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During my Level 4 placement at a Best Western Whitehouse Hotel in Watford, I encountered a cultural misunderstanding with a guest during the evening shift. The guests, a group of Romanian workers, seemed upset when I withdrawn to receive the tip for helping them place the pizza order. In Romanian culture, leaving a tip indicates that the person is happy with the service or simply thinks you are doing a good job and would like to show some appreciation, while in many Western cultures, tipping is not mandatory and sometimes seen as impolite. This misunderstanding left the guest wondering and me feeling slightly disrespected. I considered I only did what was required for me to do and I didn’t need to be compensated for the service. 
Cultural misunderstandings like this can occur in the hospitality industry due to differences in customs, non-verbal communication, and language barriers. For instance, in this scenario, my reaction was based on my own personal background, which led to a misinterpretation of his actions. Such misunderstandings are common when service providers are not familiar with the cultural norms and expectations of their international guests.
To prevent similar misunderstandings in the future, I need to develop several skills and understand that the cultural backgrounds of guests can significantly reduce misunderstandings. This includes being aware of etiquettes, gestures, tipping policy and other cultural norms. Resources like Hofstede's cultural dimensions theory can provide valuable insights into different cultures (Hofstede, 2001). Also, improving communication skills, especially in a multicultural environment, is crucial. This involves not only language proficiency but also the ability to interpret non-verbal cues accurately. According to Ting-Toomey (1999), effective intercultural communication requires mindfulness, an understanding of cultural contexts, and adapting communication styles accordingly.
Another personal work I must engage in is developing empathy which will allow for better understanding and anticipation of guests' needs. Patience is equally important, as it helps in managing any frustration that may arise from communication barriers. Empathetic service, as highlighted by Goleman (1995), enhances guest satisfaction and loyalty.
Also, I can regularly participate in cultural competence training sessions that will enhance my understanding and ability to interact with guests from diverse backgrounds. This training should include practical scenarios and role-playing to better prepare for real-life interactions.
By focusing on these areas, I can improve my ability to provide exceptional service to all guests, regardless of their cultural background, and minimize the risk of misunderstandings in the future.

Staff Training Plan for Cultural Competence at Best Western Whitehouse Hotel
To ensure that all students at our Level 4 Placement Hotel are well-equipped to handle cultural misunderstandings and provide excellent service to our diverse guests, we propose a comprehensive staff training plan focused on cultural competence. This training will enhance employees' understanding of different cultural norms, improve their communication skills, and foster empathy and patience in their interactions.
The training objectives are to increase cultural awareness by educating staff and students about various cultural norms and dining etiquettes of our international guests, enhance communication skills by developing effective verbal and non-verbal communication techniques to bridge language barriers, foster empathy and patience to better understand and meet guests' needs, and encourage continuous learning by promoting ongoing education and awareness of cultural differences through regular training sessions.

Training Modules
1. The Cultural Awareness Workshop includes an overview of key cultural differences relevant to our guest demographics, specific dining etiquettes such as Japanese, Chinese, Middle Eastern, and Western cultures, and interactive discussions and case studies of common cultural misunderstandings, with activities including role-playing exercises to simulate interactions with guests from different cultures and group discussions to share personal experiences and learn from each other.
2. The Effective Communication Training, lasting three hours, covers principles of intercultural communication and the importance of mindfulness in service, techniques for overcoming language barriers including the use of simple language and non-verbal communication, and training on active listening and observation to better interpret guests' needs, with activities including practical exercises in active listening and non-verbal communication, and scenarios and role-playing to practice communication with guests of limited English proficiency.
3. The Empathy and Patience Development training, lasting two hours, covers understanding the role of emotional intelligence in guest service, strategies to develop empathy and patience when dealing with challenging situations, and the impact of empathetic service on guest satisfaction and loyalty, with activities including reflective exercises to identify personal biases and improve emotional intelligence, and group activities focused on building patience and understanding different perspectives.
   4. The Continuous Learning and Improvement training, which is ongoing, focuses on establishing a culture of continuous improvement and learning within the team, encouraging staff to share new insights and cultural experiences regularly, providing access to resources and materials for self-directed learning, with activities including monthly cultural competence refreshers and discussions, and incentivizing participation in cultural events and workshops outside the workplace.
The Implementation Plan involves conducting the first round of workshops and training sessions over a two-week period to ensure all staff members participate, scheduling monthly refresher sessions for ongoing training and encouraging continuous learning through access to additional resources, and implementing a feedback mechanism to assess the effectiveness of the training and make necessary adjustments, while regularly evaluating staff performance and guest feedback to measure improvement. By implementing this comprehensive training plan, our hotel will be better positioned to provide exceptional service to all guests, fostering a more inclusive and culturally sensitive environment.

