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Component 1 - Professional Reflection:
I remember a particular evening during my Level 4 placement when I was working at the bar in the hotel restaurant. A guest from North America, Mr. Tanaka, came in for a drink. When I was preparing  the drink he started a conversation, as in that moment was a bit of background noise I was getting closer in order to hear what he was saying. However, Mr. Tanaka seemed taken aback and slightly uncomfortable with this gesture. Later, a colleague informed me that the  North American people usually prefer more personal space especially when they meet you for the first time, it can be seen as too forward or intrusive.

Reflection: This incident made me realize how cultural misunderstandings can occur in the hospitality industry. Despite my good intentions, my lack of knowledge about  North Americans culture norms resulted in an awkward situation and potentially made a guest feel uncomfortable. This was a clear indication that being aware of one’s own cultural norms is not enough, especially in an industry as diverse as hospitality.

Cultural misunderstandings like this can occur when we are not fully aware of the cultural norms and practices of others. It’s not about right or wrong, but about different perspectives and ways of doing things. In this case, my western perspective of getting to close, being  polite and trying to keep a conversation did not align with Mr. Tanaka’s cultural perspective. He did afterword’s relax and he finish his drink, I did keep my distance as we were speaking and the evening  passed smoothly .

To prevent such misunderstandings in the future, I need to develop my cultural intelligence. This includes skills like active listening, observation, and adaptability. I need to be more open-minded and curious about other cultures, and willing to learn and adapt my behaviour accordingly. I also need to be more mindful and respectful of cultural differences, and not assume that my way is the ‘normal’ or ‘right’ way.

In terms of behavioural changes, I need to be more observant and sensitive to the guest’s reactions. If I notice any signs of discomfort or confusion, I should quickly adapt my behaviour and communication style to put the guest at ease. I also need to educate myself about the cultural norms and practices of the countries our guests typically come from, and incorporate this knowledge into my daily interactions with guests.
Component 2 - Training Plan:

The main objective of this training plan is to equip all employees with the necessary skills and knowledge to handle cultural differences and prevent misunderstandings in the future.

Training Sessions:

Cultural Intelligence Training: This session will focus on developing employees’ cultural intelligence, which includes skills like active listening, observation, and adaptability. It will involve interactive activities and role-plays to simulate real-life scenarios and help employees better understand and manage cultural differences.
Communication Skills Training: This session will focus on enhancing employees’ communication skills, particularly in the context of intercultural communication. It will cover topics like non-verbal communication, active listening, and effective questioning. It will also include exercises to practice these skills in various scenarios.
Customer Service Training: This session will focus on providing excellent customer service in a multicultural environment. It will cover topics like understanding customer expectations, dealing with complaints, and building rapport with customers from different cultures.
Implementation Plan:

Pre-Training Assessment: Before the training, conduct a pre-training assessment to understand the current level of cultural awareness and communication skills of the employees.
Conduct Training: Conduct the training sessions as per the schedule. Use a mix of teaching methods like lectures, discussions, role-plays, and simulations to make the training engaging and effective.
Post-Training Assessment: After the training, conduct a post-training assessment to measure the effectiveness of the training and identify areas for improvement.
Follow-up and Reinforcement: Regularly reinforce the training concepts through follow-up sessions, on-the-job coaching, and reminders. Encourage employees to apply what they’ve learned in their daily interactions with guests.
Evaluation: The effectiveness of the training program will be evaluated based on feedback from employees, improvement in their skills (as measured by the pre and post-training assessments), and feedback from guests.
Here are some strategies you could consider for making your training plan more interactive:

Role-Playing: This is a powerful tool for teaching cultural sensitivity. Create scenarios that reflect potential cultural misunderstandings and have participants act them out. This will help them understand different perspectives and learn how to respond appropriately.
Group Discussions: After each training session, facilitate a group discussion where employees can share their thoughts, experiences, and ideas. This can lead to deeper understanding and better retention of the material.
Quizzes and Games: Incorporate quizzes and games into your training sessions to make them more fun and engaging. For example, you could have a quiz on cultural facts or a game where employees have to guess the cultural norm based on a given scenario.
Interactive Presentations: Use interactive presentation tools that allow for audience participation. For example, you could use polls, Q&A sessions, or interactive slides to engage your audience during the presentation.
Case Studies: Use real-life case studies to illustrate the importance of cultural awareness in the hospitality industry. Have participants analyse the case and discuss how they would handle the situation.
Feedback Sessions: Regularly ask for feedback from your employees about the training. This will not only make them feel more involved, but also help you improve future training sessions.


Component 3 - Student Self-Reflection:

Self-Reflection Model: For this reflection, I will use Gibbs’ Reflective Cycle, which includes the stages of description, feelings, evaluation, analysis, conclusion, and action plan.

Description: At the beginning of my placement, I had a basic understanding of cultural awareness, viewing it as simply knowing about different cultures. However, after the incident with Mr. Tanaka, a hotel guest from North America, I realized that cultural awareness is much more than that.

