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[bookmark: _Toc166803553]Component 1 - Professional Reflection
During my Level 4 placement in a hotel restaurant, I witnessed an F&B employee and a client miscommunication. The guest coming from Japan gave out his desire for a veggie menu. Consequently, the indirect manner of saying a typical issue in Japan along with communication style resulted in the F&B employee serving a dish that contained meat instead. This case shows the way misunderstanding happens so easily when there are cultural differences, especially in verbal and non-verbal forms of communication (Mariani et al., 2020).
Among Asian cultures, direct, explicit, and adverse communication is considered impolite and offensive, therefore such communication should be avoided. It may seem forward or just plain pushy to some people to express what exactly you want directly (Nomnian et al., 2020). However, the value of directness is often a subject of discussion in Western Cultures such as the USA where directness is appreciated and expected in service interactions which are seen to be more efficient and satisfying. This cultural gap in communication approaches is a possible source of misunderstandings in environments that are multicultural, such as hotels.
Considering this situation, I have realized that we need to have profound cultural understanding, and improved language skills to avoid situations like this in the future. Implementing cultural competency training, that covers staff, is a crucial thing to address these needs. Such training would involve courses that lecture on the meaning of cultural norms and the role of communication tools as well as dietary preferences from around the world. This could provide employees with missing information when customers put across a unique request or desire.
Also, language skill enrichment among staff, including frequent languages used by hotel guests, can be regarded as a means for better communication. It is not enough that the employees learn the basic phrases but also the cultural meaning of these phrases to enable communication when interacting with clients. In this instance, say, if a guest from a low-context country (Japan) wants to express indirectly, the service provider will require a suitable query to confirm the needs of the guest (Cenni & Goethals, 2020).
Looking back at the changes in my attitude to my role in future hospitality, I forwardly bring into consideration the importance of active listening skills and cultural awareness. The essence of my job will be active participation in the conversation, looking carefully beyond the verbal word to listen to the non-verbal cues of the guests, and sensitivity to the cultural norms of politeness and preference (Tsiotsou, 2019).
It has helped me realize that cultural competence is one of the demands in the hospitality industry. Shortly, I aim to get deeper into cross-cultural learning and become proficient in conversing with people of different nationalities and backgrounds. I am determined to do this to be among the drivers of a more inclusive and amiable service arena.
[bookmark: _Toc166803554]Component 2 - Training Plan
[bookmark: _Toc166803555]Objective:
This training plan will be structured to provide information on cultural diversity and enhance understanding of culturally competent care from the staff at our cultural level 4 placement hotel. The key objective is to train all F&B staff including the waiters, hosts, and management in cultural competence skills. The staff will acquire the competencies on how to manage communication and service provision issues.
[bookmark: _Toc166803556]Training Content:
The training will start with a module entitled Understanding Cultural Difference, which will teach the basic principles of cultural dissimilarity in the mode of communication. This part will be dedicated to the difference between high-context cultures e. g. Japan and China and low-context cultures such as Germany and the USA. Simulations of the situation and role-playing activities will make the staff aware of the nuances of both direct and indirect communication styles, as well as letting them learn to observe and respond to non-verbal cues and indirect speech patterns (Mariani et al., 2019; Sharma, 2018).
Then, the next module, entitled Effective Communication Strategies, will provide examples of strategies for effective cross-cultural communication, including active listening and clarification techniques as the key aspects. Workshops will provide the fundamentals of phraseology, tone, and body language for different cultures in sessions, whereby the practice will be using real scenarios. It is about workers understanding the art of open questions that will help them to be on the same page with the guests without assuming anything (Lam & Cheung, 2018).
In the Cultural Sensitivity in Service Delivery class, employees will be taught aspects that are culturally preferred and sensitivities, which include dietary preferences and how to provide services. The module will have guest speakers of different cultural backgrounds contribute and make a reference manual in writing down some cultural norms and taboos. Our purpose will be to ensure that the employees are knowledgeable and have the cultural sensitivity required to provide individualized service that values the guest’s culture (Kamal Abdien & Jacob, 2019).
In this scheme, there is also a Language Skills Development module that can give basic language training in hotel guests’ most spoken languages. This is going to involve sessions on greetings, food vocabulary, and polite expressions and it will also use language learning apps so that there can be continuing education.
 Finally, the Handling and Learning from Misinterpretation module will provide staff with the best strategies that will help them to manage and learn from cultural misunderstandings and make future interactions better. This entails an evaluation of historical cases of miscommunications in team talks through which the staff can be assisted in handling such mistakes graciously and view them as learning steps.
[bookmark: _Toc166803557]Training Methods and Evaluation:
The training will be based on workshop situations, role-playing, case analysis, and e-learning to ensure the integration of theory and practice. Ongoing professional development will be supported with regular training. Assessment will be both before and after the training, as well as feedback surveys from and guest satisfaction surveys to understand what the training was effective and suggest possible improvements for the next (Jhaiyanuntana & Nomnian, 2020).
[bookmark: _Toc166803558]Conclusion:
This program will be implemented with a detailed and structured plan in mind, for the hotel's staff to achieve cultural competence and become able to deliver services of top quality to a wide range of customers with different backgrounds. This undertaking will not only achieve this but also foster a more all-inclusive and equal treatment workplace.
[bookmark: _Toc166803559]Component 3 - Student self-reflection
A self-reflection that encompasses Gibbs’ Reflective Cycle to evaluate cultural awareness’s evolution to the hospitality industry through which the practical experiences and lessons obtained will be emphasized (Adeani et al., 2020).
Description:
During my practical training in a hotel as part of a higher-level assignment, I noticed a miscommunication incident between a food and beverage employee and a Japanese customer, who had a cultural conversation barrier. The guest’s latent question indicative of going vegetarian was misunderstood and the service failed to meet his expectations.
Feelings:
Being this on the spot triggered an unpleasant sensation on the one hand but came as enlightening and educating on the other. It focused on the central role of cultural differences in the accommodation areas and awoke a great curiosity to learn how cross-cultural communication is done in the best way possible (Markkanen et al., 2020).
Evaluation:
Culturally, this was the place where competence was not appreciated. The worker’s inadequate understanding of this kind of high-context communication style that includes indirectness raised the probability of the mistake. Therefore, this event provides us with some lessons of cultural misunderstanding in the hospitality industry.
Analysis:
By studying and working on the courses, I am now at a point where I realize that the context distinction between high-context cultures, such as Japan, and low-context cultures, e. g. the US (Dhaliwal et al., 2018) is essential. By effectively communicating in hospitality, it is not only the language proficiency that matters but cultural depth also plays its role here.
Conclusion:
This event made me realize that every service success story thrives, among other things, on the cultural competence of all stakeholders of the hospitality sector. The lesson reminded me that cultural intelligence should rank among staff training priorities and should not stop at general cultural awareness but rather go into concrete intercultural communication strategies.
Action Plan:
Aware of the importance of cultural competence and the impact it has on the hospitality industry, I am dedicated to proposing comprehensive cultural competence training for any hospitality function I will be hired for. Here I will list scenarios of real life and stages for staff training that will happen like the one I saw. For example, I will make use of my improved communication skills with this Middle Eastern family shortly. This will help me craft the training modules so that new employees can be better prepared for such encounters by learning from my experience. The indirect method such as not pushing their dishes to the aboriginal people but only recommending made the interaction flow as the aboriginal people respected their cultural preferences.
Moreover, I incorporated a small but indisputably efficient gesture modification whilst introducing myself to guests who come from a culture where formal handshaking is not the tradition. Introducing this non-verbal element in her communications with the guests was a small change that also increased guest comfort and satisfaction (Gibbs & Slevitch, 2019a).
In this, I learned that service capitalization on the cultural knowledge of the people has a great effect on the general service delivery. Looking towards the future, the integration and sharing of practices on cultural sensitivity become part of my proficiency in hospitality work, and of course, they will contribute to both the guests' experience and my operational success (Gibbs & Slevitch, 2019b). This process emphasizes the fact that the learning procedure is ongoing and involves finding and adapting. Also, it is an occasion where I can demonstrate my commitment to the creation of an inclusive and culturally competent service environment.
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* Enhanced Communication: Multilingualism breaks down barriers between staff and guests, ensuring clear
and effective communication.

