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[bookmark: _gjdgxs]Component 1: Professional Reflection (500 words)
Introduction
Cultural differences between hospitality personnel and guests can cause awkwardness and dissatisfaction. Most blunders occur when people speak, act, or expect differently. Be aware of and manage these cultural variations to maintain a welcome environment (Hampden-Turner & Trompenaars, 2020).

Describe the scenario 

Imagine a bustling hotel restaurant during dinnertime. The restaurant is part of a popular foreign hotel group with a diversified clientele and a global ambiance. The team is also multicultural. 

Situation: A F&B worker and a Japanese guest misunderstand each other one evening. In Japanese social interactions, politeness and formal meals are crucial. Guest Mr. Suzuki is sitting in a restaurant corner that is generally used for informal eating, not business meetings, which he wants to do. Mr. Suzuki was disappointed by the seating arrangement since he expected more formality and seclusion at Japanese dinners. In Japanese society, this shows disrespect or ignorance of his status (Ricoeur, 1992).

The food and beverage worker didn't know how to seat and private Japanese customers during business lunches, so they brought Mr. Suzuki to the first open table to speed up service. The employee thought this as nice and helpful, but Mr. Suzuki perceived it differently. 

Analysis: This event illustrates how simple gestures or decisions that are culturally neutral or positive in one environment may be misinterpreted in another, causing hospitality misconceptions. In multicultural environments, such misunderstandings are more prevalent (Newby et al., 2007).

I'll explain why this misconception occurred and what abilities and behaviours are needed to prevent it in the next segment. Specific instances and academic references will support this analysis. Cultural sensitivity and understanding in global hospitality will be discussed. 

Body 

As a food and beverage staff, I managed seats in our busy hotel restaurant all night. On a hectic night, my major goal was to swiftly set up all guests so they could eat. I took Mr. Suzuki, our prominent Japanese guest, to a comfortable corner table. The nook provided solitude and warmth from where I stood, making it ideal for diners. However, I soon discovered that this option did not suit Mr. Suzuki (Hampden-Turner & Trompenaars, 2020).

From a cultural perspective 

I could tell Mr. Suzuki was uncomfortable as I seated him down. His slightly wrinkled eyes and courteous but tight grin warned me something was wrong. He peered around the restaurant before sitting, possibly looking for a quieter area. He calmed in a quiet voice that showed worry. He said, "Is there perhaps another table available, maybe somewhere quieter?" (1972, Hymes).

That's when I realised Mr. Suzuki wanted a different dining experience that fit Japanese business dining conventions, which prioritise privacy and secrecy, especially for formal business meetings. I chose solely on how quickly I could find a place, not cultural differences. 

Look at Misunderstanding Causes 

The mistake may have been caused by cultural conventions and my assumption that all guests would prefer speed over seating. The setting of a business meal in Japan is as essential as the cuisine. The arrangement respects the guest's status and mealtime conversation (Kramsch, 2006).

The language barrier may have prevented Mr. Suzuki from communicating his expectations promptly. He spoke English, but the intricacies and comfort of a second language may have prevented him from admitting his dissatisfaction. Due to my lack of knowledge of Japanese business etiquette, I couldn't detect and meet the guest's expectations without being told. 

This event taught me the importance of cultural sensitivity, especially in international hospitality. Our varied workplace requires people to understand about culture norms and expectations. Getting to know visitors' ethnic backgrounds and expectations helps improve service and suit their demands. I learned how to behave in international restaurants and how to aggressively ask individuals if they have any seating or experience requests from this experience. This strategy might certainly balance speed and personalisation to ensure everyone has fun, regardless of culture (Christiansen, Branch, & Karmowska, 2020).

Looking back at my Level 4 placement, I see a pattern of cultural misunderstandings that could have been prevented if I had learned more about the guests' backgrounds. Mr. Suzuki's experience was identical to mine at a foreign hotel. This highlights how vital cultural awareness is for hospitality workers. 

Learnings from Level 4 placement 

I previously worked at the front desk and assisted with dining room service during busy times. Indians were eating at our hotel restaurant in the evening. The server cleared the table while people were eating to speed things up. This is common in Western restaurants, but in Indian culture, it's disrespectful because it may indicate that the person is in a rush or wants to leave before everyone has eaten (Hymes, 1972).

