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[bookmark: _Toc166281507]Component 1 - Professional Reflection 

[bookmark: _Toc166281508]Introduction
This perspective examines a cultural misunderstanding in the hotel restaurant where I did my Level 4 placement. It highlights how cultural norms and communication styles can lead to misinterpretation if improperly understood and handled.

[bookmark: _Toc166281509]Description of the Scenario
The situation happened during dinner at the hotel restaurant. A German family was having dinner when an issue arose with their food order. The food and beverage manager, who had limited experience in communicating with foreign guests, struggled to understand the family’s request and address their concerns effectively due to the language barrier Frustration on both sides mounted when cultural norms and expectations were misunderstood.

[bookmark: _Toc166281510]Explanation of Cultural Misunderstanding
Several factors contributed to the cultural misunderstanding in this situation. First, although the family spoke some English, it was not their first language. Negotiating complex issues such as special food requests and grievances became difficult with both parties lacking perfect language skills. In addition, German and local cultural norms regarding hospitality, complaint handling, and eating etiquette differed (Cenni, Goethals, and Vásquez, 2020). In Germany, for example, confrontation is common, while at the local level, an indirect form of communication is preferred (Arseneault and Roulin, 2021). The complaint was taken without understanding these nuances when that was not the intention.



[bookmark: _Toc166281511]Personal Reflection

The cross-cultural interaction that took place between a hotel worker and German guests while I was preparing for my visit showed me how easy it is to misunderstand without proper cultural knowledge. As an observer, it was clear that although the parties were not at fault, they struggled to understand each other better due to different cultures and experiences Staff are not between the family’s native language and cultures communication skills It will contribute to productivity. Both parties had good intentions, but the deep cultural context from their upbringing influenced their actions and attitudes in ways that neither could be fully appreciated without appropriate emotions Such context highlighted to me the importance of strong cultural awareness and sensitivity training for all staff who regularly interact with international guests to acquire the necessary equipment to pick up effectively overcoming the cultural challenges that are likely to arise in their role.


[bookmark: _Toc166281512]Skills Development and Behavioral Changes

Dealing effectively with such situations requires staff to have strong language skills and training in intercultural communication strategies. These include active listening, recognizing differences in cultural values, and using questions to clarify purposes rather than assumptions (Geser, 2021). Going forward, I will develop my language skills and cultural sensitivity through online learning, discussions with fellow international guests, and self-reflection. I would also advocate for implementing interdisciplinary training programs and cultural awareness workshops within the organization.


[bookmark: _Toc166281513]Conclusion
In conclusion, without conscious efforts to study culture in a globalizing world, cultural misunderstandings become inevitable. For the hospitality industry with international clients, cultural competency should be a major focus in professional development. 
This situation highlights the importance of building multicultural competencies to provide quality service, avoid conflicts, and strengthen customer relationships.
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[bookmark: _Toc166281515]Component 2 - Training Plan 

[bookmark: _Toc166281516]Introduction
This training program was developed to address the problem of cultural misunderstanding between employees and guests due to inadequate cultural competence shown in my scenario image. To provide employees with multicultural awareness, communication training, and cultural awareness that, can prevent conflicts like the one that occurred. When employees are culturally aware, guest satisfaction and employee-customer relationships are strengthened for the future (Brett, Behfar, and Kern, 2020).


[bookmark: _Toc166281517]Training Objectives

The objectives are:
· To improve language skills and facilitate clear communication.
· To develop intercultural sensitivity and cultural intelligence.
· Train employees on best practices in intercultural communication.
· Explain employee cultural awareness and cultural norm differences.
· Provide training in cultural grievance and conflict resolution skills.


[bookmark: _Toc166281518]Training Methods

The system incorporates several training methods including:
· Cultural sensitivity sessions focused on self-awareness, cultural perceptions, and host cultural needs (Dias, Zhu, and Samaratunge, 2017).
· Using activities to practice intercultural competence in authentic situations.
· Foreign language classes targeted at the foreigners’ primary language.
· Online cultural training modules and resources for independent learning.
· Cultural Book Club and discussion with guest speakers.
· Enculturation opportunities such as hospitality exchange programs.


[bookmark: _Toc166281519]Resource Allocation

The following have been estimated to be necessary for training:
· Individual sessions include a full day each quarter (4 sessions per year).
· Monthly 1-hour departmental refresher
· A budget of $10,000 for training materials, external instructors and language courses
· Role of Diversity Coach (1 day/week).
· Study hours for all employees.


[bookmark: _Toc166281520]Evaluation and Feedback Mechanisms

The training program will include several evaluation and feedback mechanisms to better measure program success over time (Cavalcanti et al., 2021). To begin with, participants will be given pre-and post-training assessments to assess progress in knowledge, skill development, and changes in cultural attitudes and attitudes upon completion of each training module. Supervisors will also closely observe practitioners to assess their performance applying the learned intercultural skills when interacting with guests and colleagues from different backgrounds. In addition, surveys will be distributed to guests and colleagues, seeking their perspectives on professional cultural competencies such as language skills, intercultural communication style, and observed cultural sensitivities. Staff will also complete a reflection exercise after real-world interactions to share lessons learned and success stories about managing cultural differences, which will be discussed in team meetings (Aririguzoh, 2022). Finally, hotel-wide guest satisfaction survey results are reviewed annually on how diversity, inclusion, and cultural needs have been met to ensure continuous improvement in guest experience and perceptions of the hotel’s cultural readiness.



