunderstanding is the situation which took place when two or more people speak the same language but their understanding of things is different or they mean something else. The misunderstanding between me and the Dutch person took place because of cultural background and experience. I asked the guest that how was your experience and he replied its fine, so as a British person, I thought the person is not satisfied with the services of the hotel and I also thought that he means its was not good enough. On the other hand, guest means all was good and he is okay with the services of the hotel because Dutch are used to being open, frank and honest when it comes to giving opinions. I figured out this things later when my manager took over the conversation with him. That time, I started asking him unnecessary questions unknowingly and it somehow start bothering him. 


Later, I realised my mistake and my manager made me realise that this kind of conversation creates bad experience for the guests and it will lead to loss of customers in the long run. Now, I have decided that I need to develop some skills as well as some behavioural change in my personality. Firstly, I need to develop flexibility as it will help me to respond to the changing circumstances at my work. In terms of diversity, flexibility means staying open and try to understand the other person's perspective. I also have to expand my knowledge and learn about the cultures and biases, being in  a job in which I have to attend several people from different backgrounds, it is very crucial for me to  recognise my biases as once I understand this I can approach interactions with others with more open mindedness and quickly able to realise when these biases are affecting my judgement. I will also focus on active listening with the use internet, several known communicators share tips and tricks of active listening which will I follow and implement it in my professional life so that I can quickly grab the crisp of the talk. I will  focus on adding empathy in my behaviour. It is the art of feeling and seeing the situation of another or seeing the world as the person sees it. It will give me exposure to understand other's perception and I can align with their words or actions. All these changes will help me as a front of house employee, I can attend and serve the guests in a better manner as well as I will make less mistakes in my professional setting. 
Presentation 


Multilingualism is a modern day attribute which is highly demanded skill in hospitality industry. It is the skill in which a person can speak more than two languages and understand it in  adequate manner. 

Benefits of Multilingualism  

Their are several benefits of multilingualism which are :
· Improvement of communication skills – The multilingual person are exposed to more diverse social experiences which makes them more effective communicators. 
· Increased career opportunities -  It gives a clear advantage to a person, in terms of international jobs businesses considers individuals who holds the ability to communicate in more than one or two languages, specifically in a hospitality industry. 
· Skilled multitaskers – The ability of switching languages makes a more substantial chances for a person to be a multitasker. Their distraction is limited and and provides them ability to lock in on a singular task. 
· Improves memory  - A memory of an individual plays a significant role in learning a language, the person with multilingual skill often score higher in the memory test and it gives both cognitive as well as social benefits like recognising faces or remembering faces. 

For the professionals who are working in a hospitality industry, the skill of multilingualism is much crucial as it bridges the cultural gap. Being mindful and knowledge of foreign customs as well as etiquette can go a long way to bridging the cultural gap. All the discussed benefits of this  skill summarise that it opens ways of growth and development for the hospitality industry professionals. 
To learn the language other than the native language for the business and hospitality professionals, English is the most beneficial option. It is used in all the countries and the number of English language speakers is unmatched as compare to other languages. English is natively  spoken in the European countries and it is not as complex as other languages to learn. For the hotel staff, learning English in both verbal and written manner is significant as through that they can be able to communicate about the business entertaining and talking with the guests on telephone. Learning English is highly beneficial for the hospitality professionals as it will help them to communicate with majority of the staff despite of their country or background. 


For the hotel business, the staff must behave in a polite manner with the guest which enhance the value of their spoken words. To be polite in English, the staff always remember to say thank you and please. Impolite nature of the customers makes the huge difference and for the guests it is the most noticeable thing specifically in a hotel setting. 
Self-Reflection 


In order to write the self-reflection, Gibbs reflective model is applied which helps in expressing my learning experience during the preparation of the presentation. 
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