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[bookmark: _Toc166451494]Component 1- Professional Reflection 
The cultural paradox has a notable effect on tourist engagement levels (Dudézert, Mitev, and Oiry, 2021). At my Level 4 placement, I saw firsthand a major case of cultural miscommunication. The occasion happened in the busy dinner service in the dining area of a renowned hotel. When I was assigned a placement job in the food and beverage (F&B) industry, I had the opportunity to help employees and closely monitor their activities. This experience greatly helped me understand the business better. Working with individuals from several cultural backgrounds presented John, a manager, with difficulties when he came into contact with two individuals of Middle Eastern descent.
The manager showed the couple around and showed his wide range of knowledge and experience in hospitality. He greeted the woman guest warmly, but she hesitated and eventually turned him down, unlike the man guest who graciously accepted. The manager seemed uncomfortable, and his evident vagueness made the atmosphere little bit tense. It is quite uncommon for unrelated men and ladies to come into physical touch (i.e. handshakes) in many Middle Eastern societies (Khosh, Khalil and Alhaded, 2020). John's seeming unfamiliarity with this custom suggests that the guests' meal was hampered.
This particular example underscores the urgent need for cultural awareness in the hotel industry. Misinterpretations can often stem from the cultural norms and practices that distinguish foreign workers from visitors. The global nature of the hospitality industry amplifies this need (Vassou, Zopiatis and Theocharous, 2017). 
Reflecting on this incident, I have come to a profound realisation. To effectively prevent misunderstandings in the future, I need to improve certain abilities and change my behaviour. The first and foremost step is to develop a deep understanding of cultural competence. This includes understanding the various cultural norms and traditions, which is crucial as it allows us to adapt our behaviour to fit in with the standards and traditions of other cultures. Cultural sensitivity training can equip us with the knowledge to effectively meet the needs of foreign visitors (Huey et al., 2023).
Beyond that, good communication is an absolute need. One nonverbal cue that might reveal if a guest is uneasy or comfortable during a chat is their bodily expression. To expand my ability for ongoing education, I wish to register for more seminars specifically designed to look at ethnic variations in nonverbal communication. This will help me to become a better learner (Petty, 2023).
Fontaine (2018) highlighted that professional development depends greatly on reflective practice. Finally, consider the benefits of reflective practice. I firmly think that by reflecting on my experiences often and carefully evaluating the criticism from my peers and superiors, I may become a better communicator who can adapt to different cultures. I should keep a reflective notepad while I work in the hospitality industry. 

Component 2- Training Plan 
Although workplace training is essential for developing their teams and advancing their careers, many professionals still depend on self-directed learning (Vassou, Zopiatis and Theocharous, 2017). The following training curriculum will enable employees to effectively oversee and expand the hotel productivity (Saadeh, 2020). To distinguish itself from rivals, a hotel must provide exceptional training. Nearly 80% of hotel guests strongly favour great service (Hou, Zhang and Li, 2021). From my point of view, if I am a hotel employee and if I go through a training process, I will find it as a healthy competition among my colleagues to perform better based on a standard.

a. Cultural Awareness and Sensitivity Training
Colleagues will Learn about other cultures' social mores, paying close attention to how they value body language and nonverbal signs. They will learn through case studies like the one involving John and other international visitors are used in interactive lectures by cultural specialists via role-playing games. Outcome would be like connecting better with guests, lessening the possibility of misunderstandings, and staff members fluent in many languages will be an asset (Lugosi and Jameson, 2017)
b. Effective Communication Workshops 
The goal will be to Improve verbal and non-verbal communication skills tailored to a multicultural clientele through various activities like workshops on multilingual and cross-cultural practical communication skills and deciphering nonverbal clues like body language. The expected outcome will be better reading and responding to the nonverbal clues given by their clients will make their encounters more polite and enjoyable (Bhatnagar, 2023)
c. Handbooks and Reference Materials 
The goal is to give employees the resources they need to back up training and ensure consistent service delivery. Activities will include Giving out hard copy handbooks and other documents summarising the main concepts, procedures, and policies of the hotel. For those who learn best visually, maps and charts will be provided. These handbooks support high standards across the organisation and function as useful daily operations instructions (Bhayani, 2024)
d. Reflective Practice and Continuous Learning 
The purpose is to encourage a continual culture of both professional and personal growth by means of reflective practice. Apart from maintaining reflective notebooks where they record their daily experiences, difficulties encountered, and insights, employees may also attend frequent staff meetings to exchange ideas and get feedback. Their relationships with individuals from many cultural backgrounds sharpen their reflection and adaptability (Robinson, et al., 2014)
Implementation Strategy 
Over the course of three months, staff will be presented with each module in order to ensure that you fully understand and absorb all of the material. Both before and after the session, participants will undergo assessments to gauge their level of cultural competence and communication skills. The data collected from these tests will help refine the training modules and effectively fix any persistent issues. During the first six months after the first training, there will be monthly sessions to review the content and address any issues that may arise (Chepkwei, 2021)