[bookmark: _Toc166281521]Conclusion
In conclusion, this comprehensive training program prepares employees for the cultural preparation necessary to provide quality service in an intercultural environment. Cultivating cultural intelligence throughout the organization can reduce conflicts of misunderstanding, strengthen guest relationships and reputation, and most importantly ensure that all patrons feel welcome nice, and respectful regardless of their background.
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[bookmark: _Toc166281523]Component 3 - Student Self-Reflection

[bookmark: _Toc166281524]Introduction
This self-reflection explores my understanding and development of cultural awareness throughout my studies in the hospitality management program. The Gibbs Reflective Cycle model was chosen to frame my analysis.


[bookmark: _Toc166281525]Reflection Model

Gibbs’ Reflective Cycle Model provides a systematic way to reflect on the experiences I find most valuable systematically. It guides me to restate the decision descriptively without judging the substantive details of the incident or interaction in question. Then I think about how it made me feel emotionally and personally. Then, I analyze things like how things went right or wrong as objectively as possible. This leads me to examine the possible factors that affected the results and compare the theory. Based on this analysis, valid conclusions can be drawn. Finally, using all the previous thought steps, I created an action plan to improve and move forward with my teaching. Stepping right through each cycle stage provides a helpful framework for long-term thinking that provides meaningful insights into continuous improvement.



[bookmark: _Toc166281526]Evolution of Understanding

Looking back, when I first started studying in a hospitality program, I didn't fully understand the important role of cultural competency in this field, and at that beginning, I hadn't realized how culture is the complexity of species interaction itself. However, after completing assignments working directly with various international guests and colleagues, I could see how easily unintentional errors can arise due to cultural differences and expectations. These measurable real-world experiences supported course work on cultural awareness which helped expand my understanding of intercultural norms and communication norms outside of my own culture in interactions many on and through inclusive learning opportunities I have developed a strong cultural sensitivity as well as an openness to different perspectives and to recognize and demonstrate the importance of my cultural awareness and my skills have improved.


[bookmark: _Toc166281527]Learning from Experience

Being able to observe him first-hand among the hotel staff and guests taught me a true lesson about how someone's actions or words can be perceived very differently, even unintentionally, depending on culture any sin that I realized that I needed to be exposed to many different cultures to broaden perspectives. Since then, I have made a concerted effort to expand my cultural awareness by researching issues of different cultures and traditions. I also always ask respectful questions of people from other backgrounds to increase my understanding of perspectives different from my own. While my cultural awareness has improved, I realize there is always more to learn.



[bookmark: _Toc166281528]Conclusion
In conclusion, this theoretical framework reaffirmed that cultural awareness is an ongoing journey, not a final destination. It has opened my eyes to the possibilities and responsibilities of working in a multicultural environment. 
I will seek opportunities to expand my cultural awareness and develop stronger interpersonal skills. Most importantly, I will approach each new experience with empathy, curiosity, and a commitment to inclusive practice.
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                                                                                                                                                                                                 The Grand Hotel Birmingham located in multicultural Birmingham, with over 300 languages spoken in the city  International clientele from Europe, Asia, Middle East due to business/conferences  Opportunity to attract more tourists by accommodating different languages  Benefits of speaking the most common foreign languages in the local area  Introduction        
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                                                                                             Language Awareness Techniques      Common greetings in French, Spanish, Mandarin  Phrases like "please", "thank you", "do you speak English?"  Tips for addressing guests more/less formally based on nationality  Examples of cultural missteps to avoid  Resources for ongoing language and cultural learning 
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                            EXAMPLE from The Grand Hotel Birmingham   French reservation roleplay  Highlighting The Grand's Paris city break packages  Demonstration of phrases needed like "How can I help you?", "Do you have any dates in mind?"  Showing cultural knowledge like polite formalities  Tips provided on simulator languages like French, Spanish, Mandarin  Audience participation to spot opportunities for improvement       


image11.png
Grand Spa's
MUIII.iIing Uql Tronsqued spa
Services :

hotel guest
THE

languages
GRAND HOTEL

BIRMINGHAM

Online bookig

Treatment
descriptions
and pricing

franslated

Mulfilingual
signage
throughout spa
areas




image12.svg
                        Grand Spa's Multilingual Services  Translated spa menu in top 10 hotel guest languages  Treatment descriptions and pricing translated  Multilingual signage throughout spa areas  Staff reference guide for spa - related phrases  Online booking form available in multiple languages   
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                                                                Conclusion  Summary of how language skills benefit The Grand Hotel Birmingham  Languages identified as priorities based on customer data  Encouragement to actively practice newly learned skills  Recommendation of online language learning tools  Commitment by hotel management to support development  Next steps - complete language assessment survey  Thank you and call for any final questions
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