I remember the customers' discomfort and our senior server's swift and heartfelt apology, recognising he had made a culture error. He advised the new hire to wait until all visitors had finished their food before clearing the table, especially if there were people from different cultures. Later, a staff meeting discussed this situation and stressed the importance of changing how we serve guests to respect their culture and dining manners. 

How I Can Apply What I've Learned 

My Level 4 placement issue and my current misunderstanding with Mr. Suzuki demonstrate the importance of cultural sensitivity in hospitality management. These experiences taught me that minor actions, like when to clear a table or which table to give a buddy, may have a significant impact. These decisions about corporate management also demonstrate cultural awareness (Christiansen, Branch, & Karmowska, 2020).

These events have taught me the importance of learning about cultural differences and chatting to guests to understand their tastes. Simple queries about comfort and tastes could help with service and reduce confusion. These lessons have also pushed me to promote and actively participate in ongoing cultural training for all staff members, ensuring that this information is always current and used in our daily work. 

These thoughts can help me improve as a professional if I wish to handle situations involving other cultures better and make sure all of our hotel customers feel valued and respected. 

In conclusion 

The experience with Mr. Suzuki and other things I did during my Level 4 placement showed me how hard and vital cultural sensitivity is in hospitality. These incidents demonstrate how cultural misunderstandings over minor service errors can negatively impact a guest's experience. Cultural conventions, customs, and linguistic difficulties might hinder communication. This is why hospitality workers must be aware of and respectful of these variations. 

You must learn about foreign cultural norms and be proactive when asking guests about their preferences and expectations. This will prevent cultural miscommunication. Keep learning and be open to new experiences to improve these talents (Newby et al., 2007).

I'll increase my cultural competence by attending regular training sessions, asking guests for feedback to better understand their requirements, and being sensitive to cultural differences. In keeping with international hospitality management best practices, I want my guests to feel sincerely loved and respected, providing a warm and friendly atmosphere. 

These lessons will prevent misunderstandings, improve the guest experience, and ensure that our hotel is known for its comforts, service, and cultural awareness. This strategy will make guests happier and improve the area for everyone, including workers. 

The events we've discussed here emphasise that hospitality workers must constantly learn and adapt to other cultures. As globalisation increases, more individuals from diverse cultures stay in hotels. Cultural misunderstandings are more prevalent. Hospitality workers must be devoted to continuing education. They must ensure that cultural norms and expectations are learned continuously, not just once. 

Hospitality workers must continuously learning and be open to new cultural concepts to prevent these cultural issues. This includes attending workshops, updating training programmes with new cultural trends and guest comments, and participating in cultural exchange activities to better understand guests' needs (Hymes, 1972).

By encouraging employees to share their experiences and learn from each other's failures, this learning process can be considerably improved. In everyday contact with guests, this collaborative strategy ensures knowledge is gained and used. Therefore, the hospitality crew is continually enhancing service and cultural awareness. 

To conclude, cultural awareness must be continuously learned and developed to maintain guest satisfaction and provide a welcome, courteous, and culturally diverse space. 


[bookmark: _30j0zll]Component 2: Training Plan (500 words)
Introduction
[bookmark: _1fob9te]I experienced a major cultural miscommunication with Japanese guest Mr. Suzuki in the hotel restaurant. He felt slighted since he was placed in an unsuitable spot for business dinners. This illustrated how cultural differences in expectations might effect guest satisfaction, especially in foreign hospitality. I didn't consider how seating would effect Mr. Suzuki's culture, therefore I didn't express his expectations of seclusion and formality (Hofstede, Hofstede, & Minkov, 2010).

This training strategy aims to reduce cultural misunderstandings by organising staff instruction. The approach aims to make our staff more culturally aware and sensitive so they can better serve our visitors. This training will help our personnel deliver outstanding service that respects other cultures by covering speaking styles, cultural norms, and proactive guest engagement. 

Body 

Training plan objectives: 

Staff must learn to embrace cultural variations to improve cultural sensitivity. This will prevent Mr. Suzuki-like miscommunications (Hampden-Turner & Trompenaars, 2020).

2. Learn to communicate across cultures. Teach your personnel how to communicate clearly with guests from varied backgrounds. 

