Foreign Languages and Cultural Awareness
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Component 1 - Professional reflection

While serving at Premier Inn Beckon Restaurant, I encountered a  language barrier when trying to helping a visitor, at a dinner. One of the guests checked in to make sure she understood the menu in Spanish instead of the English language (Erazo and et. al., 2019). I knew very little Spanish so we had to convey the menu in Spanish, speaking only with the terms I knew. Yet, despite my studies and persistence, it didn't take long for an alarming realization to appear in my min that the visitor was evidently more knowledgeable in a foreign language than I was. Guest was having this confused and crazy look and I felt helpless to resolve the concern to guest satisfaction. 


This event served as a quite impressive lesson that language barriers can give a hard time in the hospitality sector, particularly in multi-cultural environments, like in hotel. Language assessment at the hotel has been demonstrated to be more than the simple means of assist the communication process.  It is also for the purpose of guest satisfaction. 


And after the realisation I also decided that sooner or later I will need more perfect Spanish Language skills to be able to better meet all the needs of our Spanish-speaking clients and to overcome such misunderstood and embarrassing situations in the future. Considering the fact that cultural competence is the capacity to communicate effectively both verbal and non-verbal, I made a decision to take active measures to correct this for myself (Liu,  Gill, and  Li, 2021).  


Initially, I decided that I would set up to spend time practising the language every day. Language acquisition became my priority, which is why I engaged in search of numerous tools, such as apps, online resources, and textbooks. I also worked on processing Spanish-speaking staff members and took advantage of each opportunity to generate conversations to increase visualization and the confidence I had for speaking in the language.  


Also, I sensed a necessity to look for other trainings and resources rendered by the hotel to strengthen the language and culture type for me. One of my options there was taking language courses or workshops especially designed for hospitality professionals because it therefore involved practical language skills that could help me with my job. 


By allocating time and effort to advance my Spanish language skills, I established the goal of counteracting the communication gap that often develops between our Spanish-speaking guests and, thus, ensuring that these guests as well as all the guests at Premier Inn Beckon feel comfortable and understood. This experience led me to embrace the learning culture of my profession and understand its role in cultural sensitivity and flawless communication. 


Moving on as such, I assure you that I'm  going to go deep into  self-development and growth always having in mind the importance of language proficiency not only for my improvement  but also  for the effectiveness of supplying our  mixed clientele (Zia and et. al., 2020). By having commitment, determination, and a proactive way of learning techniques, I am sure that I could surround any language barrier to guarantee that all guests at the Premier Inn, Beckon could look back at their stay and fond memories that were created.
Component 2 -Training Plan

Here is the training plan for  Premier Inn Beckon Hotel for fighting against the language barrier by following this training plan all its employees can enhance customer experience.
Module 1: Learning about and appreciating the identities of others by fostering awareness and comprehension. 
Duration: 2 hours
Objective: This is to help guests to be aware of the cultural differences and how they could impact the interpersonal communication in future.
Content: Hospitality need to be an integral part of a country's culture and its diversity in such industry is an important factor (Walker, 2021). Universal communication gap is also a source of cultural dissimilarities such as communication style, ritual and cultural traditions. Studies of Cultural Clash through F&B services (Sultan and et. al., 2020). 
Group discussion: Enhance discussion of own experiences and answer the post given questions from the perspective of overcoming cultural differences.
Activities: Cultural diversity quiz, Practical assignments like role-playing games to show how to communicate effectively within different cultures.

