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[bookmark: _Toc166600652]Scenario:
A late evening dinner at Linthwaite House Hotel restaurant was where I found a misconception about the culture that originated in one of the most highly-rated guests. The night was going very well, with the gentle light of the candle creating a refined atmosphere among the diners who were enjoying a refined dinner. Completely unexpected, the setting became so calm, and the next thing I knew as an assistant manager, a guest from an unknown country whose language I am not also fluent in approached me for a favor to run an errand. The guest was a very respectable gentleman who gave me the impression of a very sophisticated person. He spoke with a heavy accent with which detailed comprehension was an easy thing. He was all arm-waving toward the menu and he was trying so hard to let the waiter know that he wanted a dish to be cooked the way he wanted it to be. His words and voice tone suggested that the Spicy Garden Cantina meal did not satisfy his palate. He demanded an adjustment. The waiter called me to talk to the guest (Dr. Shikha Khera & Ms. Karishma, 2012). 
Caught on the fly, faced with the dilemma of not understanding the guest's language properly and with a slightly nervous countenance, a short pause occurred within my answer. The uncertainty in me showed in the form of a half-hearted nod and a weak smile which might have been misleading to the guest and seemed like I was not paying attention to the guest's preferences. I felt myself backing. The guest's face turned a bit gloomy, and I guess he was a little bit dispossessed of his cheer.
Recollecting my first weeks as an assistant manager at the Linthwaite House Hotel, I came to understand how easy it is to be in cultural miscommunication, especially, where language and communication play a key role (Draganidis & Mentzas, 2006). Although I had to rely on my interpreter to do my task, I also felt disadvantaged because of my poor proficiency in the guest’s language as he kept on giving me certain words that I couldn’t translate which created a communication breakdown between the two of us.
I consider my language skills as my most powerful tool for handling guests with different cultural backgrounds. They can be developed through language courses, cultural sensitivity classes, listening and attention, emphatic understanding, and communication techniques. These strategies will be of help in facilitating the creation of an environment to be useful for all guest types. This part of our work aims to achieve this by holding interactive workshops, role-playing, and continuous learning. In such a way, our team will be confident and proficient in what they need to add to completely satisfy our guests coming from different cultural backgrounds (Florkowski & Olivas-Luja´n, 2006). Engaging in sensitive cultural training sessions would serve to improve my knowledge about various cultural norms, traditions, and inclinations. Furthermore, the knowledge of the complexities of different cultures will help me to predict and react to the needs and expectations of our international guests, hence reducing the possibility of cultural misinterpretations.
[bookmark: _Toc166600653]Training Program:
In my ability to understand the role of a Manager in Linthwaite House Hotel, it is critical to ensure that all staff members get the required training in how to handle diverse cultural communication and steer clear of issues arising in the future. As for this, I have developed a comprehensive staff training program that aims to improve the language proficiency, cultural sensitivity, communication skills, and empathy of the staff (Gerhart, 2000). 
[bookmark: _Toc166600654]Improved Language Proficiency: 
We need to focus on those languages that our visitors mostly use to make me communicate clearly with them and hence build a bridge across my multi-cultural backgrounds. We will give language classes and resources to the employees so that they can learn the basic conversational skills of the commonly spoken languages of our guests like Spanish, Mandarin, French, and German. We will be able to bolster the servants' language abilities which would make them capable of communicating with guests in their native language them, thus aiding in the understanding and building good bonding.
[bookmark: _Toc166600655]Flexibility:
The desire to be a good host and the ability to adapt to the guests' needs and preferences come from the fact that the guests are from various cultural backgrounds and the hospitality professional has to be empathic to them. The schemes will be designed to organise workshops in which the learners will be engaged in interactive sessions that will help them explore the various cultural practices, customs, and etiquette of different societies (Hagood & Friedman, 2002). These workshops will be the source of the cultural details of different regions and the staff will, with the help of these workshops, be able to deal with the cross-cultural interactions confidently and with respect. 
[bookmark: _Toc166600656]Cross-Cultural Communication Strategies:
Adoption of correct cross-cultural communication methods, such as the use of visual aids, gestures, and simplified language when needed, will help communication become easier and will solve misunderstandings. Through the use of other means of communication, I can make sure that the guests are heard, valued, and understood, no matter whether they have linguistic, or cultural differences. Training sessions, seminars, and online resources will be regularly held to keep our team members up to date on the current trends and the best practices in hospitality and cross-cultural communication. Besides, we will promote free and open communication and the creation of feedback channels, which will let the staff to the expression of their experiences, challenges, and insights that will ensure the continuous improvement of the organisation.
[bookmark: _Toc166600657]Empathy and Cultural Competence:
The training plan will stress the significance of empathy and cultural competence in the provision of a service that is humanistic and tailored to the specific needs and preferences of each guest. Using interactive discussions and case studies, employees will realise that they are to be able to put themselves in the shoes of guests from diverse backgrounds and hence to adapt their approach to it (Hendrickson, 2003). Through showing real interest and comprehension, our team will make the guests feel that the events that take place are very culturally rich.
[bookmark: _Toc166600658]Self-Reflection using Kolb’s learning cycle:
[bookmark: _Toc166600659]Concrete Experience: 
On the job as an Assistant Manager at Linthwaite House Hotel, I faced many situations that were proof of the cultural awareness sensitive to the hospitality industry. Among all the cases, there is a situation that is worth mentioning that happened on a busy weekend when a family from India arrived at our hotel for a vacation. Despite our best attempts to satisfy their dietary and room requirements, several misunderstandings arose concerning their food restrictions and room preferences. This consequently made the family feel disheartened and annoyed, which in turn affected their entire experience at our hotel (Hill, Jerram, & Troshani, 2010). 
[bookmark: _Toc166600660]Reflective Observation: 
This encounter made me think about the importance of cultural awareness in the field of hospitality. It was at that point that I understood that cultural differences are the main factors that determine the guests' expectations and behaviors. The Indian family had their room and food choices, which were affected by their cultural and religious beliefs, and we did not understand and cater to those beliefs. This made it clear to me and my team the necessity of us acquiring deeper knowledge about different cultural backgrounds to be able to better serve our guests.
[bookmark: _Toc166600661]Abstract Conceptualisation: 
After a long thought process, I started to understand the big picture of cultural awareness and its impact on the personnel of the hospitality industry. I got it that cultural awareness is not only about the knowledge of the differences; it also demands empathy, respect, and adaptability to succeed. Understanding the culture is very important to provide the clients with a distinctive service that is based on their emotions more deeply. Through the acceptance of different cultures and the knowledge of the unique needs and preferences of every visitor, we can make outstanding experiences and thus they will be satisfied (Huang, Yang, B.-H, & Chiu, 2004).
[bookmark: _Toc166600662]Active Experimentation: 
Having realised that awareness is good for everyone, I decided to carry out proactive actions to promote cultural awareness among our staff at Linthwaite House Hotel. We launched the cultural sensitivity training programs which involved us in the study of different cultural practices, customs, and traditions. These sessions gave us a lot of information about the various backgrounds of our guests and also helped our members to prepare themselves for cross-cultural interactions which were quite useful (Kavanagh & Thite, 2009). 
[bookmark: _Toc166600663]Conclusion: 
Thus, the whole process of self-awareness and knowledge-gaining has emphasised the significance of the cultural aspect in the hospitality sector. Through the acceptance of cultures and the creation of a culturally sensitive environment, we can make the hotel for everyone a place where they are not only welcomed but also feel at home (Junaid, Muhammad, & Norazuwa, 2010). The Indian family experience was an eye-opener, which led me to rethink my strategy and give cultural competence priority in our service provision. In the future, I will be working hard to improve and learn new things to make sure that Linthwaite House Hotel is a place where all guests from all backgrounds will feel appreciated, respected and well-taken care of.
[bookmark: _Toc166600664]Presentation Notes:
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- Greater exchange of information with