Self-Reflection Using Gibbs' Reflective Cycle
Description: Coming back to my own experience during my Level 4 placement at a Best Western Whitehouse Hotel, this experience made me realize the importance of cultural awareness in the hospitality industry. This incident prompted me to reflect deeply on my approach to intercultural interactions and the broader implications for my professional development.
Feelings: At the moment, I felt embarrassed and frustrated. I had prided myself on providing excellent service, and this misunderstanding challenged my confidence. I also felt empathy for the guest, recognizing that my actions had caused him discomfort. This mix of emotions led me to question my assumptions and realize the gap in my cultural competence.
Evaluation: On reflection, I realized that this experience was both a setback and an opportunity for my own growth. While the incident negatively impacted the guest's experience, it highlighted a crucial area for improvement. The positive outcome was my newfound awareness of the importance of cultural sensitivity and the need for continuous learning in this area. However, the negative aspect was the immediate discomfort and potential harm to the hotel's reputation.
Analysis: This experience taught me several valuable lessons. Firstly, it underscored the necessity of understanding diverse cultural norms and etiquettes in providing exceptional service. As Hofstede (2001) emphasizes, cultural competence is essential for effective communication and interaction in a globalized world. Secondly, it highlighted the importance of empathy and active listening, as suggested by Goleman (1995), in understanding guests' needs and expectations. Lastly, it showed that ongoing training and education are vital for maintaining high service standards, as indicated by Ting-Toomey (1999).
Conclusion: From this experience, I learned that cultural awareness is not just an abstract concept but a practical skill that significantly impacts guest satisfaction and service quality. My understanding of the subject has evolved from a theoretical appreciation to a recognition of its practical implications. I realized that assumptions based on my own personal background could lead to misunderstandings and that proactive learning about other cultures is essential. I also understood that empathy and patience are critical components of effective service in a multicultural environment.
Action Plan: To enhance my cultural competence, I must take some specific steps for myself. In order to do so, I plan to: engage in continuous learning which means to attend workshops and training sessions on cultural awareness and intercultural communication regularly. Resources such as Hofstede's cultural dimensions theory will guide this learning (Hofstede, 2001). Also, on a more personal leve, I must develop more empathy and active listening skills. Practice empathy and active listening in all guest interactions, as Goleman (1995) suggests. This will involve paying close attention to guests' verbal and non-verbal communication and responding appropriately. Also, I plan to seek feedback from people around me. Actively seeking feedback from colleagues and guests to understand their perspectives will improve my service delivery for sure. And lastly, I must learn to apply cultural insights in a practical way on a day-to-day basics. Implement the knowledge gained from training sessions in everyday interactions, ensuring that I respect and accommodate the cultural preferences of all guests.
This experience is crucial as it has profoundly shaped my approach to hospitality. It has emphasized that cultural awareness is integral to providing high-quality service and fostering positive guest experiences. In the increasingly globalized hospitality industry, understanding and respecting cultural differences can enhance guest satisfaction, build loyalty, and improve the overall reputation of the establishment. By embracing cultural competence, I can contribute to creating an inclusive and welcoming environment for all guests.

Conclusion
My experience during my Level 4 placement at Best Western Whitehouse Hotel underscored the critical importance of cultural awareness in the hospitality industry. The misunderstanding with the Romanian guests over tipping revealed how easily cultural differences can lead to discomfort and miscommunication. This incident highlighted the necessity of understanding various cultural norms, improving intercultural communication skills, and developing empathy and patience in guest interactions. 
To prevent similar misunderstandings in the future, it is essential to engage in continuous learning and cultural competence training, including practical scenarios and role-playing. By focusing on these areas, I will better understand and meet the diverse needs of our guests, ensuring a more inclusive and welcoming environment. 

The Benefits of Multilingualism and Language Awareness for Hotel Staff
Best Western Whitehouse Hotel Watford
This training presentation outlines the significant benefits of multilingualism and language awareness for hotel staff, emphasizing practical applications and cultural sensitivity to improve guest interactions and satisfaction.
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