Component 3- Student Self-Reflection  
It is clear from closely looking at my Level 4 internship in the hotel sector that having a wide understanding of several cultures is essential. I will illustrate the growth of my professional emphasis on cultural sensitivity using Gibbs' Reflective Cycle, a paradigm that encourages a systematic approach to learn from occurrences (Sekarwinahyu et al., 2019). The Gibbs reflection model assists individuals in identifying their strengths and areas for improvement while enhancing their understanding of the work environment (Nicol and Dosser, 2016).
Description 
I used to comprehend cultural sensitivity conceptually from the classroom discussions. Working in the hotel's dining room, I saw John, the manager, getting into an argument with many Middle Eastern guests about the differences in their cultures. This story eloquently shows the consequences of cultural insensitivity in the real world. The attendees were terrified as soon as they received the unsettling welcome.
Feelings
I was a little bit depressed and embarrassed throughout the whole procedure. Since John seemed confused and the visitors were in a dangerous situation all around them, I felt awful for him. After that, I knew exactly what might happen if people misinterpreted the customs of other civilisations.
Evaluation 
The gaps between theory and practice were unknown to me until I went to this conference. John is really talented in certain aspects of the entertainment business, but the visitors found the encounter less pleasurable since he was unfamiliar with different cultures.


Analysis 
I pondered it over a lot and realised that cultural understanding goes beyond knowing the historical background of individuals from various civilisations. Furthermore, flexibility, sensitivity, and the ability to interpret and assess nonverbal clues given by guests are required. Huey et al. (2023) argue that this level of competency is absolutely required to successfully manage the different expectations that are presented by international visitors. Furthermore emphasising the value of these skills are Vassou, Zopiatis, and Theocharous (2017), who assess how the hotel industry's worldwide presence affects both the degree of visitor involvement and the quality of the services offered.
Conclusion 
This event made abundantly evident how important real-world application and active learning are to achieving actual cultural competency. It has also shown me the importance of never stopping to better oneself in order for hospitality professionals to meet the wide range of ever-changing demands of their customers.
Action Plan 
I am dedicated to use my real-life experience and additional study to understand more about cultural variations. Getting guidance from mentors and peers and attending seminars will improve my ability to communicate with guests from several cultural origins. My intention in incorporating cultural knowledge into all facets of my work is to prevent making the same mistake in subsequent encounters.


Significance of the Experience
This point of view explains the value of cultural awareness in the hotel sector. Ensuring the avoidance of any mistakes is one component; another is making sure that every client has a unique, individualised, and caring experience (Egan, 2019). The discomfort the John event caused to the guests emphasises how little miscommunications may affect how well service is perceived and, in turn, how well the hotel is regarded. I now see cultural sensitivity from a new angle, thanks to my internship. Since its modest origins as a teaching tool, this collection of transferable abilities has grown to be essential for me to develop in order to fulfil my professional goals in the international hotel sector. My personal goals and professional obligations both heavily depend on making sure every visitor is comfortable and satisfied (Frey, Bayón,  & Totzek, 2013).
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*References for component 4 is a part of PowerPoint Presentation.
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BENEFITS OF MULTILINGUALISM & IMPORTANCE OF LANGUAGE AWARENESS SKILLS FOR THE EMPLOYEE!
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CONCLUSION

BEING MULTILINGUAL AND HAVING GOOD LANGUAGE AWARENESS ARE
GREAT ADVANTAGES FOR HOTEL PREMIER INN STAFF MEMBERS.

MULTILINGUAL AND CULTURALLY AWARE EMPLOYEES MAY IMPROVE
CUSTOMER SATISFACTION AND PROVIDE MEMORABLE EXPERIENCES FOR
VISITORS FROMALL OVER THE WORLD. LANGUAGE COMPETENCY IS
CRUCIAL IN THE HOSPITALITY INDUSTRY, AS DEMONSTRATED BY PREMIER
INN'S EMPHASIS ON STAFF TRAINING PROGRAMMES ON POLITE

LANGUAGE, EFFECTIVE COMMUNICATION TECHNIGUES, AND CULTURAL
AWARENESS.

BECAUSE OF THIS, PREMIER INN DISTINGUISHES ITSELF AS A PIONEER IN
OFFERING TOP-NOTCH CUSTOMER SERVICE AND SATISFYING THE VARIED
DEMANDS OF ITS GLOBAL CLIENTELE. (ABBAS ETAL, 2021)
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Predominant Language: English is the primary language used by visitors
and travelers worldwide (Zayanti, Rosmiyati and Kartikasari, 2023).

Customer Communication: Hospitality personnel must possess effective
communication skills to interact with clients in hotels, restaurants, and
airlines.

Client Satisfaction: Insufficient communication can lead to dissatisfaction
and financial loss due to the inability to deliver exceptional customer service.

Global Collaboration: Hotel management specialists need to communicate
globally in today's globalized environment (Abbas et al, 2021).

Cross-border Communication: In my placement, | have observed that
hotels need personnel with strong cross-border communication skill.
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BENEFITS OF

MULTILINGUALISM

Professional Growth: Speaking two languages well is highly appreciated and
offers growth opportunities (Packard and Berger, 2021).

Customized Services: Designed to satisfy customers’ requirements
provided by informed professionals committed to a personalized experience
(Pietrzyk-Kowalec, 2023)

Direct Interaction: Speaking many languages enables historians to interact
directly with their audience, providing specialized services (Manoharan et al.,
2021),

Client Satisfaction: Proficiency in target market languages ensures happy
clients in commercial settings like hotels, restaurants, and travel agencies
(Khosh, Khalil and Alhaded, 2020).





