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Schon Reflective Model 
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Figure 1: Schon Reflection Model
Reflection in Action
As stated by Christiansen et al., (2020), language differences and varying communication styles hinder effective collaboration within the hospitality industry. Communication barriers such as language differences between F&B employees and hotel guests create a misunderstanding situation that also fosters guest dissatisfaction rate within the hospitality industry. As an employee of F&B, I observe that cultural misunderstanding happens when hotel staff and guests speak the same language, although they mean or understand different things. Based on my experience, cultural misunderstandings occur in the hospitality sector because of cultural background and experiences. On the other side, a "lack of cultural sensitivity" leads to misunderstanding and conflicts, which negatively influence guest satisfaction and loyalty (Maheshkar, and Sharma, 2018). In this aspect, as a staff of the Food and Beverage sector of Holiday Inn, I need to improve my active listening skills and verbal communication skills to interact with hotel guests on the restaurant premises. It is vital to understand and adapt to hotel industries' trends and customer requirements to remain competitive and meet guest expectations. By staying flexible, responsive as well as attentive to evolving preferences, I will not only adapt to changes although harness them for the continued success and growth of the hotel business. As an employee of Food and Beverage, I observe that leadership norms differ across cultures and that affects in staff guiding process. 
Reflection on Action 
During level 4 placement, I experienced a cultural misunderstanding issue with a hotel guest due to a lack of knowledge in cultural sensitivity at the Holiday Inn. I was unable to understand the orders of my guests at dinnertime as the guests came from different cultural backgrounds and languages, which created barriers in front of me. In this scenario, a misunderstanding situation arose between the hotel guest and me. In order to reduce this type of situation in my workplace, I will participate in a "cultural sensitivity training" session by which I will able to understand my guests' requirements in the hospitality industry. In addition, cultural inclusivity initiatives could increase my awareness level within the hospitality sector. Based on my experience, I identified that cultural insensitivity not only blemishes a restaurant's brand image, although leads to business loss if not maintained effectively. It requires attending "cross-cultural" training that could help employees to overcome these communication barriers and improve their verbal communication skills (Abramson, and Moran, 2018). In addition, it will offer me an understanding of different cultural communication styles and help me develop the skills to adapt my communication to meet the requirements and expectations of guests from different cultural backgrounds. 
Furthermore, I will try to improve my "decision-making skills” and “customer-service orientation” to offer quality services to my guests. In the hospitality sector, making on-point is all about understanding guests and their requirements, in this aspect, decision-making abilities are quintessential to handling misunderstanding situations at the restaurant premises. Furthermore, I will be able to provide food to guests based on their requirements and cultural sensitivity by gaining knowledge in customer orientation.    
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Staff training plan 
	Goal 
	Training required
	Who will provide the training 
	Procedure for providing the training 
	Budget for this goal
	Time of completion 

	To improve the cultural awareness of employees
	As opined by Deresky (2017), cultural sensitivity training is a set of skills that helps employees learn about and comprehend individuals from different backgrounds. In this scenario, giving value to the uniqueness of each culture helps employees meet the requirements of the guests within the hospitality sector. Training in cultural sensitivity helps to respect customs and traditions. 
	External professionals and line managers of Holiday Inn will offer training on cultural sensitivity to the employees  
	The external professionals could offer training to the employees regarding the cultural sensitivity in online platforms such as "Zoom" and "Google Meet". On the other side, the managers could associate "scenario-based discussion" where participants could explore various workplace situations, emphasizing respectful communication, cultural awareness, and conflict resolution. 
	Approximately 100 British pounds will required to give training on cultural sensitivity 
	It will require 5 months to improve the cultural awareness of employees at the workplace 

	To develop cross-cultural communication skills
	As cited by Hampden-Turner, and Trompenaars (2020), cross-cultural communication training is quintessential for the hospitality sector as it helps to communicate with people from different locations and mother tongues. The higher authority of Holiday Inn could offer training in different languages such as "German, Japanese and French" to the employees to increase their abilities to communicate with guests from different cultures and languages. 
	Multilingual experts could offer cross-cultural communication training to the employees to boost their abilities to speak in other languages. Attending cross-cultural communication training could help me to become a perfect employee in the hospitality sector in the future.  
	The polyglot specialist could use "ASANA" and "Slack" as communication apps to offer training on cross-cultural communication. However, using offline modes of training such as "instructor-led" sessions at the workplace to improve the capabilities of the employees within the hospitality sector 
	It will require almost 80 British pounds to conduct a cross-cultural communication session 
	Almost 6 months will need to develop the cross-cultural communication skills of the workers 

	To accelerate decision-making abilities
	Conducting a “decision-making” training session could help employees to improve the decision-making abilities of the employees. 
	The Operational and Line manager of the hospitality brand will conduct a “decision-making” training session to increase the employees’ abilities  
	The Line managers would arrange a "brainstorming" session on online platforms to improve the decision-making abilities of the staff members. 
	It will need 50 British Pounds to conduct a decision-making training session 
	It will take 3 months to conduct a decision-making session 

