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[bookmark: _Toc166745203]Introduction
Foreign language and cultural awareness are important in the hospitality sector because they help in providing proper services and care to the people (Ho, 2020). An individual with good knowledge of language and culture helps in understanding requirements of people and developing an effective strategy accordingly. The following report is divided into four different components and has provided the required information regarding foreign language and cultural awareness. 

[bookmark: _Toc166745204]Component 1
I was a waiter in a hotel restaurant and during dinner service. A guest from Japan enters a restaurant and sits at one of our tables. As I was approaching the table to take the order, I noticed that a guest seemed to be nervous and reluctant to engage in the conversation. Though I tried every possible method to be attentive and friendly, the guests remained reserved and also did not respond to them enthusiastically. In such a situation cultural differences occur because of differences in the communication style and also social norms between Japanese and Western culture. In Japanese culture, there needs to be a strong emphasis on politeness, and indirect and formal communication (Nazarian et al., 2022).  
On the other hand, in Western culture, there is more assertive and direct communication, especially in the customer service setting where the development of rapport and engaging with the guest is the major priority. My friendly nature might be over-familiar and also intrusive to Japanese guests which causes them to feel uncomfortable and withdrawn.  For the situation like cultural misunderstanding like this in the future, I recognise the requirement to develop certain behaviours and skills. I need to improve my cultural sensitivity because it will help me in my social interaction and communications or the workshop to learn about the different cultures' norms, values and communication styles. Cultural diversity helps motivate the employees and guests in the restaurant, it helps in understanding and respecting cultural differences and can greatly enhance customer experience. Guest feel much more appreciated and comfortable when their cultural norms and preferences are respected and also acknowledged. Active listening is also one of the important skills which I need to develop because it will help me with my outgoing personality. It will help me pay attention to the nonverbal clues that might indicate discomfort or hesitation, it involves being patient, responsive and emphatic to the requirements and reference of each individual guest (Stoyanova-Bozhkova et al., 2022). 
[bookmark: _heading=h.503eum7hta6o]Adaptability skills are important in the approach to customer services, recognising that different guests might have a different expectation and preferences based on their cultural backgrounds. These skills will help in adjusting the communication skills, behaviour and tone to be aligned with the cultural norm and also the preferences of individual guests. Such kind of skills help in dealing with changing circumstances properly because they help in understanding the situation and developing an effective solution. Emotional intelligence is also important because it helps the staff to understand and also emphasises the emotional and cultural background of a customer. It helps in providing personalised and culturally sensitive services and also enhances the dining experience (Kai Liao et al., 2022). Overall, cultural differences create some major problems while dealing with customers in the restaurant business. There are certain skills that which is required to be developed by an individual in order to perform in a much more effective manner. 
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Training plan for cultural competency and emotional intelligence in the hospitality sector. 
Training objectives
· To increase the understanding and awareness of cultural diversity and its impact on customer interaction. 
· To develop empathy, conflict resolution skills and effective communication skills among the staff members.
· To foster a culture of inclusiveness, teamwork and respect within the workplace. 
Components for the training 
Cultural awareness and sensitivity training
This training will provide information regarding cultural diversity in the hospitality sector. Understanding the cultural norms and preferences in customs is important in the hospitality sector because it helps in providing better customer service to the guests (Yurur et al., 2021). Further, it will also recognise and challenge cultural biases and stereotypes, which will help in increasing knowledge and skills. 
Emotional intelligence training 
It is one of the important skills and to develop this skill, I will be getting an introduction to the concept of emotional intelligence and its importance in the hospitality sector. Further, it will also help in developing self-awareness and understanding personal emotions, reactions and triggers.  This training will also help in improving communication skills, active listening and nonverbal communication and also expressing empathy. These are some of the important skills which help an individual to perform their communication and understand the requirements of people in the organisation. Further, it will also provide information regarding techniques for managing emotions for handling professional manner and frustration in the workplace. 

