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[bookmark: _Toc166600703]Component 1: Scenario: 
A cultural misunderstanding transpired between a server and Mrs. Li, a visitor from China, during dinner service at the hotel restaurant. I was the waiter at the Novotel Hotel. Upon receiving her menu order, Mrs. Li appeared unsatisfied with the dish that she had selected. Initially misconstrued by the server as a sign of discontentment regarding the calibre of the meal, she hesitated before requesting additional condiments and modifications to the preparation in a courteous manner. Nevertheless, upon Mrs Li elaborating that she fancied her food with additional chilli sauce and less sodium, it became apparent that her anticipations diverged from the customary presentation (Avelini, Ivanka, & Milena, 1995).
Differences in dining etiquette and culinary preferences between cultures are probable causes of cultural misunderstanding. As opposed to Western cuisines, Chinese cuisine tends toward more delicate flavours, and consumers favour pepper over salt. Diners frequently request adjustments to accommodate their specific preferences, as Chinese dining customs place a significant emphasis on adaptability and customization. Inadequate understanding of cultural differences can lead to misinterpretations, as evidenced by the server's initial assumption that Mrs. Li's discontent arose from a defect in the dish rather than a desire for modifications.
My observation highlights the significance of conveying exceptional hospitality experiences through effective communication and cultural competence (Basera & Judy, 2021). I recognised the imperative to cultivate the subsequent proficiencies and modify my conduct to avert analogous cultural misunderstandings in subsequent instances. I acknowledged that cultural diversity in dining customs and culinary preferences holds considerable importance, which warrants appreciation and observance. Cultivating an enhanced admiration for a diverse array of culinary traditions and gastronomy will empower me to more precisely forecast the inclinations of patrons and deliver a dining experience that is more tailored to their tastes. 
Through formal training programs, personal research, and cultural immersion experiences, I am dedicated to ongoing education and self-improvement to remain current on culinary practices and cultural nuances. By fostering a culture of mutual respect and inclusion, collaboration with coworkers from various backgrounds is promoted. I can foster a more inclusive atmosphere for visitors of all cultures and increase our collective cultural competence through the exchange of insights and experiences (Christoph & Madeleine, 2019).
Active listening to visitors' concerns and preferences is a component of effective communication. I must improve my ability to attentively listen to what visitors are seeking and clarify any ambiguity so that their complete expectations are fulfilled. Being receptive and accommodating to the desires and preferences of guests is essential for providing exceptional service. Understanding and appreciating the perspectives of my consumers, as well as becoming acquainted with their cultural origins, will enable me to better meet their needs. By considering the cultural expectations of the guests and adopting a perspective that aligns with those of the guests, I can demonstrate empathy and responsiveness, thereby augmenting their dining experience. The decisions made by guests within the dynamic hotel industry are subject to the influence of cultural elements and evolving culinary trends (Dmitrieva, Nina, Nataliya, & Svetlana, 2020). I am certain I will be able to deliver outstanding service and curate unforgettable dining experiences for guests of various cultural backgrounds by cultivating these abilities and modifying my conduct.
[bookmark: _Toc166600704]Component 2: Training Program:
I propose adopting a comprehensive staff training program that centres on the enhancement of cultural competence, to uphold our dedication to delivering outstanding service to visitors of various cultural backgrounds (Fitzgerald, 1991). The primary objective of this training program is to provide every employee of the Novotel Hotel with the essential abilities and understanding required to traverse cultural disparities proficiently and avert miscommunications during client engagements. 
[bookmark: _Toc166600705]Training Plan: 
· Advancing the staff's comprehension of cultural subtleties and inclinations concerning cuisine, drinks, and dining practices.
· Develop the staff’s communication abilities to attentively consider the preferences and concerns of guests, elucidating any ambiguities that may arise to completely comprehend their expectations.
· To accommodate the cultural preferences of guests and effectively meet their requirements, we must cultivate flexibility and adaptability.
· Foster an atmosphere of compassion and understanding towards patrons of various cultural heritages; this will enable staff to gain a deeper comprehension of their viewpoints and deliver service that is more responsive and empathetic.
· Advocate for ongoing education and personal development to remain well-informed regarding cultural developments and customs that are pertinent to the field of hospitality (Helkkula, 2011).
[bookmark: _Toc166600706]Training Content:
Cultural Sensitivity Workshop
· Employees should be provided with the practice of food preferences, dining customs, and modes of communication that are emblematic of significant cultural deviations.
· Examination skills of prevalent cultural misunderstandings and efficacious approaches to resolving them through the use of case studies and interactive exercises.
· Experts in cultural etiquette and particular cultural practices will be presented to the employees.
