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[bookmark: _heading=h.gjdgxs]Introduction
The following analysis will discuss professional reflection on a hotel in the UK along with a robust training program for employees in the hospitality industry. The reflection will revolve around the elaboration of cultural awareness and importance of multilingualism. 
[bookmark: _heading=h.30j0zll]Component 1 - Professional reflection
[bookmark: _heading=h.1fob9te]Cultural misunderstanding in the hospitality industry is a common occurrence between service staff and customers that creates an unreliable and awkward situation for all. I witnessed my coworker struggling who works as a food and beverage specialist in the hotel bar and restaurant face a critical situation with one of the international customers. The bartender holds a level 4 employment placement in the hotel with experience in dealing with different customers. She is well acquainted with the cultural aspects of different customers and the various ways these customers are required to be approached to eliminate cultural misunderstanding. Cultural misunderstanding occurs when two individuals develop a gap concerning understanding each other more easily (Christiansen et al. 2020, p. 3). These misunderstandings can happen due to communication barriers that can hamper the experience of the guest with their preferred hotel and the image of the employee. As a manager, I witnessed the occurrence of such misunderstandings on different occasions that disrupted the decorum of the hotel and eatery area in Level 4 Placement in Le Manoir aux Qust’Saisons, A Belmond Hotel in Oxfordshire. The food and beverage department of the hospitality industry is more prone towards these disruptions as it requires employees to remember various preferences and choices demanded by several guests (Maheshkaret al., 2018, p. 2). As my job profile as a general manager, it is my responsibility to look through the variety of employees and how they are performing under pressure and difficult situations. It is imperative in the field of hospitality to understand that not every circumstance is the fault of the employees but sometimes customers can be extremely difficult to deal with which leads to problems and stress.
On the other hand, I have observed that this also leads to loss of business and bad reputation of the hotel, which tarnishes the business name in the hospitality industry in the UK. The Department of Food and Beverage is crucial to maintain as it operates as one of the most attractive facilities in the hospitality industry. Multinational hotels and spas in London need to maintain the luxurious outlook of the brand in front of domestic and international employees. The communication gap is the key element for cultural misunderstanding between employees and customers that can happen at any given moment (Abramson et al., 2018, p. 4). According to my personal experiences working in the hospitality industry for a prolonged period, I have remembered to exercise certain practices among employees as a general manager to reduce the impact of cultural misunderstandings. Active listening skills, opting for help from other employees who know different languages, awareness, and attentiveness towards customers and their orders are some of the crucial skills that can save employees as well as customers from cultural misunderstandings. These skills can help employees to understand customers from different backgrounds more thoroughly and fulfil their requests with more accuracy. These techniques can prevent cultural misunderstandings from occurring in the future and prevent the downturn of business in the hotel industry in the UK. Cultural misunderstandings are imperative to understand and overcome to increase customer satisfaction. 
[bookmark: _heading=h.3znysh7]Component 2 - Training plan
	
Objectives of Knowledge
	Type of Knowledge 

	
	Literacy and technical knowledge 
	Interpersonal Skills 
	Conceptual Activities 
	Resources 
	Success Criteria
	Timeframe 

	Fundamental Knowledge 
	Literacy knowledge is crucial to eliminate cultural misunderstandings (Dereskyet al., 2017, p. 6). employees are going to be provided with literary materials which they can study in their spare time to learn more about different cultures 
	Teaching strategic thinking and decision-making process which can help employees to deal with customers in difficult situations 
	Job rotation, special training activities with other employees and seniors, and practising simulation situations to elevate the risk-mitigating techniques  
	Training materials and equipment, literary sources and substances and others 
	The success criteria of this task is projected to be achieved in three weeks with every employee 
	3 weeks 

	Capacity Development 
	The capabilities and capacities of employees are crucial to evaluating to comprehending how they can handle and solve cultural misunderstandings (Ghani et al., 2022, p. 6). The training period will focus on the cognitive abilities of employees and how well they are equipped with different characteristics from different cultures 
	Training employees to increase productivity and customer retention in the hotel food and beverage sector, providing guidance and knowledge for professional growth and organisational development 
	Help from seniors and experienced employees, following the cultural rules and regulations of the hotel, and instigating cultural diversity within the employee structure 
	Online learning courses, cultural and diversity education, following different trends on social media platforms and other online forums 
	The success rate of this endeavour is subject to be achieved in 4 weeks 
	1 month 