Conflict resolution and customer service excellence 
This training will help in developing knowledge regarding de-escalating conflicts and also resolving issues with customers from diverse cultural backgrounds. In the hospitality business, people from different cultural backgrounds work and visit. In such a situation, it will help in resolving the issues and reducing the chances of a conflict (Sayed et al., 2021). I will also go for assertiveness training which will help in advocating the customer requirements and maintaining professionalism. 
The above-mentioned training will be delivered with the help of combined seminars, workshops, online modules and a practical exercise. Workshops will be facilitated by external trainers and specialised in cultural competency and emotional intelligence, supplemented by in-house experts. Training sessions will be conducted in small groups because it will help in reaching and getting proper education and also resolve the queries. The training plan will also include resources and ongoing support, such as reading material, online forums and videos will help reinforce learning and encourage continuous improvements. 
Evaluation and feedback
[bookmark: _heading=h.tyjcwt][bookmark: _heading=h.np1ci8tf8i8x]There will be pre-training assessments and post-training assessments which will help to measure the improvements in the attitudes, skills and knowledge (Ghani et al., 2022).  There will also be frequent feedback surveys which will help to gather insights regarding the effectiveness of a training program and the areas for future improvement. Further, there will also be regular performance evaluations will be done in order to assess the application of learned skills in real-world situations. Overall, this training plan will help empower the employees in hospitality to embrace cultural diversity, demonstrate emotional intelligence and also deliver exceptional customer service.
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The Gibbs reflection model is one of the most effective models for reflection because there are 6 different stages (Adeani et al., 2020).
Description: At the initial stage I did not have good information regarding cultural awareness in the hospitality sector. I have found the importance in the sector such as being respected and polite to guests from different backgrounds. I lack a proper understanding regarding the cultural awareness of the guest experience and also the success of a business. 
Feeling: I am getting more information regarding critical culture to my practical experience, it has increased my curiosity level and motivated me to gather more information regarding cultural awareness. I realised that cultural awareness is not only about avoiding any kind of offence, it is about creating an inclusive environment and embracing diversity where every individual person is respected and valued. 
Evaluation: While understanding the importance of cultural awareness I understand its impact on the overall performance. I came to understand the multifaceted nature of cultural awareness and its implication for the aspect of hospitality from customer services to marketing strategies. I also gather information regarding cultural awareness, which is a fundamental mindset which influences how an individual interacts with each other and conduct business.  In some cases during my experience, I was frustrated because I lacked the basic knowledge of cultural awareness which is important for working in the restaurant business because people from different backgrounds visit the organisation. 
Analysis: One of the crucial experiences which I got during the understanding regarding cultural awareness was while working in a restaurant with a diverse range of guests. I have encountered different guests from different cultural backgrounds and unique expectations and preferences. With the help of thorough interaction with the guest, i found that active listening and empathy is crucial in understanding the needs and also exceeding their respective expectation. 
Conclusion: My journey of self-reflection and exploration has provided me with an understanding of cultural awareness. It is one of the important skills in the hospitality sector, it is not just about the skill, it is a continuous process of adaptation and learning. It requires different attributes, such as humility, openness and willingness to step outside the comfort zone. In the current landscape of the global hospitality industry, cultural awareness is crucial for the success of organisations. Overall, it has provided me with a deeper understanding of the cultural awareness importance in the hospitality sector. 
Action Plan: After the whole analysis I found that I need to develop someone my knowledge regarding cultural awareness and ongoing training and education. I will always seek an opportunity to engage with an individual from diverse cultural backgrounds and also learn from different perspectives. Further, I will also receive constructive feedback from my colleagues, which will help me in developing or improving my cultural awareness within the organisation and promoting initiatives which foster diversity and inclusivity. 
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[bookmark: _Toc166745208]Conclusion 
The above report has provided important information regarding foreign language and cultural awareness. In the hospitality sector, people from different places gather or visit the hotel or restaurant. In such a situation having a good knowledge of language and culture helps in improving cultural awareness. Staff can communicate in their native language with the customer which helps in developing brand name and also maintain customer loyalty.
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Benefits of Multilingualism

o Multilingualism refers to the use of
more than one language by an
individual person.

e It will also foster a welcoming

environment.
e It will also allow the staff to
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It is estimated that in the UK, more
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Importance of Language Training and Development

o It helps increase the awareness of different
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will help in increasing language
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o It has been found that language awareness
skills is an important skill
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