Communication Skills Training:
· Effective communication with visitors can be practised through active listening exercises.
· Practicing elucidating guests' concerns and preferences through role-playing scenarios that simulate guest interactions (Hofacre, Susan, & Scott, 1995).
· Language preference, intonation, and nonverbal signals are all components of precise and courteous communication strategies.
Flexibility and Adaptability Exercises:
· Employees are encouraged to think quickly and adapt to the cultural preferences of visitors through scenario-based training.
· Develop a deeper comprehension of the varied requirements and service expectations of guests through cross-departmental cross-training opportunities.
· To facilitate guests' requests, employees should practice fostering an environment that promotes inventive problem-solving and creative solutions (Nino & Nana, 2021).
Empathy Development:
· Employee comprehension and empathy for the cultural backgrounds and points of view of visitors are fostered through empathy-building exercises.
· To foster introspection and prompt employees to contemplate the potential influence of their personal cultural biases on interactions with guests.
· Engaging employees from various backgrounds in team-building exercises that promote an inclusive and respectful work environment.
Implementation and Evaluation: 
By combining in-person seminars, online modules, and on-the-job coaching sessions, the training program will be translated into practice for the employees of the Novotel Hotel. To assess the efficacy of the training and pinpoint potential areas for enhancement, feedback mechanisms such as focus groups and surveys will be conducted. At the Novotel Hotel, ongoing oversight and modification of the training program will guarantee that every staff member possesses the essential competencies and understanding to deliver outstanding service to patrons hailing from various cultural heritages (Pitt, Michael, & Dominique, 2016).
[bookmark: _Toc166600707]Component 3: Self-Reflection:
I am reminded of the profound effect that effective communication has on the customer experience as I consider the significance of language awareness and the advantages of multilingualism for Novotel Hotel personnel. At the outset, my appreciation for the importance of linguistic capabilities in the hospitality sector may have been limited, as I prioritised technical expertise over linguistic sustenance. In contrast, I have come to recognise the critical importance of language awareness in fostering an environment that is welcoming and inclusive for our diverse clientele as a result of this training session and my interactions with guests.
[bookmark: _Toc166600708]What changed over time regarding my comprehension of the subject?
I initially devoted the majority of my efforts to mastering the technical facets of my position in the hospitality industry, including food preparation, customer service, and operational efficiency (Putri, Ketut, & Ni, 2023). Although acknowledging the undeniable significance of these abilities, I have come to slowly understand that cultural sensitivity is an indispensable component in delivering genuinely outstanding service.
I encountered instances where cultural distinctions impacted the preferences, behaviours, and expectations of visitors from various cultural backgrounds as my experience interacting with them increased. By cultural conventions of modesty, I once catered to a Middle Eastern family that desired to dine in a private section of the establishment. This experience served to underscore the notion that cultural awareness encompasses more than mere knowledge of diverse traditions; rather, it entails the ability to judiciously and adaptably cater to the cultural requirements of travellers. 
What have I specifically learned?
These experiences have taught me that cultural sensitivity is a process rather than a definitive endpoint. I expressed regret for my personal cultural biases and acknowledged that maintaining an open mind towards alternative perspectives requires repentance. By demonstrating an effort to comprehend and honour the cultural preferences of my guests, I could provide them with more meaningful and memorable experiences. Additionally, I was informed that cultural sensitivity extends to interactions with both clients and coworkers. Working in a diverse team has provided me with valuable insights into the significance of cross-cultural collaboration and the strategic utilisation of team members' distinct cultural influences to foster innovation and appreciate varying viewpoints (Raghubalan, 2009).
[bookmark: _Toc166600709]Significance of the experience:
Acquiring cultural awareness is an indispensable endeavour for a multitude of factors. To begin with, I must ensure that visitors of various cultural backgrounds receive personalised and inclusive service. We can foster an environment that is inviting and in which guests feel esteemed and valued by recognising and honouring their cultural choices.
Cultural sensitivity furthers the development and progress of one's professional career. Strong cultural competence is an attribute that is in high demand within the hospitality industry, given its escalating globalization. We can enhance our professional prospects and develop into more impactful industry leaders by consistently refining our cultural sensitivity in the Novotel Hotel. The significance of multilingualism within the hospitality sector has become more apparent to me. Additionally, it provides Novotel Hotel with a competitive advantage in the global marketplace by facilitating communication with guests of various cultural backgrounds. 
[bookmark: _Toc166600710]Component 4:
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Discretion in the Context
of French Business

