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[bookmark: _Toc165643719]Introduction	
Cultural awareness is crucial to providing excellent guest experiences in today’s globalised hospitality sector (Abramson and Moran, 2018). This report discusses cultural competency in hotel management through a real-life situation to demonstrate its value. Through professional reflection, a training plan proposal, and student self-reflection, it examines cultural awareness, visitor satisfaction, and the need for continual learning and adaptation. Hospitality professionals can build inclusive environments and meaningful connections with international visitors by embracing cultural awareness and ongoing improvement. 
[bookmark: _Toc165643720]Component 1 - Professional Reflection
I saw a cultural misunderstanding between one of our F&B staff and a hotel guest during dinner service at my hotel restaurant during Level 4 Hotel Management Placement. A Japanese businessman ordered an off-menu item. The request confused and flustered the server, who was unfamiliar with Japanese customs. The guest appeared uneasy as he hesitated to react. Here, the staff, who were unfamiliar with Japanese cuisine, misread the guest’s request and proposed a dish that sounded similar but tasted different and was prepared differently. The service disappointed and frustrated the guest. This incident taught me that language difficulties, cultural ignorance, and communication styles can cause cultural misunderstandings (Altay, 2022). This mistake was caused by the employee’s unfamiliarity with Japanese food. The guest may have asked indirectly, which the staff misinterpreted due to cultural variations in communication skills. I recognise that gaining skills and changing behaviour can help avoid such misunderstandings. Also, learning about diverse cultures and cuisines is essential. This requires learning about different cultures’ foods, flavours, and preparation methods, notably those utilised by hotel guests. I can better anticipate guests’ requirements and provide recommendations by learning the cultural significance of specific foods and their preferences (Hampden-Turner and Trompenaars, 2020). Also, my communication skills, especially language limitations, need improvement. It involves carefully listening to guests, asking clarifying questions, and being aware of nonverbal signs. If guests do not speak English, I should utilise simple words and gestures to communicate (Abramson and Moran, 2018). Additionally, I can learn simple phrases in guest languages to improve communication and show respect for their culture. Prevention of cultural misunderstandings requires promoting empathy and openness. Considering the guest’s perspective helps me understand their cultural preferences and expectations. This may mean challenging my own preconceptions and actively soliciting visitor feedback to understand their experiences and preferences (Morris-Suzuki, 2022). I will improve my behaviour by examining the menu to ensure it reflects the hotel’s diverse customers and talking with colleagues or supervisors when unsure about a guest’s request. Through reading, training, and cultural contact, I can actively learn about other cultures. The F&B industry needs cultural awareness, communication skills, empathy, and openness to avoid cultural misunderstandings (Deresky, 2017). I can boost guest satisfaction and create a more inclusive and friendly hotel restaurant by constantly improving and modifying my behaviour.
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To: Level 4 Hotel Management Placement 
Subject: Staff Cultural Awareness and Communication Skills Training Plan 
Dear Management, 
Following my Level 4 placement observations and reflections, I offer a thorough staff training plan to help all employees negotiate cultural differences and avoid misunderstandings. This plan intends to improve our team’s capacity to meet guests’ different requirements and preferences by recognising the relevance of cultural competence in hospitality (Nedelko and Brzozowski, 2022). 
The training plan will include several essential elements: 
Cultural Awareness workshops: Here, the hotel should hold interactive seminars to improve hotel staff’s understanding of diverse cultures, customs, and cuisines, where staff will learn and develop cultural sensitivity through presentations, discussions, and participatory activities in these courses. It should invite guest speakers from varied cultural backgrounds to share their views and experiences for firsthand perspectives (Hampden-Turner and Trompenaars, 2020). 
Menu Familiarisation Sessions: The hotel should schedule regular menu familiarisation workshops to ensure all personnel know our restaurant and bar’s dishes. These sessions will include tasting samples and, thus, discuss ingredients and preparation methods and address the cultural significance and special considerations for certain recipes. Staff will be better able to advise guests on eating options and preferences if they know our menu well (Altay, 2022). 
Communication Skills Training: Then, It should train staff to communicate with guests from varied cultural backgrounds. Also, active listening, clarifying questions utilising basic language and gestures to overcome language difficulties and interpreting non-verbal cues will be covered in this session. Thus, role-playing and scenario-based training will imitate real-life scenarios and teach cultural differences (Christiansen et al., 2020) 
 Empathy and Cultural Sensitivity Training:  Here, the staff development programme should include empathy and cultural sensitivity training to promote respect, tolerance and inclusivity. Also, this training will emphasise empathy and cultural awareness in anticipating and meeting visitor requirements and creating a welcoming and inclusive environment (Hampden-Turner and Trompenaars, 2020). So, in case studies, group discussions, and experiential learning exercises, employees will learn to appreciate cultural diversity and avoid common misunderstandings. 
