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 Professional reflection
Cultural misunderstandings are a common occurrence observed in hotel areas as the hospitality sector is one such sector that encourages the involvement of individuals from different cultural backgrounds. While working in Premiere Inn as an F&B employee, I faced one such incident due to cultural misunderstandings. The incident occurred when a hotel guest was not able to communicate regarding the choice of food that he preferred during breakfast with me who was working in the hotel as an F&B employee due to language barriers. This results in misinterpretation of body language across cultural differences. The cultural misunderstanding occurred when the guest and I could not understand each other due to language restrictions causing dissatisfaction. The concept of cultural misunderstanding can be highlighted using socio-conflict theory. The conflict theory postulates that conflicts usually occur when there is competition for power and resources. Structural inequality and competition are other reasons that are responsible for conflicts between the two parties (Indeed, 2023). As opined by Weuffen et al. (2023), a welcome to a country is a declaration where the visitor is granted protection as well as bestowed hospitality while acknowledging respect and laws. Complexities faced in cultural interactions lead to unstable and fractious relations where hyper-attentiveness and uncertainty of cultural sensitivity are used for limited action. It has been observed that factors that lead to cultural misunderstandings include a lack of effective leadership styles and communication barriers (LinkedIn, 2023). The incident that occurred highlighted the negative impact of cultural misunderstanding within a workplace. 
Analyzing the incident that imposed a negative image of the Hotel Premiere Inn on the hotel guests belonging to South Korea, I have realized that the advent of globalization is transitioning the workplace towards diversity and inclusion, which is a good aspect. However, the growing cultural misunderstandings due to this should also need to be assessed and lowered using strategic decisions. The incidents have helped me to understand the key skills that I need to enhance in order to prevent the occurrence of any type of cultural misunderstanding in the workplace or in any other area. It has been observed that usually, cultural misunderstandings occur with the inclusion of different cultural backgrounds in one place without any proper cultural training. The skills that I need to ensure after the incident and prevent its further occurrence include effective communication which is a must, teamwork and active listening. These three skills are important for an employee who wants to develop effective behavioural changes. Effective communication is one of the major skills that helps in showing positive leadership ability, active listening results in better work performance and lowered cultural misunderstanding. 
As opined by De Leersnyder et al. (2022), higher education institutes tend to develop global mindsets while fulfilling the requirements of students. This helps schools in fostering diversity and inclusion within the learning process. In addition to this, effective intercultural communication is important to promote multiculturalism and lowering cultural misunderstandings. Effective communication helps to set an open and respectful learning environment. In addition to this, effective communication plays a key role in lowering workplace conflicts and sharing information within hotel premises. The incident acts as an eye-opener to me as well as the hotel industry, the incident could hamper the brand reputation as well as brand image. Besides this, teamwork and active listening are other skills that are equally important to lower cultural misunderstandings inducing the correct flow of information.    
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The occurrence of an incident of cultural misunderstandings while I was working as an F&B employee in Hotel Premiere Inn in Evesham, I realized that diversity and inclusion at the workplace resulted in cultural misunderstandings due to the lack of proper training. Staff training is highly required to ensure better work productivity, lowering conflicts and better performance. In real-life scenarios, training is an effective part that helps employees to improve their performance. Companies like Amazon provide training to their employees in order to improve skills and performance. As opined by Niati et al. (2021), career development is the way to improve the employability of individuals in order to attain the desired career. Employee training is the process that helps employees learn key skills and knowledge. The training will enable employees to be more skilled while able to execute their responsibilities in a better way, as per the work standards. The lack of training has been found to impact employment opportunity growth creating problems in the career development plan. It has been observed that employee training is important to ensure a company has skilled employees acquainted with business competencies and knowledge that are required to manage as well as grow a business. The training plan provided by an organization at the corporate level needs to focus on every associated employee who can benefit from the training plan (Tech-target, 2023). Training is the best way to improve skills and knowledge through staff training programs. Besides improving the skills and knowledge of employees, training also helps to attain performance appraisal, prepare for higher employee responsibilities, show employees to be valued and help to improve performance management among employees (Indeed, 2024). This shows the effectiveness and importance of staff training programmes at the corporate level to lower cultural misunderstandings.  

