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Component-1: 
The Scenario. 
During my placement at Premier Inn, I came across an incident of cultural misunderstanding during a dinner service when a guest from Japan Mr. Tanaka, seemed frustrated about explaining his dietary restrictions to one of the F&B staff, Sarah. She found it hard to understand the accent and the pronunciation. I intervened the situation as I had a limited knowledge of the Japanese culture and language. Despite my constraints about the language and culture, I managed to comprehend Mr. Tanaka’s dietary restriction, which included the gluten and dairy avoidance. This very incident clearly signifies the importance of seeking cultural awareness and different languages in hospitality industry today.

Reflection: 
This incident highlights couple of aspects which are, the importance of the cultural sensitivity and communicating effectively in the hospitality sector. Upon reflection, I recognised several critical issues that led to the misunderstanding and have identified the areas for improvement. 
The inability to understand the language spoken by the guest was the major factor that lead to the miscommunication between Mr. Tanaka and Sarah. English is widely considered as lingua franca in the hospitality industry but the accent and pronunciation variations can cause communications issues especially when it involves guests from diverse linguistic backgrounds. (Christiansen et al., 2020). Sarah’s lack of comprehension of Mr. Tanaka’s accent, in this situation resulted in mutual frustration and discontent. 
Additionally, this misunderstanding flared up because of cultural disparities in dietary preferences. Mr. Tanaka was not used to having this particular dietary items offered in his culture. The staff should have known these practices in the first place. The communication style was also a contributing factor. The lack of comprehending this knowledge lead this confusion and discontentment of the guest (Abramson & Moran, 2018). Incidents caused by the cultural disparities were also observed on the front desk.
In future, it is significantly important for the hospitality personnel to have cross-cultural communication skills and the cultural awareness to avoid such misunderstandings taking place for improved customer satisfaction (Maheshkar & Sharma, 2018). This involves proactively gaining knowledge about various cultural norms, customs, and dietary preferences that are commonly practiced among guests from diverse backgrounds (Deresky, 2017). In addition, enhancing language proficiency, specifically in languages frequently spoken by hotel patrons, can improve communication and promote higher levels of guest satisfaction (Abramson & Moran, 2018). 
The staff who understand cultural nuances would allow them to communicate effectively with guests from diverse backgrounds. They can greet guests appropriately based on their cultural norms like bowing to a Japanese guest and avoid offensive gestures. These culturally aware staff can tailor services to individual preferences, such as offering specific room amenities like Halal food for Muslim guests and recommending local attractions based on guests’ cultural interests. Communicating with the non-English speaking guests, taking bookings and assisting them with check-in inquiries in their native language would definitely create positive first impression. Bilinguals can help resolving issues with the non-English guests staying in a vast numbers in the hotels. This includes handling complaints or room preferences etc. This practice would facilitate smother interactions, which would lead to higher guest satisfactions.

Component-2: 
Training Plan: Developing Cultural Competence: An Inclusive Approach to Cross-Cultural Communication in the Hospitality Industry 
Introduction: The hospitality sector around the world is recognizing the significance of the cultural diversity and upscaling the skills of their staff leading to successful retention and satisfaction of the guests. It is not merely a slogan but has a pronounced societal interaction factor involved also. Premier Inn is committed to implementing comprehensive training plans for its staff to equip them with necessary skills for the purpose of communicating with the guests from various cultural backgrounds, effectively and efficiently. This would surely lead to the overall success of the operations and the band image. 
Objective:  The primary objectives of such training programs and workshops include, 
• Highlighting the importance of understanding various cultural backgrounds and the sensitivities involved when it comes to hospitality industry.  
• Equipping staff with the cross-cultural communication skills promoting effective interaction with the guests. 
• To recognize and appreciate the differences amongst various cultural practices of the guest from diverse backgrounds. 
• Enabling staff to overcome their barriers of interacting with non-English speaking guests and adjust to their style of communication in their cultural contexts. 

Training content: 
1-Cultural Awareness: 
The overall concept of culture and its significance in the hospitality industry. Analysis of the framework and different dimensions of culture described by Hofstede, and Minkov (2010). Study of the real-life situations that demonstrate the influence of the cultural disparities and interactions by the guests in this sector. Moreover, examination of the effect of stereotypes, biases, and oblivious cultural assumptions that form the perceptions and behaviours amongst people. 
2-Cross-Cultural Communication Skills:
· Skilful use of the verbal and non-verbal communication strategies applicable in various cross-cultural environments.
· Strategies that would enable staff to actively demonstrate empathy, and building relationship with guests from diverse cultural backgrounds.
· Role-play exercises and recreations of different scenario to effectively navigate complex communication situations.
· Introduction to tools like translations applications and language learning software enable the staff to improve their cross-cultural communication skills.
3-Language Skills:
 • Applications of the fundamental language instructions in various languages frequently used by the hotel patrons, to suit specific areas and fractions of the population groups. 
• Training session that would include the languages learnings skills along with the cultural insights to foster both language abilities and understanding of various cultures.
• Supporting and motivating the staff engaged in learning new languages independently and applying in various situation.
4-Cultural Sensitivity Training: 
• Seeking and understanding the cultural norms, practices, values and traditions/customs that are common among different groups of guests with varied backgrounds. 
• Employing the dietary restrictions, religious practices and cultural sensitivities, respecting these diverse groups’ practices earning the satisfaction and respect. 
• Training staff to effectively identify and resolve cultural taboos, stereotypes and possible causes of the cultural conflicts among the group of people. 
• Advocating for the creation of an environment that is open and accepting, where cultural diversity is valued and cross-cultural understanding and appreciation are encouraged. 
Training Delivery: 
Involving the experts and the cultural authorities to provide an educational experience to our staff during the interactive workshops and seminars. The practical demonstrations, assessments, quizzes and the feedback mechanisms employed throughout such sessions would highlight employee understanding of such practices. The guests feedback would help providing the insights into cross-cultural communications skills and guest satisfaction standards.