* Improved Guest Experience: By understanding and utilizing multiple languages, staff can provide
personalized and thoughtful service that makes guests feel valued and respected (Putjata, 2018).

* Increased Competitive Edge: A multilingual approach positions in our hotel as a welcoming destination for
international travelers, boosting its reputation in the global market.

* Cultural Competence: Language awareness helps in recognizing and respecting the diverse cultural
nuances of our guests, which is crucial in avoiding misunderstandings and fostering positive interactions.

* Commitment to Excellence:

* At this hotel, we are dedicated to being leaders in culturally competent and linguistically diverse
hospitality services. Our ongoing efforts to enhance our staff's language skills and cultural understanding
underline our commitment to excellence in serving a global clientele. We strive to not only meet but
exceed the expectations of each guest, ensuring that their experience at our hotel is nothing short of
exceptional. By continuously improving our language awareness and multilingual capabilities, we aim to set
new standards in hospitality, making every guest's stay uniquely satisfying and culturally respectful.
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Importance of Multilingualism

Benefits:
In a globalized world, «improved Communication: Breaks
hospitality staff encounter down language barriers, facilitating
guests from diverse linguistic clearer understanding and request
backgrounds.
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Multiingualism in hotel staff [ e

e Personalized service that makes
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The Role of Language Awareness
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Focus on a Modern European Language: German

Where Spoken: Primarily in
Germany, Austria,
Switzerland, and parts of
Belgium and Luxembourg.

Language Difficulty: German
is known for its compound
nouns and grammatical rules,
but it is manageable with
practice. (Romanowski,

2024)
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Cultural Nuance in Business:
+Politeness: Use of formal “Sie”
instead of informal “du” in business
contexts unless invited to do
otherwise. (Tesseur, 2022)
Directness: German communication

is often straightforward, which is

considered polite and efficient in
business setings.

Hotel Industry Example:

*A guest inquiry about room
availability should be answered with
clear, direct language and always

addressing the guest formally unless
advised otherwise.
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Implementing Language Skills in Daily Operations

Language Resource
Materials: Providing
phrasebooks and quick
reference guides at key
service points.

Training Workshops: Regular
language training sessions
focusing on German for front
desk and F&B staff.

Encouraging Practice: Setting
up language practice meetups
among staff to boost
confidence and fluency.