3. Proactive Guest Engagement: Train personnel to question guests about their food, accommodation, and service preferences to meet their national and personal needs (Maheshkar & Sharma, 2018).

Key training components: 

1. Cultural sensitivity training: 

• Cultural Norms and Values: These classes cover the essential rules, values, and expectations of our most common guest countries, focusing on business and dining. 

• Scenario-based learning teaches workers how to handle cultural differences through participatory role-playing in a safe environment. 

2. Communication Methods: 

Japanese, Mandarin, French, and Spanish greetings and phrases. Proper pronunciation and etiquette are crucial. 

• Nonverbal Communication: Reading and using body language, facial expressions, and how people place themselves in space, which can vary by culture. 

3. Involving guests: 

• Guest Preference Assessment: This includes tools and procedures to enable staff ask visitors about their preferences when they check in or make a reservation and communicate them with the correct departments. 

We need robust mechanisms to obtain and use visitor feedback during and after their visit to adjust and improve our services' cultural competence (Risager, 2003).

Strategy for Implementation: 

Monthly sessions inform staff of cultural trends and feedback (Hoff, 2014).

• Guest Speakers: Asking cultural experts and more experienced coworkers for their advice. 

An online resource centre offers cultural awareness and language skills modules (Hofstede, Hofstede, & Minkov, 2010).

Verifying and Feedback: 

Use quizzes and practical examinations to assess staff understanding after training. 

Guest Satisfaction Surveys: Note how staff interacts with guests and understands diverse cultures. 

• Continuous Improvement: Review training material regularly depending on comments and guest kinds. 

This comprehensive approach strives to fill cultural knowledge gaps and build a team that values and respects other cultures (Wuthnow et al., 1984).

How the training solves Part 1 problems: 

The meeting with Mr. Suzuki raised crucial cultural issues that must be addressed to avoid future misunderstandings. By making our team more culturally aware, especially in understanding and addressing the needs of our international consumers, the proposed training strategy addresses these issues. 

Cultural sensitivity training: We teach our personnel how to eat and do business with Japanese guests and people from other cultures so they can respect and obey cultural norms. This training will assist staff adopt seating and service approaches that respect customers' traditions and tastes to avoid mistakes like Mr. Suzuki's (Kramsch, 1993).

• Communication: Staff can quickly comprehend and clarify guests' demands if they can communicate better. Language and nonverbal communication skills will help our team spot subtle signals of comfort, allowing them to resolve issues swiftly and effectively. 

• Proactive Guest Engagement: Staff should ask guests for their comments and clarify them. This will help personalise the service. This proactive approach ensures that all guests' needs are satisfied from the start, reducing uncertainty. 

In conclusion: 

Several things should happen after this instruction. Our main goal is to improve our service by increasing cultural knowledge and communication. These adjustments will make guests happier because they will feel valued, understood, and cared for (Hoff, 2016).

The training also helps the hotel create a reputation as a culturally sensitive hotel, which is increasingly crucial in today's globalised travel industry. As our crew learns cultural variations, we expect greater guest feedback, repeat business, and word-of-mouth recommendations. Finally, this training is an investment in our personnel and our hotel's long-term success and growth, ensuring we provide excellent customer service and hospitality. 

In conclusion 

This comprehensive training strategy should improve our service by teaching our team how to handle cultural differences sensitively and professionally. A few key areas will show the immediate consequences of this training: Wuthnow et al. 1984.

Staff can deal with guests more respectfully and personally if they understand and embrace cultural differences. 

2. Fewer Cultural Misunderstandings: Scenario-based learning and communication will meet cultural expectations, reducing miscommunications like Mr. Suzuki's (van Ek, 1986).

3. Happier guests: As our staff improves at recognising and addressing guests' needs, we expect more positive reviews and loyal consumers. 

This training is crucial for providing high-quality support to international customers. People from throughout the world seek outstanding service in hospitality. By teaching our staff about various cultures, we improve our service and establish our reputation as a premier hotel that values and respects guests' differences. This commitment to quality and cultural awareness helps us create a welcoming atmosphere that customers enjoy and recommend, which helps us succeed in a competitive market (Hoff, 2016).