Feelings: Initially, I felt embarrassed and regretful about the misunderstanding. However, I also felt motivated to learn more about different cultures and improve my cultural intelligence.

Evaluation: The incident was a valuable learning experience. It highlighted the importance of cultural awareness in the hospitality industry and made me realize the gaps in my own understanding.

Analysis: Upon reflection, I understand that my western perspective influenced my actions. I assumed that my way of greeting was universally acceptable, which was not the case. This incident underscored the importance of not making assumptions based on one’s own cultural norms.

Conclusion: My understanding of cultural awareness has significantly evolved over time. I now understand that it’s about how we apply our knowledge of different cultures to interact effectively with people from those cultures. This experience taught me that cultural awareness directly impacts customer satisfaction in the hospitality industry.

Action Plan: Moving forward, I plan to educate myself more about different cultures, especially those of the countries our guests typically come from. I will also strive to be more observant and adaptable in my interactions with guests.

Self-Reflective Questions:

How did your understanding of the subject change over time?
What did you learn as a result of the experience?
Why is the experience important?
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presentation, we explored the importance of multilingualism and language awareness in the
ospitality industry. We discussed the benefits of multilingualism, such as improved communication, o/
better customer service, and increased customer satisfaction. We also highlighted the importance
~of language awareness skills and how they can help hotel staff interact effectively with guests

from different linguistic backgrounds. We then focused on Spanish as an example of a modern

European language, discussing its basic information, ease of learning, and cultural aspects of

business communication.

In conclusion, multilingualism and language awareness are not just desirable skills but essential
ones in the hospitality industry. They enable us to provide superior service to our guests, enhiance
their experience, and ultimately, contribute to the success of our hotel. As the hospitality industry
becomes increasingly global, the importance of these skills will only continue to grow. Therefore,
it's crucial for us, as hotel professionals, to continuously develop our language skills and cultural

intelligence. bt 4 /
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THE IMPORTANCE OF
MULTILINGUALISM AND LANGUAGE
AWARENESS IN THE HOSPITALITY
INDUSTRY
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* IN THE GLOBALIZED WORLD OF HOSPITALITY, THE ABILITY TO COMMUNICATE EFFECTIVELY
WITH GUESTS FROM DIFFERENT LINGUISTIC BACKGROUNDS IS CRUCIAL. THE IMPORTANCE OF
MULTILINGUALISM AND LANGUAGE AWARENESS IN THE HOSPITALITY INDUSTRY.

* THE OBJECTIVE IS TO HIGHLIGHT THE BENEFITS OF MULTILINGUALISM AND THE IMPORTANCE
OF LANGUAGE AWARENESS SKILLS FOR HOTEL STAFF. BY THE END OF THIS PRESENTATION, WE
HOPE TO INSPIRE YOU TO LEARN A NEW LANGUAGE OR AT LEAST BECOME MORE AWARE OF
THE LANGUAGE DIFFERENCES WHEN INTERACTING WITH OUR GUESTS.
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J - Improved Communication: Being multilingual allows hotel staff to
communicate more effectively with guests from different Iingu@

backgrounds. It can help in understanding the guest’s needs
o/ better and providing personalized service.

Better Customer Service: Multilingual staff can provide better
customer service. They can make the guests feel more
comfortable and welcomed, which can enhance their overall
experience.

Increased Customer Satisfaction: When guests feel understood
and valued, it increases their satisfaction level. This can lead to
positive reviews and recommendations, which can benefit the
hotel’s reputation and business.

Case Studies/Examples: Provide real-life examples or case
studies that illustrate these benefits. For instance, you could share
a story about a time when a staff member’s ability to speak a
guest’s language helped resolve a problem or led to an

exceptional service experience.
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Language qvk?@s skills refer to the understanding of how
Me works and how it can be used and manipulated. These

s involve recognizing and understanding the nuances of
different languages, including vocabulary, grammar,
\pronunciation, and cultural context.

These skills are crucial in the hospitality industry because they
enable hotel staff to communicate effectively with guests from
different linguistic backgrounds. They help in understanding the
guest’s needs better and providing personalized service.
Moreover, they contribute to building a rapport with guests,
making them feel more comfortable and welcomed.
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\/’ Spanish, also known as Castilian, is a Romance language that
originated in the Iberian Peninsula of Europe. Today, it's one of
o the world’s most spoken languages, with over 460 million people
speaking it as their first language. Spanish is the official or
national language in 21 countries, predominantly in Spain and

Latin America, including countries like Mexico, Colombia,
Argentina, and Peru.

Alphabet: Spanish uses the same Latin alphabet as English, with the addition of the letter “fi”.

Pronunciation: Spanish is a phonetic language, which means words are pronounced as they are written. This makes it easier
to learn new words and their pronunciation.

Grammar: While Spanish grammar is different from English, it is regular and straightforward. For example, the verb
conjugation rules are more consistent than in English. Y
Vocabulary: Many English words have Latin roots, so you'll find a lot of words that are similar in both languages, known as
cognates
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