Continuous Evaluation and Feedback: Here, The hotel should implement ongoing evaluation and feedback to evaluate the training programme and identify opportunities for improvement. This includes surveys, employee and guest feedback, guest satisfaction, and cultural competence KPIs (Abramson and Moran, 2018). Then, the training programme will be reviewed and updated to meet our personnel and guests’ changing needs. 
So, this thorough staff training strategy aims to equip our personnel with the knowledge, skills, and attitudes needed to negotiate cultural differences and avoid misunderstandings in our hotel where using cultural understanding, communication skills, empathy, and cultural sensitivity, we can make all guests feel welcome and included (Altay, 2022). 
I appreciate your consideration of this suggestion. I look forward to working with you to implement these measures and improve visitor service.
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The self-reflection in this part is covered through the Gibbs Reflection Model (Wain, 2019).  
Description: I thought hospitality cultural awareness was mostly about avoiding misunderstandings. Also, I discovered its depth and tremendous impact on guest experiences when I dug deeper, where experiences like hotel cultural misunderstandings showed the need for workers to receive comprehensive cultural training. Then, self-reflection has given me humility and curiosity, which has motivated me to improve my cultural awareness (Christiansen et al., 2020). So, this talent is critical for creating inclusivity, building solid relationships, and providing excellent service in today’s globalised hospitality market. 
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Figure: Gibbs Reflection Model; Source: (Aririguzoh, 2022)
Feelings: I initially approached cultural awareness in the hotel sector with confidence as I felt I could quickly adjust to varied cultural standards. As I studied the topic, I felt humbled and curious. Also, the complexity and depth of cultural dynamics humbled me, and I realised the necessity for constant learning and research, where I was fascinated by cultural connections and wanted to learn more. Then, self-reflection brought empathy and openness, making me more sensitive to cultural awareness and my own biases (Maheshkar and Sharma, 2018).
 Evaluation: Then, I found my initial knowledge of hospitality cultural awareness at the basic and surface levels through observation and study. Also, I knew I needed to learn more and, thus, recognise its complexity. Also, real-life cultural misunderstandings showed the importance of staff cultural training. Thus, this review changed my perception of cultural awareness as a diverse ability that requires ongoing education and empathy (Aririguzoh, 2022). Then, I recognised the need to challenge assumptions and embrace diversity to include cultural awareness in hospitality. Thus, this critical appraisal helped me take a broader perspective on cross-cultural hospitality encounters, which emphasises constant learning and adaptability. 
Analysis: Cultural awareness in the hospitality business is diverse, which was important to my investigation, where I learned that it involves ideals, communication styles and social standards beyond surface-level gestures. Also, real-life cultural misunderstandings highlighted unconscious prejudices. Thus, this investigation showed me the need for cultural training for personnel and creating an inclusive environment (Wain, 2019). Also, I realised that cultural awareness integration demands continual education, empathy and questioning assumptions. Thus, this deeper analysis helped me comprehend and be more sensitive to cultural exchanges, where I saw a hotel employee accidentally offend guests by providing them with a cuisine that was banned in their culture. Thus, this episode demonstrated the need for staff cultural training and awareness to prevent such incidents. 
Conclusion: Also, my self-reflection on cultural sensitivity in hospitality has been enlightening and transforming and this technique has helped me comprehend the complexity of serving varied clients. Cultural understanding is crucial to good hospitality, as well as developing trust, inclusivity, and guest happiness (Wain, 2019). Also, I can better handle cross-cultural encounters and contribute to the hospitality sector by always learning and adapting. So, this conclusion reinforces my dedication to learning and emphasises the importance of cultural knowledge in visitor experiences. 
Action Plan: Here, I will follow a plan to improve my hospitality industry cultural understanding, which includes actively seeking out learning and cultural diversity opportunities. Also, I will take cultural sensitivity classes and workshops to learn more about diverse cultures. Then, I want to include cultural understanding in my hospitality interactions and decisions. Also, I can help diverse guests feel welcome and respected as I provide an inclusive environment and challenge my biases. Thus, this action plan shows my commitment to the advancement of cultural competence in hospitality (Maheshkar and Sharma, 2018). 
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Conclusion
Here, self-reflection and cultural sensitivity research in the hotel business have proven eye-opening and transforming. Through real-life experiences and diligent study, I have learned that cultural awareness goes beyond surface-level gestures to recognise the depth and complexity of human relationships, communication styles, and societal norms. Cultural miscommunications can ruin guest experiences, emphasising the necessity for extensive staff training and continued education. I want to improve my cultural understanding through active learning, workshops, and questioning my preconceptions. I want to create a more inviting and courteous hospitality atmosphere where guests feel appreciated and understood by embracing diversity and cultivating tolerance. This experience confirms my conviction that cultural competence improves client happiness and hospitality.
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Spanish Language