	To boost customer service skill 
	According to Hofstede et al., (2010), customer service training helps employees to handle guest complaints efficiently. 
	The HR and Front-desk executive officers could offer training on “customer-service” skills to me. Defining service standards and analysing the background of the guests’ location could help to increase the capabilities of the employees 
	The managers will conduct the situation-oriented training method to boost the customer-service skills if the employees 
	It will require 20 pounds to complete the training session 
	Almost 2 months will require boosting the customer service skills of the employees. 
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Driscoll Reflection Model 
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Figure 2: Driscoll Model
What?
As per the view of Holliday (2021), cultural sensitivity plays a pivotal role in ensuring that guest’s feel welcomed, respected, and understood. According to me, cultural awareness helps to meet the needs of the guests and enhances the customer satisfaction level in an effective way. Attending a training session on cultural sensitivity helps employees to interact with international guests in an effective way. My understanding of the subject changed over time as I took training in a cultural sensitivity area. As per my opinion, cultural awareness helps to make a better team and increase the employee engagement process.  Based on my experience, cultural awareness training equips staff with the knowledge and skills in order to engage respectfully with people from different backgrounds. This promotes my understanding, reduces misunderstanding, as well as encourages open-mindedness effectively. I have identified that employees can handle misunderstanding situations after increasing their decision-making abilities. 
So what?
As per my experience, cultural sensitivity or awareness builds trust and connection across cultures, which is important in the hospitality industry. In the contemporary world, the hospitality actor stands as the melting pot of culture, with teams comprising individuals from diverse backgrounds (Shiraev, and Levy, 2020). Taking training in cross-cultural communication helps staff of the hospitality sector to interact with guests from different backgrounds and meet their requirements efficiently. I have learnt from experience that effective communication channels in the hospitality areas encourage team members to apply plain and straightforward language to minimise understanding with international guests. I explored that developing robust conflict resolution protocols helps to address cultural clashes in the hospitality workplace. During the training session, I understood that cross-cultural training helps a hotel brand stand out by demonstrating its commitment to cultural competency and inclusivity. Based on my experience, I observed that one of the key advantages of cross-cultural training for staff in the hospitality sector is the improvement of communication with guests, which results in an overall customer satisfaction rate. As per my observation, training in cultural sensitivity offers employees an understanding of different cultural communication styles and helps them improve their skills to adapt their communication to meet the requirements and expectations of guests from different cultural backgrounds. 
Now what?
As per my analysis, participating in cross-cultural communication and decision-making training sessions helps employees not only help them to offer quality services to the guests but although increase staff abilities in the hospitality sector. Awareness of cultures is essential as it boosts a sense of identity and enables employees to be sensitive to and aware of cultural differences and similarities, permitting them to interact (Irwin, 2020). This experience is important for me, as I am able to increase my productivity and efficiency within the hospitality industry by taking part in cross-cultural programmes. According to my observation, by demonstrating a commitment to cultural competency and inclusivity, Holiday Inn attracts and retains a diverse workplace all over the world. In this aspect, the diverse workplace of this brand helps to maintain a strong brand image within the hospitality sector.
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Slide 1: Front page
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Slide 2: Content page
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Slide 3: Introduction
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As cited by Leonet, et al., (2020, p. 41), language awareness is the study of the mother tongue that helps a person to improve an individual's competence and performance in the corresponding field. 
Holiday Inn successfully operates its hospitality business in Germany as it offers cross-cultural training to its employees. 
Speaker Notes
Cultural sensitivity and language awareness are significant in the hotel industry as these help to increase customer satisfaction rates in an effective way. This portion of the study illustrates the importance of cultural sensitivity within the workplaces of a hospitality company. Furthermore, the benefits of multilingualism and language awareness in Holiday Inn's workplace are discussed in the below part.  
Slide 4: The benefits of multilingualism and the importance of language awareness  
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Benefits of multilingualism
Multilingualism in the hospitality sector allows employees to interact with guests who come from different backgrounds (Shen et al., 2020, p. 6920). 
Importance of language awareness  
Language awareness ensures that Guests' requirements and expectations are clearly understood and met.  
Speaker Notes
In the hospitality sector, without effective communication, it is a challenge to deliver a high level of customer service, leaving customers dissatisfaction and lost business (Klyukanov, 2020). Multi-language proficiency helps front-desk executives welcome incoming international guests. On the other side, housekeeping staff are able to analyse the requirements of guests at the hotel premises with the help of language awareness and multilingual approaches. 
Slide 5: Analyse the place of the language is spoken
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Germany is the official language of the German language and this language comprises 26 letters of the Latin alphabet.
As per the report, Germany has the largest number of native speakers in the European Union
Speaker Notes
Offering cross-cultural awareness training to the employees of Holiday Inn not only helps employees interact with German customers, although helps to operate successfully in the German market. Based on a study, observes that German refers to it as an inflected language with four vases of nouns, pronouns and adjectives. 
Slide 6: Mention whether the language is hard to learn or not
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Almost 40% of German and English vocabulary are very similar to each other, which marks the language as one of the easiest languages to learn for native English Speakers (bbc.co.uk, 2023).
In the business operation, by offering training in German languages, Holiday Inn is able to maintain an adequate customer base
Speaker Notes
It requires almost 5 to 7 months learning and becoming fluent in the German language. German is easy to learn because of its close proximity to the English language. On the other hand, simple pronunciation rules in German make it easy for people to learn this language within a shorter period. 
Slide 7: What is considered to be polite/impolite in a business context?
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Figure 3: The brand image of Holiday Inn in Germany
(Source: statista.com, 2022)
In the hospitality industry of Germany, when it comes to hotel customers, brand awareness of Holiday Inn is at 77%, as the brand is able to offer quality services to customers by offering adequate cross-cultural communication training to the employees. 
Speaker Notes
Holiday Inn’s employees behave politely with German customers as the staff analyse the requirements of the guests in their own languages.   
Slide 8:  Conclusion 
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Based on the overall discussion, it observes that language awareness and multilingualism are important in the hotel sector as they increases the customer base. 
The German language is almost similar to the English language and that is why it is easier for people to understand and learn the language
Speaker Notes
A hotel company’s brand image totally relies on adequate customer service and it is achieved through offering a quality service with language awareness. The similarities between English and German languages allow a person to analyse and understand the languages effectively. Holiday Inn’s employees are able to offer quality service to German guests as they get cross-cultural communication training from the higher authority.  
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