Module 2: Intercultural communication should consist of many directions which will enable step-by-step development of culturally competent organization servants (Jackson, 2019). 
Duration: 2 hours
Objective: To help students learn how to communicate effectively in order to overcome linguistic boundaries and cultural variations.
Content: Verbal and non-verbal communication techniques to help us improve our cultural awareness. Active listening and empathy in communication allows for the understanding and engagement. With the help of interpreters or translation tools translating. Just like these problems, language barriers and miscommunications are high amongst the students who are immigrants.
Activities: Get employees to make role-play exercises to learn how to communicate appropriately.
Group discussion: Knowledge exchange on how to communicate with visitors from different cultures. from Netflix and its lucrative subscription model to the proliferation of streaming services like Amazon Prime 
Training Delivery: Such trainings will be held by a person with necessary credentials in the area of culture diversity and hospitality. The sessions will be based on participatory approach in which lessons will be imparted through individual or group presentations, discussions, role plays or case studies. Train material will be there with a coverage of a complete manual and associated resources.
Training Schedule: The program is designed to be extended over a period of 5 weeks, providing one module per week either through lectures or tutorials. Every module shall be treated as a 2-hour session with a half an hour break added in-between. Not using peak hours, training sessions time-tables will be organized so as to avoid having adverse effect on F&B operations.
Evaluation and Follow-up: Participants will be given a feedback based on their contribution, their engagement, and the comments they make during the training sessions. After training, the survey will be held to demonstrate how effective the training program was and to determine areas with the aim of their improvement. Every six months retraining sessions will be organized to keep up the knowledge acclimation and to solve the cultural competence problems.
Implementation and Monitoring: The F&B department will roll out the training program, while the recruitment managers in the HR department will stand by to give all needed support. The F&B manager's role will be to vouch for the training program's performance and give the participants the necessary feedback at the same time. The HR team is going to ensure disposition, continuing assistance, and other resources to the program for their sustainability.
Component 3 - Student self-reflection
Introduction

The course I have embarked on is the self-exploration process which encourages me to dig more deeper into the importance of cultural understanding into travel and tourism industry (Zhang-Yu and et. al., 2021). I will examine the cultural competence impact on guest satisfaction and the growth of staff through analyses of events related to my experiences and learnings. 
Understanding Over Time

Through my study and work experience of cultural awareness, my awareness of this subject within the hospitality industry has to a great extent have developed (Drame and et. al., 2021). To begin, I saw cultural responsiveness as a favourable yet secondary skill of guest interaction. Nonetheless, my horizon has been broadened every time I spent the day in the field facing different guests with diverse cultural backgrounds where I got to appreciate the fact that cultural sensitivity is the core of satisfying guests. 


My own incident is when I had to deal with the Spanish speaking guest.  I had realized that ignorance of language and culture could hamper communication and affect the overall good customer experience. This was the turning point for me to perceive the idea of intercultural sensitivity as a foremost matter that will eventually lead to great service delivery. 
Learnings from Experience

I am thankful to cross the boundaries within moments of unforgettable ones, and all this makes me constantly discover some very unique meaning of culture and tourism that sincerely unexplainable (Bion, 2023). For example, in the discussion panel for decorative day-to- day dishes, I met a visitor from the eastern country, which was predominantly agricultural and also had some culture-based and religious sobriety, for instance, they avoided meat and alcohol. Thus, as I become more aware of specific nutritional laws that the customer may follow, I can be better at making variations that suit their needs and make sure their satisfaction. 

The same way, there was the time when Indian visitor mentioned that the hotel's breakfast was not up to his standard of curries and other spicy and tasty dishes that his own culture prefers to eat. Food served in the hotel harmonized with the concept of multiculturalism, this is a search point of hotels to their different offers of nutrition that will then fulfil the need of satisfaction and loyalty of the guests.
Importance of the Experience

To put it simply, the skills shall serve as a reminder how essential cultural awareness truly is for the hospitality sector. With the world constantly getting globalized and hotels welcoming guests from diverse cultural backgrounds, cultural competency is no longer an admirable company side attribute but a mandatory business criterion for the industry. 

Through sensitizing hospitality personnel about different cultures, the hotels can create the environments of acceptance and the welcoming nature that matches all guests including those from the farthest reaches of the world. In addition, by allowing cultural diversity to shape the business practices, hotels are sure to gain a significant competitive premium and become seen as destinations that appreciate the variety of their guests' interests. 
Conclusion

Finally, my self-exploration of cultural behaviours re-emphasized how cultural tendency must be crucial in the hotel business. Operationalizing cultural competence is all about experiential learning and outer reflection.  Hence, I can testify about the profundity of cultural competence on guest satisfaction, personal development and organizations. I am determined to make a step forward in this direction as well by intensifying my cultural awareness and applying it in guaranteeing the most outstanding service of visitors from varied cultural backgrounds.
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