‘guests from varied cultural backgrounds
is the key to the success of Linthwaite
House (Kinnie & Arthurs, 1996). .

+ The higher possibiity of finding more jobs
and career climbing is another
advantage of learning @ new language

+ Broader cultural understanding and
‘empathy are the benefits of
multilingualism.
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Italian

- italian is a language of the Romance
family spoken mainly in ttaly, where itis
the official language.

- Italian s the language of beautiful
tones and arich cultural heritage.

- Although any language learning needs

alot of hard work talian is seen as

relatively easy for English speakers as it
is phonetic and shares alot of
similarities with other Romance
languages.

\

(Anders,
2021)
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Use of polite and impolite
behavior in a Business context

- In lalian business culture, polteness is
highly valued, and certain behaviors are
considered polite or impolite (Kovach &

Cathcart, 1999).

Polite: The sentence is rephrased to say
that it s helpful to the person that you
put them with their title (e.g. call
him/her Mr. or Ms.) and keep eye
contact during talking.

Impolite: Examples of such behavior
are, for instance, not listening to
someone whie they are talking, being
Iate to appointments, and not greeting
colleagues or clents first
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Reflective Example:
R
Example I: A guest from Italy, who knows very

little English, checked into our hotel. Thanks to

the It

ian language and some simple
vocabulary, the guest and | were comfortable
and he surely felt more at home as he was
polite with me.

Example 2: The staff member who was late
during a business meeting with the Italian
clients arrived without giving any apology. This
signals the weakness of our professionalism
therefore, likely ruined our business
relationship (Lau & Hooper, 2008).

and
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Significance of
Language Awareness

- Language awareness skills are crucial
for hotel staff to navigate cross-
cultural interactions effectively.

- Capability to interact with tourists in
their language, thus improving their
general feeling of being at home.

- The ability to comprehend cultural
nuances and etiquette, and to have
respectful and courteous interactions,
is the enhancement of these skills.
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LINTHWAITE HOUSE

Conclusion

« The ability to communicate in more than one language and
the knowledge of different cultures are the most important
skills that a hotel employee should have.

« Through the adoption of languages like Italian and the
comprehension of cultural norms, we will be able to give the
best service and create the most memorable moments for
our customers (Lawler & Mohrman, 2003).
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Importance of
Multilingualism

Understand the different cultures
of the guests

Have better job opportunities in the
future

Increase brain power

Be more creative in the workplace
Be more tolerant while talking to

the guest
' (estorial Be more adaptable