	Operational Efficiency 
	Increasing the operational efficiency among employees can attract more customers and generate positive amounts of revenue in the hospitality industry (Liu-Lastreset al., 2023, p. 1). Information will be provided to employees on bottlenecks, diversity, culture, technology and other amenities 
	Active listening, collaboration with senior employees, communication, adaptability, teamwork
	Streamlined process, customer retention strategies, planning and programming, effective resource allocation 
	Feedback from guests, making a list of preferences for regular customers, mitigation plans, risk assessment tools and equipment 
	These activities to projected to be achieved in 2 weeks with targeted outcomes in the customer service area 
	2 weeks

	Management Skills Development 
	The emotional intelligence of employees is essential in the hotel industry to understand the target audience (Rasheed et al., 2020, p. 3). Self-awareness and the ability to delegate is important as well 
	Attention to detail, leadership skills, customer service, multitasking, resilience, creativity, time management 
	Positive customer service, communication skills, attention to customer needs are essential 
	Marketing techniques, implementations of AI in providing services, and executing information technology are the key resources for these objectives which will help to achieve the targets more efficiently  
	Employees will be tested to showcase their learning after 4 weeks of the initial training period 
	1 month

	Communication Skills Development 
	Problem-solving, positivity, feedback, patience, empathy, time management, creativity 
	Cultural competency, negotiation, helping attitude, emotional intelligence, respectful attitude towards customers 
	Customer service, conflict management, thorough communication with authorities, teamwork 
	Online courses, language lessons, books, journals, articles, and blog posts will help employees to learn more about cultural diversity and customer handling 
	These goals will be achieved in the first 3 weeks of the initial training period 
	3 weeks



[bookmark: _heading=h.2et92p0]Component 3 - Student self-reflection
Description: Working in the hospitality sector I think it is important to understand the importance of diversity and cultural awareness. I think the acquisition of knowledge regarding these aspects can help employees to deal with customers more transparently. Cultural awareness holds the potential to be versatile in certain cases which influences customers to be more compatible and adaptable to their preferred hospitality locations (Oriadeet al., 2021, p. 2). I believe the hospitality industry is anticipated to be more culturally diverse to eliminate the chances of cultural misunderstanding.
Feelings: I feel cultural awareness is also essential for employees which helps to generate the feeling of inclusion and positivity. I think positivity, patience and empathy are some of the crucial aspects in the field of hospitality that aid an employee to be closer to the customers. This develops a relationship based on personal bonding and trust. The importance of cultural diversity and awareness is exuberating in the hospitalitysector which highlights the reputation and ideology of the brand as well.
Evaluation: Cultural awareness in the hospitality industry allows employees to project their respectful nature towards different traditions and customs of different regions which promotes the brand's diversified thought process (Lam et al., 2022, p. 3). In my opinion, the positive side of cultural awareness is it increases the tuning of employees with different customers, which aids in understanding their likings and preferences. The negative aspect of cultural awareness in the hospitality industry is employees are required to remember numerous prospects and preferences of customers which can be confusing and problematic sometimes
[image: ]

Figure 1: Gibbs Reflective Cycle 
Analysis: Cultural awareness is important for employees to understand the preferences of customers which allows them to maintain the revenue generation and income of the brand (Azeem et al., 2021, p. 3). I think these projects the dedication of employees towards their job role and the different ways they are willing to achieve while also serving the purpose of the company. According to me, this highlights the trajectory of career growth and professionalism of employees in the hospitality industry and increases customer retention as well.
Conclusion: Through the analysis of the situation, it is clear to me that cultural awareness can motivate employees to be exposed to different scenarios while dealing with different customers. Employees in the hospitality industry need to learn about handling different and difficult situations with customer service. As per my experiences, this highlights the resilience power, attention to detail, and attentiveness of employees which also increases productivity for the future.
Action Plan: I think the acquisition of information on different cultures and languages can elevate the perception of employees to deal with different customers. It is a customary practice in the hospitality industry to be more attentive towards the details and I think this highlights how the hotel brand is training their employees to be more productive and efficient. Opting for different online courses and taking a proficient amount of language lessons can also help individuals interact more thoroughly with customers. This increases the chances of communication and instructiveness which serves as a positive aspect for hotel chains in the UK.
[bookmark: _heading=h.tyjcwt]Component 4 – Training presentation