Component 3: Student Self-reflection (500 words)
Introduction
[bookmark: _3znysh7]I used Gibbs' Reflective Cycle for self-reflection. Graham Gibbs devised this 1988 concept to assist people reflect on their experiences. This model has six steps: describing, feeling, assessing, analysing, concluding, and planning. This includes lessons learned and how the person felt during the event, providing a complete evaluation framework. This approach is useful for studying how people grow individually and professionally in difficult social contexts (Newby et al., 2007).

This perspective expands on my knowledge of cultural awareness in hospitality. Gibbs' Reflective Cycle will help me consider how my experiences with people from different backgrounds have shaped my work and worldview. Strengths and weaknesses must be identified through this procedure. It helps me keep cultural sensitivity at the forefront of my hospitality company. 

Body 

First Cultural Awareness Impressions 

Cultural awareness wasn't clear to me when I started working in hospitality. I understood being polite and flexible with individuals from other cultures was vital, but my approach was focused on respect rather than cultural knowledge. I assumed a friendly attitude and good service would overcome cultural barriers. 

Evolution of Views Due to Experience and Education 

My notions regarding cultural awareness changed as I had situations that challenged my beliefs. A cultural misunderstanding during a banquet upset a group of Middle Eastern guests during my Level 4 placement. Although they were explicit about their food limitations, they felt they were not respected. This was one of my most crucial lessons. I learned that cultural awareness entails learning and respecting guests' food rules and mealtime customs, not just being courteous (Kramsch, 1993).

Intercultural speaking training and employment training helped me comprehend these distinctions. We studied about diverse cultures' dining norms, communication styles, and service expectations in cultural awareness seminars. I acquired real-world theories and procedures in school. Hofstede's cultural aspects theory showed me how individuality and collectivism effect guest relationships. 

Important Learning Times 

A service session for a Japanese delegation taught me a valuable lesson. After my last error, I determined to study ahead. I learned how essential body language is in Japanese culture and how to bow to greet someone. This planning affected how people talked, and the group loved how we paid attention to cultural aspects (Lazar et al., 2008).

Another crucial moment was correcting a Brazilian guest's personal space definition. People in Brazil stand closer when they chat, unlike in restrained countries. Accepting these differences in personal space and conversation style made the guest feel more comfortable and respected. 

What I gained from reflecting 

These occurrences taught me that cultural awareness in hospitality is about having significant, respectful conversations that recognise and honour cultural differences, not merely avoiding faux pas. Every time I chat to a friend, I can narrow or widen the cultural difference. I must keep the gap narrow (Abramson & Moran, 2018).

In conclusion 

By reflecting on myself utilising Gibbs' Reflective Cycle, I learnt that cultural awareness in hospitality is multifaceted and varies with time. It entails understanding and respecting our guests' ethnicities. Every interaction is an opportunity to show we care about being open and sensitive to everyone. This new information has transformed my catering career (Risager, 2012).

Cultural awareness helps guests feel valued and understood, not merely avoid misunderstandings. Knowledge makes clients happy, keeps them coming back, and boosts the business's reputation. The workplace is better because personnel can handle varied situations with confidence and understanding. 

My hospitality profession will be greatly impacted by this information. I'm continually studying and staying up with culture and communication trends. I'll participate in training and development programmes and share my findings with coworkers to improve visitor service. I also aim to promote and enforce culturally sensitive hospitality management guidelines from guest service to staff training (Abramson & Moran, 2018).

Using what I've learnt at work will assist my career and make the hospitality sector more welcome and polite. Cultural awareness is my work and a hobby I'll follow throughout my career, always attempting to make guest interactions more meaningful and kind. 

Component 4: Training Presentation (5 minutes)
Introduction
Good morning, everyone. I'm delighted to talk about language awareness and speaking multiple languages as part of quality hospitality service. Learning multiple languages is important and required as the globe gets increasingly interconnected. In our field, we meet international guests daily (Hofstede, Hofstede, & Minkov, 2010).

French will dominate this conversation. French is spoken in France and several European and African countries. French is crucial for our field because of its business and relations application. How studying French can improve our relationships and service, and why it's crucial to comprehend the language's complexities while talking to coworkers. 

I intend to demonstrate how learning multiple languages, especially French, may improve service and make clients happier at the end of my session. 

Body 

Why hotels should have bilingual staff 

Bilingual personnel and guests can communicate more clearly by removing barriers. Hospitality workers must know what guests desire. This is easier with language skills. French-speaking workers can immediately establish rapport with French-speaking guests and meet their demands. 

