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Component 1 - Professional reflection:
As part of my Level 4 job at a hotel restaurant, I saw a F&B worker and a Japanese hotel guest have a major misunderstanding during dinner service. A guest, dressed up in traditional Japanese clothing ordered a steak and made it clear they preferred it "rare." When the dish was brought, the guest closely observed it. He did not make any complain, but I had studied a basic guide on Japanese cuisines, and I observed that the steak was not cooked up to his requirement. A misunderstanding had occurred because both worked, and chef did not know of the specific cultural preference of the Japanese guest. The chef cooked the steak to what he thought was a normal "rare" level of doneness. However, concept of "rare" in Japanese cuisine, often means a level of doneness that might be even less cooked than what western chefs usually prepare. They prefer the natural flavor and texture of the meat.
 
I realized how hard and dangerous it can be to deal with people from other cultures in a hospitality setting as I thought about this event. There are many reasons why people from different countries might not understand each other, like not speaking the same language, having different traditions, or not knowing what the rules are in their own culture. The difference between what the guest wanted and what they got was because the F&B worker did not know much about Japanese food and the chef misunderstood what the guest asked for.
 
I knew I had to get better at communicating (Sumaiya et al., 2022; Sonnenschein and Ferguson, 2020) and understanding other cultures (Stubbe, 2020) so I would not make such mistakes. First, I am committed to learning about how people from diverse cultures handle different tastes in food. This means I need to learn about common habits like favorite ways to cook, seasonings, and dietary needs so I can better predict and meet my guests' needs. I learned how important it is to communicate clearly to avoid mistakes and bridge cultural gaps. I promised to pay close attention to what people said, think about what they wanted, and ask questions when I did not understand to make sure everyone did. You can contact people more easily when you use language tools or ask friends who speak more than one language for help. Also, I promised to learn how to be sensitive to and caring about people from diverse backgrounds. I tried to be respectful, humble, and interested in everyone, because I knew that area customs and norms are quite different. I want to make the hotel restaurant a friendlier place where everyone feels appreciated and understood by being willing to learn new things and change things to fit the needs of different guests.
 
The last thing I saw made me realize how important it is for people who work in the hospitality industry to understand other cultures and communicate properly. This kind of mistake does not happen to me because I am always learning new things, paying attention, and understanding other countries. By being aware of my guests' different ethnic backgrounds, I hope to make their stay better and keep the elevated level of service in the hotel restaurant.
 

 
Component 2 - Training plan:
Dear Management Team,
After carefully thinking about what I learned during my Level 4 placement at our hotel restaurant, I think that all workers should get a full training plan to help them become better at communicating and understanding other cultures. The point of this is to make sure that our team knows how to interact with people from other countries so that problems like the ones found recently do not happen again.
Training Objectives:
· Find out about diverse cultural practices and dining preferences.
· Help the team become more open-minded and embrace their guests' tastes and cultural backgrounds.
Training Components:
· Hold interactive classes about various customs, communication styles, and ways of doing things. Case studies, role-playing games, and group talks will be used in these sessions to get people involved and help them learn.
· Give them language-learning tools or classes that focus on everyday phrases and expressions that come in handy when they are hosting guests (Damayanti, Fauzi and Inayati, 2018). Work on how to use words in real-life situations that they might encounter in the hotel kitchen, such as taking orders, answering guests' questions, and dealing with feedback.
· Give people training courses that will help them communicate better with people from other cultures. There should be ways to talk to guests from a range of linguistic and cultural backgrounds on these courses. The staff will be able to practice and get better at speaking in a safe environment by taking part in role-playing and training games.
· Teach people about cultural awareness (van Boeijen et al., 2019) to help them become more aware of different or offensive thoughts and actions that might affect how they treat guests. Emphasize how important it is to accept and value cultural differences and encourage people to think about themselves and others.
Training Delivery:
· Plan regular workshops or training events that will take place in person and be led by experienced trainers or facilitators (Fatumo, Shome and Macintyre, 2014). These training sessions can be scheduled separately or as part of staff meetings to get the most people involved.
· Give them access to online tools, training modules, and educational materials through our hotel's learning management system. Staff members can use these resources whenever they want to supplement in-person training sessions and help them remember what they are supposed to learn. 
· Set up a way for staff members to get feedback, and coaching to help them remember what they are supposed to learn and talk about any problems or concerns they have during the training process. Encourage everyone on the team to always be learning and getting better.
This detailed staff training plan is meant to give our employees the knowledge, skills, and cultural awareness they need to provide excellent service to guests from a wide range of backgrounds. We can make our hotel restaurant a place where everyone feels welcome and where everyone feels valued, accepted, and understood if we all work together.
Thank you for considering this idea. I am excited for us to work together to make our hotel a model of cultural understanding and great customer service.
 