« Spanish is spoken primarily in Spain and throughout Latin Americ, including countries such as Mexico, Argentina,
Colombia, and Peru (Stewart, 202, It i also an offical language in Equatorial Guinea and is widely spoken in various
‘communities around the world, particularly in the United States

st hard to learn?
+ The diffculy of learning Spanish can vary depending on factors such as a person's native language, their exposure to
‘Spanish-speaking environments, and their dedication to learning. Generally, Spanish is considered one of the easier

languages for English speakers to learn due to its relatively simple grammar and phonetic pronunciation (Lépez and
Amaya, 2015).

Politeness in Business Context

In Spanish-speaking cultures, politeness in business contexts s highly valued and often involves demonstrating respect,
‘courtesy, and professionalism. Here are some key aspects of polite behaviour in business settings:

+ Formalty: Addressing individuals with appropriate ttles and formal pronouns,such as "Usted” i singular and "ustedes”
in plural, particulerly when dealing with superiors, lients, or older indviduals (Antonio et a. 2018)

* Greetings and Farewells: Gresting people with a handshake and maintaining eye contact is customeary, especially during
iniial introductions or business meetings. Saying "Buenos dias” (Good morning), "Buenas tardes” (Good afternoon), or
*Buenas noches" (Good evening) depending on the time of day (Lépez and Amaya, 2019).
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Benefits of Multilingualism

Enhanced Guest Experience: Multilingual staff can
effortlessly communicate with guests from diverse
linguistic  backgrounds, thereby ensuring _seamless.
interactions and personalized service (Hewitt, 2022). For
Example, a guest from Spain arrives at our hotel and is
grested in their native language by a staff member
fluent in Spanish, immediately fostering a sense of
warmth and hospitalty (Stewart, 2022).

Increased Cultural Understanding: Proficiency in
second language faciltates deeper cultural connections.
with guests, showcasing respect and appreciation for
their heritage (Rourke and Brennan, 2023). For Example,
during a cultural event hosted at the hotel, staff
members proficient in Spanish can engage with guests.
from Spain, showcasing cultural sensitivity and fostering.
a sense of camaraderie (L6pez and Amaya, 2019).

arriott

INTERNATIONAL

Global Market Penetration: In an increasingly
interconnected world, multiingualism equips the
hotel with a competitive_edge in attracting
international clientele and expanding its market
reach (Tange and Lauring, 2019). For Example,
through targeted marketing campalgns in Spain,
our hotel can attract tourlsts and business
travelers, leveraging language _proficiency to
resanate with potential guests.
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Importance of Language
Awareness Skills for Hotel Staff

Effective Communication: Language awareness skils
enable staff members to navigate various linguistic
nuances, ensuring clear and concise communication
in both verbal and written interactions (Blue and
Harun, 2022). When composing emails o
communicating via phone with guests who speak
Spanish, understanding cultural _norms_ regarding
formality and_politeness is crucial to. maintaining
professional rapport (Stewart, 2022).

Cultural Sensitivity: Awareness of linguistic customs
and etiquette enhances cultural sensitvity,
preventing inadvertent breaches of etiquette that
could sour guest experiences. For Example, In Spain,
addressing guests with formal titles and using polite
phrases such as "please” and "thank you' are
customary in business contexts, reflecting respect and
professionalism (Yuan et al, 2021).

Confiict Resolution: Language awareness skills
‘empower staff to navigate potential conflcts or
misunderstandings with finesse, defusing tense
stuations and preserving guest satisfaction
(Lesle and Russell, 2022). For Example, A guest
‘expresses dissatisfaction with a service In Spain,
and a staff member adept in the language
promptly addresses their concerns, assuaging
any grievances and resolving the issue amicably
(L6pez and Amaya, 2019).