Slide 1: Foreign Languages & Cultural Awareness
[image: ]

Slide 2: Introduction 
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Slide Notes: 
The following analysis will explain the benefits of multilingualism and awareness of language in the hospitality industry. 
Language awareness skills of staff along with polite and impolite behaviour will also be analysed in the assessment. 
The evaluation will discuss the proficiency of language and how it impacts the cultural awareness aspect in the hospitality industry. 
Speaker Notes: 
The focus is on the significance of cultural awareness and language efficiency in the hospitality industry and how employees in the hotel sector perceive the commandments of language awareness skills. Different prospects will be analysed for the verification of polite and impolite behaviour of employees in the business context which represents the brand name and reputation. 

Slide 3: Benefits of Multilingualism 
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Slide Notes: 
Certain benefits of multilingualism are cognitive recognition, fluent communication, learning multiple languages, increased career opportunities, cultural awareness and sensitivity (Liu et al., 2022, p. 5). 
Furthermore, multilingualism also helps in increasing the perception of employees regarding the variation of customers and numerous ways to deal with them. 
Multilingualism also aids in cultural appreciation, language diversity, and creativity among others (Holmes, 2023, p. 9). 
Speaker Notes: 
Administering the identified characteristics in the prospect of multilingualism can increase the transparency of employees with customers. This also supports the innovative approach of the hotel brand and how they are penetrating their target customer market more accurately. Organisational efficiency also elevates due to these techniques which promote the underlying ideology of the hospitality industry. 
Slide 4: Importance of Language Awareness Skills in Hotel Staff 
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Slide Notes: 
Language awareness increases customer retention levels along with customer satisfaction in the hospitality industry (Pietrzyk-Kowalec, 2023, p. 5). 
For instance, Le Manoir aux Qust’Saisons, A Belmond Hotel in Oxfordshire is a prime example of how fluency in the German language can attract more tourists to the UK hospitality industry from countries like Liechtenstein, Luxembourg and Germany (belmond.com, 2024). 
Effective communication with robust language skills among hotel staff also elevates the chances of understanding guests more clearly and their preferences (Budiarsa, 2021, p. 5). 
Speaker Notes: 
The effectiveness of these skills increases the productivity of employees which helps them to assist customers more with personalised orders and customization. Acknowledging this aspect polishes the brand image in the market among its competitors with promising turnover rates and revenue generation. 
Slide 5: Language Awareness which is considered polite/impolite in the hospitality sector 
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Slide Notes: 
The German language is anticipated to be hard both to learn and speak, but on the other hand, the essence of the language itself is very attractive to the younger generation (Astutiet al., 2024, p. 7). 
Level 4 Placement staff are expected to be more diverse and aware of international customers on various occasions. 
Speaker Notes: 
Being aware of different languages and offering help in translation during critical situations is both effective and considered polite in the hospitality industry. This helps customers and employees to interact more openly regarding any requests or problems in the hotel or other accommodations. 
Slide 6: Conclusion
[image: ]
Slide Notes: 
The analysis provides a critical explanation of the accuracy and importance of multilingualism and how it can help hotel staff increase their skills. 
The assessment also discusses the benefits of multilingualism such as creativity and open communication. 
Speaker Notes: 
Furthermore, the analysis also elaborates on the fluency of language in hotels in the UK and provides an example of the German language and how it is a likeable prospect for the younger generation. 

Slide 7: Reference 
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Slide 8: Thank You
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[bookmark: _heading=h.3dy6vkm]Conclusion
The analysis has provided information on culture diversity and how it is influencing the employees efficient in the hospitality industry. The training programme identified the areas, which can receive improvisation and the importance of multilingualism. It is discussed in an analytical way, which delves deep in the significance of cultural awareness in the hospitality industry. 
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