 
Component 3 - Student self-reflection:
I find the Johari Window model (Asiza et al., 2023; Alan Chapman, 2003) extremely helpful for self-reflection as I think about my journey through the hospitality business. I only knew the most basic level of cultural awareness (Constantin, Cohen-Vida, and Popescu, 2015) at first. This level is shown in the "known to self" section of the Johari Window. I knew it was important to accommodate guests' cultural preferences, but I did not fully understand how to do it. Though, as time went on and I did more things, I learned more. I moved into the "known to others" area as I worked to be more culturally competent.
 
One important event that made me more culturally aware was when a guest from a different culture had an unbelievably terrible experience at the restaurant. The guests were unhappy with their experience because they felt it did not take their cultural preferences into account, while preparing the meal. This made me realize how important it is to understand cultural values. Therefore, after this, I wanted to learn more about how to understand other cultures. The ideals, beliefs, and norms that make people act and think the way they do are also something I want to learn more about.
 
I investigated the "blind spot" section of the Johari Window as I self-directed learned about other cultures and found biases and assumptions I did not know I had. As I thought about myself and heard other people's points of view, I became more aware of how my experiences affected how I dealt with other people. I realized that there were times when I messed up, which led to people being confused. For example, one time, I served French guests who requested cheese for dessert. But I did not know that it was a frequent practice in France, which caused disappointment.
 
Also, I learned how important it is to be culturally humble, which means I know I will always have more to learn about other countries. I realized I still have a lot to learn and understand about other cultures as I looked at the "unknown to self" section of the Johari Window. I am still on my way to becoming culturally competent. When I learned this, I was more motivated to keep learning and growing. It also made me look for ways to immerse myself in other cultures, talk to or work with people from other cultures.
 
After these events and thoughts, I know that understanding other cultures is more than just a skill or ability; it is also an important part of being a good host. With more people living in unusual parts of the world linked and mixing, it is important to understand and respect cultural differences. Being aware of other cultures should be important in the service business. If so, we can ensure that all guests, no matter their country or background, feel truly welcome.
 
However, it is important to acknowledge that while the theoretical models like Johari Window are good for self-reflection context. But the models may not fully capture the complexity of cultural competence in real-world scenarios, as the norms and expectations can vary widely.
 

 









Component 4 – Training presentation:
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Introduction:
Welcome to today's training on why it is good to speak more than one language and why it is important for hotel workers to know how to use and understand different languages. An increase in people from around the world coming to our hotel speaking different languages. To provide great service, it is important to be able to speak more than one language and understand other countries.
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Why being multilingual is important: 
Being multilingual is good for both the hotel staff and the guests (Hospitality, 2019; Mariani, Borghi and Kazakov, 2019; Tziora, Giovanis and Papacharalabous, 2016). Take Spanish as an example. It is spoken by many people in Europe, the Americas, and other places. Twenty-one countries, like Spain, Mexico, and Argentina, use Spanish as their national language. By being fluent in Spanish, hotel staff can speak clearly with a sizable portion of our guests, making them happier and creating a more welcoming atmosphere.
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Challenges and Benefits of Learning a Language: 
It may seem hard to learn a new language, but the benefits are worth it (Martínez, 2022). Take French as an example. It is known for being very elegant and sophisticated. Not only people in France speak French, but also people in some places of Canada, Switzerland, and Africa. Learning French can be hard because of how complicated the grammar and pronunciation are, but being able to talk to French-speaking guests can make their stay more enjoyable and lead to new cultural exchange possibilities. 
[image: A person and person speaking into a microphone

Description automatically generated]

Politeness in Business Context: 
Language awareness skills go beyond vocabulary and grammar to include national norms and etiquette (Svalberg, 2012; Sarasati, Bahasa and Seni, n.d.). In business situations, it is polite in many European nations, such as German-speaking countries like Germany, Austria, and Switzerland, to call someone by a formal title like "Herr" or "Frau" followed by their last name. Inadequate adherence to these rules could be seen as rude or unprofessional by guests, which could lead to bad feelings about our hotel.




Examples from the Hotel Industry:
Let us look at a real-life example of how important it is to know how to use words in the hotel business. Imagine that a German-speaking guest comes to our hotel and is welcomed by a staff member who does not use the right title but talks to them informally. Even though our employee meant well, this mistake could have an adverse impact on the guest and ruin their overall experience. As a sign of respect and business, we should watch what words we use and only use formal and polite ones when we talk to our guests. They will be pleased, and they will choose to visit us again.
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Conclusion:
The world is quite different and connected these days. They will be extremely helpful for hotel staff who speak more than one language or know a lot about other languages. We should be open to different languages and countries so that our guests have a better time. We can also meet people from all over the world and make our hotel a place where everybody feels accepted. 
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