	Training that is needed in a specific area
	Actions needed to take
	Impact on employees

	Training needs to be provided on effective communication
	The corporate programme can increase collaborative tasks where employees can participate in fun activities while communicating with each other. Besides this, it is needed to ensure that employees from every section participate in group meetings to enable the flow of information.  
	As per Sumaiya et al. (2022), effective communication helps to facilitate interaction with others allowing people to operate successfully and more efficiently. The communication training program will help hotel employees understand what other people are trying to convey irrespective of any cultural background. 

	Training needs to be provided on IT skills
	Provide advanced courses at lower subscription rates to improve IT skills among employees. The IT skills will help them to translate language spoken in different languages lowering cultural misunderstandings. 
	IT skills will enable employees in the hotel industry to show effective business competencies and market trends that will help the hotel sector flourish and improve market positioning. IT skills among hotel employees will also help them to translate foreign languages using Artificial Intelligence. This will lower dependency on labour intensity while improving the tech-savvy culture within the hotel industry. The training will help to lower cultural misunderstandings.    


Table 1: Staff training plan
(Source: Self-Created)
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Gibbs Reflective Cycle
Description - I believe cultural awareness is a fundamental aspect of the hospitality industry within the increasingly multicultural world. I think it involves recognition and appreciation of the similarities and differences between different cultures. Within my employment career at Premier Inn, I have identified that there are different cuisines and dietary requirements for different types of customers. I saw many customers use different religious practices where they have rituals and prayer times (Lexicon, 2023). Similarly, communication styles and socioeconomic backgrounds are also some major aspects that distinguish cultures in our hospitality industry. 
Feelings - I feel like the hotel staff is required to understand and respect guests’ cultural norms and expectations, and they provide more personalised and appropriate service. Once I helped a guest in Premier Inn to find vegan cakes from the kitchen and later my manager told me that the guest presented positive feedback for my service. I feel like helping or assisting the guests according to their preferences and understanding cultural norms helped me to effectively increase the customer satisfaction reports of my hotel.  I also felt that my culturally sensitive actions helped me upgrade my hotel’s reputation and directed business performance increases.   
Evaluation - I have evaluated from my work experiences that Effective cross-cultural communication helps create a respectful environment where all voices are heard. Our multicultural workforce in our hotel helped us to use clear communication channels to effectively connect with guests from different cultural backgrounds (Louise, 2023). Similarly, in our hotel, we prioritise active listening and cultural awareness to support and mitigate misunderstandings. Once I was assigned to serve alcoholic beverages to some party guests. One of the guests belongs to some specific group that does not drink alcohol. I was not aware of the cultural norms and it directed to an issue over the program. 
Conclusion - I was not aware of the cultural norms of different groups or people. I am required to develop my cultural awareness to effectively improve my customer service and performance within the hospitality industry. If I was enabled with different cultural skills I would be able to deliver better performance over the services. It can be concluded that clear open communication is very much required in the hospitality business to implement cultural awareness (Chechi, 2024). I believe that the hospitality industry is required to implement different programs to develop the cultural awareness of their staff to effectively improve their business performance and customer service reputation. 
Action - I have identified that I need to stay curious and educate myself about different cultures. Similarly, I am required to read books, watch documentaries, and attend workshops to expand my knowledge about different cultures. I am also required to engage with my colleagues from diverse backgrounds. I needed to actively listen to guests’ stories and learn about their cultural practices. I needed to present an approach to cultural differences with respect and an open mind. These practices and activities will help me to develop my cultural awareness knowledge and skills to effectively serve the hospitality industry guests. 
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