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Component 1 - Professional reflection

   During dinner service at the hotel’s restaurant where I was doing my level 4 placement, I observed a colleague, who served a group of Middle Eastern guests, struggling to understand their requests. As guests try to communicate their dietary restrictions and preferences, they seem increasingly frustrated. This includes avoiding certain ingredients for cultural or religious reasons. It appears, however, that communication has broken down despite the colleague's best efforts, causing tension and discomfort.
   Considering this scenario, I realize that cultural awareness and sensitivity, including understanding dietary customs, are essential when interfacing with diverse guests. In order to become familiar with the dietary restrictions and preferences common to different cultures, I acknowledge the importance of education and training. It is important to note that these include those that are prevalent in the Middle East as well. In order to meet these requirements, one could attend workshops on cultural competence or seek guidance from more experienced colleagues or consultants with an understanding of cultural competency. Additionally, it is important to research the dietary habits and restrictions of the different cultures and to be prepared to make adjustments when attending meals or events. Finally, it is important to be open to feedback and to be willing to listen and adjust as needed. In this way, professionals can ensure that they are respectful of and responsive to the various cultures they are interacting with.
   Secondly, I understand how important it is to develop effective communication strategies to facilitate clear exchanges between guests and overcome language barriers. This is why I strive to enhance my communication skills, including active listening and understanding nonverbal cues. Having this information will allow me to better understand the needs and preferences of guests. “It is about acquiring the necessary knowledge and skills such differences constructively and creatively” (Stella Ting-Toomey, John G. Oetzel, 2001). Furthermore, I recognize the importance of translation tools or language assistance services when necessary to ensure accurate communication and enhance guest satisfaction.

   Additionally, I acknowledge the importance of empathy and patience when dealing with cultural differences. I aim to approach each interaction with an open mind instead of getting frustrated or dismissive when faced with challenges. In order to better serve our guests, I am willing to learn from their diverse perspectives and experiences. Creating a welcoming and accommodating environment for guests of all cultural backgrounds can be achieved by cultivating a culture of inclusiveness and respect within the F&B team. Active listening is a powerful tool in overcoming language barriers as it allows us to fully understand and interpret the message being conveyed, even if there are linguistic challenges. By actively listening to guests, we can pick up on nonverbal cues, such as gestures and facial expressions, which can provide valuable context and help bridge the communication gap. This not only improves understanding but also shows respect and empathy towards our guests, enhancing their overall experience.

Component 2 - Training plan

   In response to the observed and experienced cultural misunderstandings within our F&B department, it is imperative to implement a comprehensive staff training plan. This plan aims to equip all employees with the necessary knowledge, skills, and attitudes to effectively navigate cultural differences. This will ensure exceptional guest experiences.  By fostering cultural competence among our team members, we can enhance guest satisfaction, promote inclusivity, and strengthen our reputation as a hospitality industry leader. All that being said I propose the implementation of a tailored staff training plan as follows: 
1. Religious Dietary Practices Training: Conduct training sessions for staff about religious dietary practices, including halal, kosher, and vegetarian. These sessions should cover the principles, restrictions, and common food preferences associated with each dietary practice. Provide staff with a list of approved ingredients, dishes, and beverages. Educate staff on how to handle food requests and provide appropriate substitutions. Finally, ensure that all staff are aware of proper food safety protocols.
2. Communication and Clarification Techniques: Provide staff training on effective communication and clarification techniques to ensure guests' dietary preferences can be accurately understood and accommodated. Effective communication and clarification techniques not only ensure that guests dietary preferences are accurately understood and accommodated, but they also help staff build stronger relationships with customers. “However, in the absence of an effective feedback mechanism, employees may struggle to identify and rectify their mistakes, posing a potential threat to the company’s growth and profitability.” (Mentoring Complete, 2023). By actively listening, asking clarifying questions, and confirming guests' needs politely, staff can provide a higher level of customer service, create a positive dining experience, and increase customer satisfaction. Role-playing exercises can be used to practice clarifying questions and confirming guests needs politely. 
3. Menu Knowledge Enhancement: Provide staff members with regular updates on menu items that meet specific religious dietary requirements. For example, halal-certified food or vegetarian dishes. Help staff guide guests appropriately by providing detailed information about ingredients and preparation methods. Display information about these items in a prominent location, such as near the entrance. Train staff to answer questions from guests about the menu items. Ensure all staff members are aware of any dietary restrictions. Additionally, make sure to provide signage that clearly states which items are available as halal-certified, vegetarian, or gluten-free.
4. Cultural Sensitivity and Respect: Include cultural sensitivity and respect in hotel policies and standards, emphasizing the need to accommodate guests' diverse religious beliefs and dietary practices. Educate staff members to treat cultural differences with respect, empathy, and understanding. This will give guests a feeling of belonging, help them to feel accepted, and show them that the hotel values diversity and respects their beliefs. It will also create a more positive experience for guests, encouraging them to return to the hotel.
5. Feedback and Continuous Improvement: Create a feedback mechanism where staff members can share challenges and experiences accommodating religious dietary preferences. As a result of this feedback, identify opportunities for improvement and implement training initiatives to enhance cultural competency. Additionally, monitor the results of the training initiatives and adjust the initiatives as needed. Ensure all staff members are aware of the importance of cultural competency and how it affects the overall customer experience. Monitor customer feedback to ensure that cultural competency is being met. For example, customer surveys and emails can be used to gain insight into customer experiences and identify areas where cultural competency can be improved.