Addressing Guests:
In the context of business interactions in the Netherlands, the
employs must use formal ttles such as Monsieur (for Mr.) and
Manquer (for Mrs) and extend polite greetings like
Goedemorgen (good morning) and Goedenavond (good evening)

(sayin, 2019).

(Baserat sy, 2020

Direct Communication:

In terms of communication, the French value candour and
honesty. Nevertheless, itis crtical to uphold a tone of respect
and refrain from expressing oneself in an excessively direct or
ritical manner.
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Language
Awareness in Work

Scenario 1: While approaching the concierge desk, a visitor
from the Netherlands nitiates a conversation n French with
me. | conversed naturally showinglinguistic proficiency and
offeringtailored support.

‘Scenario 2:A Belgian patron requests information in Flemish
during the breakfast ceremony. James, one of our colleagues
ensured lucid communication and a favourable experience
for the patron.

‘Scenario 3 Arriving at the hotel reception is a cohort of
visitors who speak French. Jenna had difficulty in
‘communication so she had to call one of the workers who
spoke French. She handled the situation politely but it was a
matter o difficulty.
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Conclusion

‘The presentation has addressed the advantages of learning
different languages to emphasise the importance of language
sensitivity at the Novotel Hotel. By collaborating on the
enhancement of language sensitivity and expanding cultural
consCiousness, we need to Make sure that each Customer Is
provided with excellent service at the hotel, We can ensure
the security of the client and ensure that every visitor from
any region feels regarded at Novotel Hotel. As I strive to
achieve a greater level of my language, | remain dedicated to
an ongoing process of personal development. It is my
conviction that | can further improve my linguistic proficiency
and deliver outstanding service to our clientele through
sectional learning and soliciting input from my peers
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Language Awareness to
Enhance Guest

Experience:
~The significance of language awareness for

the personnel of the Marriott Hotel will be
the subject of this training session
(Sangpikul, 2021).

« Tocater more effectively to our diverse
clientele, we must cultivate language
awareness and comprehend the
advantages of multlingualism.
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Advantages of being Versatile:

Enhanced Communication

Effective communication with visitors from French-speaking regions is
facilitated by our ability to speak French, which fosters a more profound
connection and comprehension.

Improved Guest Experience:

During their stay, vsitors willfeel more at ease and appreciated due to
the personalised service that can be rendered by multilingual
personnel.

(BOWEN, 2024)
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Mastery of the
French Language:

Accessibility

Isuggest that the France origins and resemblances to
English of French, which are factors in facilitating
comprehension for English speakers, contribute to the
language's moderate difficulty level (Satria & Dhanin, 2022).

Resources

Language courses, online tutorials, and language
exchange programs are a few of the many resources
that can be utilised to leam French at the Novotel Hotel.

Practice

Our employees can enhance fluency and
accelerate the leaming process by immersing
themselves in French culture and practising with
native speakers.