Better Service Personalisation: Multilingual workers may better tailor services to guests. In hospitality businesses like ours, customisation can make guests happier and more loyal (Starkey, 2005).

Staff speaking guests' languages makes them feel at home. Comfort can boost client satisfaction, reviews, and vacations. 

French Polite and Ignorant Language Examples 

Nice 





How speaking French influences guest interactions and service 

Examples from the hotel industry: 

• Situation 1: A friend requests a service or meal in French, potentially utilising local slang or dialect. French-speaking staff can grasp guests' vocabulary and culture, making them feel cared for (Newby et al., 2007).

Scenario 2: French-speaking guests arrive during crowded check-in. The French-speaking front desk clerk can immediately check them in, explain the hotel's services and answer inquiries. This speed and personal touch improve guests' first impressions and stays. 

French makes your knowledge more accurate and the conversation more fascinating. It helps workers make small chat, comprehend cultural allusions, and answer complicated queries, improving guest experiences. French-speaking staff can manage sensitive circumstances with tact and cultural knowledge, enhancing our image as a hotel that cares about its guests and is sensitive to diverse cultures. 

In conclusion 

To conclude, our staff's multilingualism, especially in French, improves service and keeps clients pleased. Through examples and conversation, being bilingual in the hospitality sector improves communication, understanding, and guest experience by making exchanges more personal, courteous, and efficient (Abramson & Moran, 2018).

Speaking multiple languages helps in the service industry: 

• Effective communication ensures guests' requirements are addressed (Spolsky, 1989).

• Personalisation delights and retains customers. 

• Culturally competent language skills reduce misunderstandings and make a location more hospitable to foreigners (Hofstede, Hofstede, & Minkov, 2010).

Because we aspire to be the greatest, our personnel growth plans should include language training. Paying for our personnel to learn languages boosts their skills and confidence and makes our hotel a leader in serving foreigners. Training is an investment in our company and future, not just an expense. 

We should prioritise and grow our language training courses so our workforce can greet guests with knowledge and understanding. This action reinforces our cultural understanding and responsiveness. We warmly welcome international guests and speak their languages (Ricoeur, 1992).
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FRENCH CONVERSATION:
DOS AND DON'TS

*  Being polite: French society values formality and politeness. Always be nice by saying "Bonjour”
(Good morning), "Bonsoir" (Good evening), "Merci" (Thank you), and "S'il vous plait” (Please). In
business, calling someone "Monsieur” (Mr.), "Madame" (Madame), or "Mademoiselle” (Miss) is
courteous. Handshakes and nods are also common business greetings. Directly looking at
someone indicates attention and sincerity.

Use first names only when asked in French for business. Use "yous" (formal "you") instead of "tu”
(casual "you"), which is only used for close friends and family, unless instructed otherwise.
Interrupting or shouting may be disrespectful. Asking too many personal inquiries at the outset of
a conversation is disrespectful and invades privacy.

As an example:

* Welcome guests: "Good morning, Mr. or Mrs., and welcome to our hotel." How can | help
today?" "Good morning, sir or madam, and welcome to our hotel." Can | help you today?
Reservation: "l confirm your reservation for two people this evening." Do you want a specific
table?" You have a space for two tonight. Which table do you want?

"I'm really sorry for this inconvenience, Madame/Monsieur." We'll fix this immediately." "I'm really
sorry for this trouble, Madam or Sir." We'll handle this immediately.
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CASE STUDIES

In scenario |, a French-speaking buddy arrives during a hectic time.

* French-speaking staff greets guest "Hello, Madame. I'll register you immediately." (Good morning,
Madam. I'll check you in immediately. The staff speaks formally and politely. They promptly check
guests in while talking about their trip and the hotel's services.

* The guest feels valued and praises the staff's French abilities for making check-in easy and friendly
during a hectic time.

Case 2: French service request.

* A buddy requests a special lunch in French: "Pourriez-vous préparer un plat guelque peu épicé,
siil vous plait?" "l like things that aren't too spicy." Please make a non-spicy food. ‘Not too hot'
pleases me. The employee repeats the request to ensure understanding.

This makes the service more personal because workers can comprehend and respond to lingo.
The attentive and individualised treatment makes the guest happier and gives them a unique dining
experience.