Conclusion: Premier Inn is committed to providing and maintaining high standards of guest services and cultural understanding by delving in the comprehensive cross-cultural communication training program all across the country. By providing employees with the vital knowledge, skills and creating the mind-set to navigate any cultural diversity, adeptly. This would result in further improvement in the guest experience and bolstering its reputation as culturally inclusive and hospitable destination. 

COMPONENT:3
Self-reflection: 
Gibbs' model of reflection (Gibbs, 1988) is a valuable tool for analyzing cultural awareness in the hospitality sector. This systematic approach involves a cyclical process of description, emotion expression, evaluation, analysis, and conclusion. By incorporating this model, we can critically reflect on the evolution of our understanding of cultural awareness and its importance in the hospitality industry. This approach will help us develop action plans for future reference and enhance our understanding of the industry's cultural context.
Description:  Cultural awareness in the hospitality sector is often overlooked, as superficial interactions with guests from diverse backgrounds are often seen as formalities. This lack of understanding can negatively influence customer satisfaction and business goals. The focus should be on genuine cultural connections, rather than superficial interactions, to truly understand the impact of cultural awareness in the industry.
Feelings: After experiencing various encounters in the hospitality sector, I was able to develop a very strong sense of curiosity and fascination towards various customs and diverse cultural practices. (Hofstede, & Minkov, 2010). Nevertheless, I come across instances of unease and doubt when confronted with unfamiliar circumstances or cultural standards that contradicted my own principles or views. (Globeproject.com). 
Evaluation: Cultural awareness goes beyond superficial acts like respect and politeness, encompassing empathy, open-mindedness, and adaptability. After careful deliberation, understanding the limitations of my prior understanding led to recognizing instances where developing cultural comprehension could improve customer satisfaction, thereby enhancing the overall experience of interactions with guests.
Analysis: The academic literature, including the International Journal of Contemporary Hospitality Management (IJCHM) and other Journals for Cultural Research, has provided valuable insights into the concept of cultural awareness (www.emeraldgrouppublishing.com, n.d.).  These sources have significantly enhanced my understanding of the complexities and diverse aspects of cultural awareness, thereby enhancing my comprehension of the subject matter.
Scholars Earley, and Ang (2003) introduced the concept of cultural intelligence, a framework for understanding how individuals can adapt their behavior and communication styles to better engage with individuals from diverse cultures, thereby enhancing their ability to handle cultural disparities expertly. Furthermore, the research conducted by Hofstede, and Minkov (2010) on cultural dimensions has offered valuable understandings into the fundamental values and norms that influence behaviour in various cultures. This study recognized the dimensions such as individualism-collectivism, power distance, and uncertainty avoidance, which were extremely valuable in comprehending the different expectations and preferences of guests from diverse cultural backgrounds. Turner's examination of cultural dilemmas offers insight into the niceties involved in cross-cultural interactions (Trompenaars & Hampden-Turner, 2020). Analysing the divergent cultural perspectives on time, authority, and relationships, I developed a more profound understanding of the intricate ways in which culture influences behaviour and communication. 

Conclusion: Cultural intelligence and cultural awareness are crucial in the hospitality sector, as they help professionals handle diverse situations and foster a culturally inclusive atmosphere. Academic literature, such as Hofstede's research on cultural dimensions, has shaped this understanding, as it focuses on understanding the complexities of cultures and analyzing divergent perspectives on time, authority, and relationships. This approach enhances collaboration, creativity, and overall achievement within the organization.
Action Plan: Going forward, I am dedicated to ongoing education and growth in the field of cultural awareness. I will proactively pursue chances to deeply engage with different cultures, be it by traveling, studying languages, or participating in cultural competency training programs (Hofstede-Insights.com). In addition, I will make a conscious effort to incorporate cultural sensitivity into my everyday interactions with both guests and colleagues, creating an atmosphere that promotes respect, understanding, and inclusivity. In general, my engagement with scholarly literature has not only enhanced my theoretical comprehension of cultural awareness but has also provided me with practical frameworks and tools for effectively managing cultural differences. The knowledge I have gained from these insights has been extremely valuable in my interactions with guests and colleagues. It has allowed me to approach cross-cultural encounters with empathy, adaptability, and cultural sensitivity. 







COMPONENT 4: Training Guide. 
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Examples from Premier Inn
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Conclusion and Next Steps
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Language: French
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