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Professional reflection

I recently observed A scenario in which an American Food and beverage employee had a cultural misunderstanding at a bar late in the day. A European customer comes in, sits down for a few drinks and is about to leave. The American Bartender asked the European if he is going to Tip, the European says no to which the american F&B kisses their teeth. Breaking it down, there are a few key points in this scenario. Firstly American food and beverage employees expect tips due to this being the cultural norm of supporting underpaid employees in the US. Meanwhile in europe tipping is not at all mandatory, and only seen as ‘’deserved’’ when exceptional service is provided, and even then a few extra pounds is seen as enough, while in the US 15-20% of the total bill in tips is seen as accepted. (Scanalon, 2017) Next is the employee kissing their teeth, now I personally believe this is rude in itself, but in Europe and eastern Europe especially this is seen as an aggressive sign of distaste and a sign of disrespect. And while it is seen as rude in the US too, it is not given the same amount of thought to. Such actions may provoke future customers into escalating the situation such as involving managers. (Lykes, 2014) 
The skills I would require to avoid such interaction and potential consequences, would have to be general manners, communication, and critical thinking. The reason for me picking General manners as a skill is due to the lack of manners in the modern world, meaning not everyone posses good manners, and due to the fact that being polite is always the best solution, meaning if the american bartender was polite and didnt kiss their teeth, he may not have left a sour taste in the mouth of the customer and costing his business money. Secondly communication is essential for situations like this, as if the bartender would have communicated politely, and asked for a tip in the proper manner, he could have avoided turning away a recurring customer, and likely would have walked away with the tip in the end. And lastly, critical thinking skills are essential. As this skill could have prevented the situation from unravelling in the first place, if the bartender applied critical thinking skills for 10 seconds, they could have realised the man was clearly not familiar with US norms due to his heavy european accent, and could have accepted the man simply did not know. If it was me in this situation, I would have kindly asked the man ‘’would you like to tip?’’, and if the answer would be no, I would understand, and politely Nod in acceptance. The behavioural change that needed to be made was that of arrogance and expecting something, to that of acceptance that the customers do not owe staff anything. (Shahrokhi, 2013)
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[bookmark: _mlnaisqr2k8a]Training plan 
To avoid scenarios where you misunderstand the guests culturally speaking, the management team has developed a training plan to avoid any potential cultural misunderstandings between staff and customers. 
Firstly, The main barrier between staff and customer communication is the language barrier. Too often the general scenario where a customer, who is unfamiliar with english and/or has a heavy accent, requests an item from the menu, and waiting or bar staff bring them the wrong order. Or when certain phrases are misconstrued for offensive words in the customer home language. A simple solution for misunderstandings in ordering is for staff to repeat what they think the customer said, as this approach can easily squash any potential misunderstandings quickly. And for the second potential cultural misunderstanding, staff are instructed to speak only plain english, with no metaphors, slang, or idioms. To prevent misunderstandings. If a customer still insists a staff member has said something offensive although they spoke plain english, kindly explain to the customer the discrepancies. (Kadakia, 2017)
Next, staff from all different backgrounds should be educated on british, or local conduct and cultural norms, to avoid expectations or mistakes that could drive visitors away. For example, in the UK it is a unspoken norm to kindly do a small smile when making eye contact with anyone (this expected action is not common in the rest of europe, bar ireland), and in not doing so it can be seen as rude. Staff should be taught these norms and explained the meaning and consequences of not performing such actions (eg, if you do not smile after making eye contact it is seen as rude and usually drives guests away from coming back to hotels after the first stay, with their reasoning being staff were rude). (Porath, 2013)

Manners are an essential part of staff training as staff are the first impression hotels can make on their guests. Respectful staff are one of many reasons why guests continue coming back to hotels. So to build a great relationship between guests and staff, the staff need to firstly be trained on manners, and the best way to do this is to have great role models and leaders, who are always respectful and incredibly helpful, this type of inspirational leadership can help build up staff around the leader. Secondly, mini-courses and online learning opportunities should become mandatory to train staff on how to be more respectful and even helpful. Mini-courses are very helpful and insightful for teaching otherwise ignorant people into wel-mannered staff.  (Cotton, 2022)
Lastly, staff should go through simulated trainings, where they practice conversing with paid actors pretending to be foreign guests with little understanding of english. This exercise repeated over and over can be used to see potential mistakes and cultural misunderstandings that could take place in real scenarios, it would also be helpful to let other employees spectate each simulated scenario. 
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Student self-reflection 