These scenarios demonstrate the importance of language and cultural understanding. Thus, French
communication goes beyond translation and is essential to customer service.

B, .
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WHY TEACHING STAFF FRENCH
HELPS: BETTER GUEST
RELATIONS

.

French-speaking staff can better communicate with French-speaking guests,
improving service.VVelcome, comprehend, and reply to guests in their native
language to improve their stay and make them feel at home. It reduces
service errors and misconceptions so guests feel heard and valued.

Career Growth: French fluency can lead to various hospitality jobs, especially
in foreign chains and French-speaking countries. It makes resumes stand out,
making workers more attractive for promotions and positions with a variety
of clientele or foreign projects.

French-speaking employees understand other cultures better. French-
speaking countries have conventions concerning behaviour, food, and other
social norms beyond language. This cultural awareness helps personnel
understand and accommodate French-speaking guests' demands, making the
venue more welcoming to everybody.
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IMPLEMENTING LANGUAGE PROGRAMMES

* Training Methods:
* Online courses: Use sites that offer French language education tailored to hospitality settings and terminology.
* In-House Language Workshops: Give students real-world conversational practice and role-playing opportunities with native
speakers or professional teachers.
Immersive Learning: Give your team days where only French is spoken throughout shifts. This will improve their real-life language
skills.
Useful Links:
Apps: Duolingo, Babbel, and Rosetta Stone help busy restaurant workers learn on the move and at their own pace.
* Websites: BBC Languages and FrenchPod|01 offer videos, podcasts, and assignments to learn French.
* Books and other materials: Give your personnel French language books and hotel industry language guides to learn frequent
phrases and vocabulary.
Evaluation: * Quizzes and Practical Exams: Regularly test language abilities with quizzes and role-playing to assess student progress.
* Guest feedback:Ask guests about your communication abilities in happiness surveys to determine how language skills effect service.
Reviewing performance: Performance assessments should consider linguistic and cultural competency to facilitate learning.
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* Today, we discussed how French improves

customer service. Our teams have found that
studying French helps them connect with guests,
advance in their professions, and comprehend
various cultures.

What to Do:

| think you should all study French and use it in
your daily lives. By speaking multiple languages,
we can better serve our international guests and
make their stay more welcoming.

Thank you:

Thanks for taking the time to learn how
multilingualism can improve our service. Our
hotel services stand out due of your dedication
to career progress and visitor satisfaction. Let's
make everyone feel welcome as we learn and
progress.
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INTRODUCTION

* Welcome and thank you for attending today's discussion on the importance of multilingualism in
hospitality, with a focus on French. Speaking many languages isn't simply a skill anymore; it's essential
to giving outstanding service that impacts customer satisfaction and business success.

French is vital to international business, communication, and tourism being one of the most widely
spoken languages on numerous continents. Europe, Africa, and other regions speak it, making it
crucial for cultural and business exchanges.This talk will discuss how speaking French,among other
languages, may improve guest relations, corporate operations, and customer acquisition.

We'll discuss benéefits, real-life examples, and techniques to improve our teams' language skills to
meet and exceed our overseas clients' expectations. Learning and using effective communication
skills may make ordinary encounters exceptional visitor experiences.This will raise the bar in
worldwide hospitality.
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WHY HOSPITALITY NEEDS
FRENCH GEOGRAPHICAL REACH

* Over 300 million people on five continents speak French, including France. It is an
official language in 29 African, European, North American, and Caribbean countries.
Morocco, Ivory Coast, Senegal, and Madagascar speak French. Much of the
continent speaks it. French is useful for talking with individuals from different
countries and places because so many people speak it.

Business significance:

French is crucial for international business. It is one of the working languages of the
UN, EU, foreign Olympic Committee, and International Red Cross. It is considerably
more crucial for international trade and diplomacy. Being fluent in French can help
hotel companies make deals, create alliances, and better serve global business and
politics guests.

Cultural meaning:

The Francophone world greatly influences culture. France is known for influencing
art, fashion, food, and ideas. Millions visit to witness its history each year. France's
food, fashion, and history attract tourists who wish to experience a culture. French-
speaking hospitality staff can help culturally interested travellers learn about and
interact with French-speaking regions' cultural riches.