Component 3 - Student self-reflection

Embarking on my career journey in the hospitality industry, I didn't fully grasp how much cultural awareness mattered for both guests and the success of the business. But as I've gone along, doing some thinking and learning from experience, I've realized just how big a deal it is. “Being culturally aware means understanding why cultural diversity is important and recognising that not every person will do things in the same manner as we do.” (Maria R., 2022). Understanding different cultures isn't just a nice-to-have; it's crucial for making everyone feel included, keeping guests happy, and helping us all get better at what we do in this fast-paced hospitality world.

Self-Reflection Model: Gibbs' Reflective Cycle
Description: Initially, my understanding of cultural awareness was limited, primarily focusing on surface-level customs and etiquette. However, as I encountered guests and colleagues from different cultural backgrounds, I became aware of how complex and deep cultural influences are within hospitality. “Cultural awareness involves recognizing different beliefs, values and customs that other people have that are based on their origins or upbringings.” (Reference, 2023). An example of this came about during a dinner service, when a guest expressed dissatisfaction with a dish due to cultural dietary restrictions, highlighting the need to go beyond superficial stereotypes in order to understand cultures within them.
Feelings: When confronted with unfamiliar cultural practices and expectations, I initially felt overwhelmed and uncertain. In time, however, I began to embrace cultural diversity as an enriching aspect of my professional journey as I engaged in self-reflection and sought opportunities for growth. With the help of empathy and curiosity, I was able to navigate challenging situations with confidence and respectful behaviour after developing empathy towards different cultural perspectives.
Evaluation: A significant change in my understanding of cultural awareness occurred as a result of introspection and experiential learning. Upon further reflection, I have come to realize that cultural competence is not merely about superficial gestures, but requires a profound understanding of the values, beliefs, and norms that shape an individual's behaviour and expectations. The level of guest satisfaction and engagement improved significantly with the incorporation of cultural awareness into my interactions with them.
Analysis: I identified several factors that influenced my understanding of cultural awareness by doing a critical analysis. Exposure to diverse cultural contexts through real-life experiences and interactions broadened my perspectives and challenged my preconceived notions. Academic study and literature on cross-cultural communication also contributed to fostering cultural competence in tourism through the development of theory and practice.” Developing cross-cultural attitudes allows one to develop skills for better engaging with people from all kinds of cultures.” (Suzanna W., Tanya L., 2023). 
Conclusion: As a result of my self-reflection journey, I have a better understanding of the value of cultural sensitivity in the hospitality sector. Cultural understanding in the hospitality business can significantly increase client happiness and loyalty. Understanding and respecting guests cultural practices, traditions, and preferences allows hospitality professionals to provide a more personalized and inviting experience, increasing customer satisfaction and the possibility of future visits. Furthermore, cultural awareness can help to avoid misunderstandings or inadvertent offenses, promoting positive connections and long-term loyalty. 
Action Plan: As the cultural awareness is not a one-time achievement but a continuous process of learning and growth, I believe an action plan will help me maintain momentum and stay committed to ongoing development in this area. My action plan for cultural awareness includes regularly engaging in diverse cultural experiences, such as attending cultural festivals and events, reading literature from different cultures, and participating in workshops or training sessions on cultural competence. I also plan to actively seek out conversations and interactions with people from diverse backgrounds to broaden my understanding and challenge any biases or stereotypes I may have. Additionally, I will regularly reflect on my own cultural biases and actively work to unlearn them.
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Welcome to today's training
session on the importance of
language awareness for hotel
staff.

Language plays a crucial role in
the hospitality industry,
impacting guest satisfaction
and overall experience.

Today, we'll explore the
benefits of multilingualism and
discuss practical examples
from the hotel industry.
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Benefits of Multilingualism

Multilingualism offers numerous advantages, both for our guests and our staff:
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Modern European Language:
French

For our examples, let's focus on French, a widely spoken
language with rich cultural significance.
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While French grammar and
pronunciation can be challenging for
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make learning accessible. Mastery
requires practice and dedication, but

French is spoken not only in France but
also in parts of Belgium, Switzerland,
Canada, and numerous African
countries. It's one of the official
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with "Monsieur" or "Madame" followed
by their last name is customary.
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EXa mples from Multilingual Communication Strategy
The Four Seasons Resort Bali at Sayan provides
the Hotel I mustry 01 multilingual services in English, French, Japanese, Russian
¥ and Indonesian to accommodate guests language needs.

Today | am sharing with you some real-life examples of how
multilingualism has benefited hotels in providing exceptional

service.
Cultural Sensitivity and Multilingualism

cultural elements in its multilingual guest services,

O The Mandarin Oriental, Tokyo, incorporates Japanese
Including traditional tea ceremonies and kimono fittings

for guests.
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CONCLUSION

enabling hotels to connect with guests from diverse
backgrounds and cultures.

hotels can elevate guest satisfaction and set themselves
apart in the competitive hospitality industry.

« Thank you for your participation in today's training session.
Let's continue to harness the power of multilingualism to
exceed guest expectations and drive success in hospitality.
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