Using the Gibbs reflection model Im going to reflect on my understanding of the importance of cultural awareness within the hospitality industry. The scenario I will be talking about is the time I had a cultural misunderstanding with one of the guests at my level 4 placement. This happened when a guest came to me asking for help, speaking very fast and in a British accent I couldn't understand very well, this person was distressed and quickly became frustrated with me, to which i directed her to an employee already established at my placement hotel and carried on my task as usual. 
My feelings about this experience is mixed because on one hand i wanted to help this guest as they looked very stressed, but i was also being very unhelpful due to my lack of understanding for other, more complicated accents within the UK, so I also felt very disappointed with myself for not being to help. What did i learn from this experience? I think I learnt a valuable lesson about the need for multilingualism especially in the workplace, as my co-worker who speaks english perfectly had no problem understanding and helping the guest. (Fontana, 2020) 

Evaluating the experience I have to say it was one of the worst moments of my placement due to how Useless i felt in the situation, and also it helped me to reflect on the skills I need for future. How did my understanding of the subject change over time? Well initially I felt bad about the experience but didnt give it much thought and over time it grew on me how important it is to study languages and to understand them especially when working. 
Analysing the situation I definitely noticed the guests accent was northern, possibly an accent from Liverpool or Newcastle, and I could have handled the situation better, as for a minute or two I stood confused and I couldn't explain to her that i didnt understand. My understanding of cultural awareness is that someone must understand the differences between ones culture and their own. And I learnt that from this experience certainly. (Soomro, 2015)
In conclusion Cultural awareness is essential in the workplace, as hospitality is one of the few industries that rely on tourists from different backgrounds to make profits, so it is crucial for the employees of any hotel to be trained on the most common cultural misunderstandings. My action plan to improve for future situations that could be similar is to firstly learn the different accents of the UK and be able to understand them, next is to work on my composure and try not to become speechless when guests are distressed, furthermore I would need to develop language awareness skills (Svalberg, 2007) to be able to determine other languages since similar situations where the variable of the language is changed.
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Presentation 

Benefits of multilingualism

Why are language awareness skills essential?

If for example a Romanian guest comes to an employee speaking romanian, and that employee does not understand romanian, but they can however determine the language the guest is speaking, and take measures to help them.
Measures such as directing them to ask a different yet romanian employee, or other possible problem solving measures.
Ability to be helpful towards guests: By being able to help the guests in the hotel through knowing foreign languages, you can not only help the hotel profit, but you can also help to prove yourself worthy of promotion and benefits. (Suhaimi, 2017)
Personal growth: Multilingualism isnt only just beneficial in the workplace, by learning another language you can improve you perseverance, learning skills, and IQ. All aspects of personal growth.
Increased cultural awareness: By learning a new language you are exposed to a new culture and it can enhance your perspectives and allow you to become more culturally aware and welcoming to new diverse backgrounds. (Pietrzyk-Kowalec, 2023)
Broader market reach: If our hotel can broaden the market reach and attract new guests by being marketed as a diverse and welcoming hotel profits can be increased along with employee wages. (Welch, 2019)

Real Example from the industry

At the Ritz-carlton in Tokyo staff are fluent in English, Mandarin, Japanese and Korean. This is to ensure all guests feel welcome and understood. Such advantages that the Ritz has over other luxury hotels where the employees may only be fluent in Japanese and Mandarin (which is still impressive), is that they can be marketed as an international hotel at the heart of tokyo, International in the sense that visitors will likely be able to hold a conversation with a fluent staff member. (Morishita, 2023)
Hilton Hotel proved multilingualism is an effective tool for generating profit, and attracting guests. Due to hiltons staff in tokyo having a similar standard to the ritz, with staff being fluent in english and japanese. They attracted many tourists who came to the tokyo olympics in 2020. The hotel marketed themselves as an english speaking hotel, that can understand staff, and ended up having a very successful summer because of their staffs multilingualism. (Kaliappen, 2022)

In summary

In summary, Multilingualism can prove to be very profitable for hotels and staff alike. As both parties end up walking away with more money, while guests are also pleased to receive excellent service.
Moreover, personal growth is also another great reason for staff to learn another language, as well as the exposure to different cultures.
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