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[bookmark: _kw3z3lqdv3je][bookmark: _Toc166539039]Assessment Component 1  
[bookmark: _Toc166539040]1.0 Component 1 - Personal Reflection
I have been working as an F&B employee, working as a room service assistant at a hotel for my level 4 placement. I have had to deal with a variety of hotel guests, and have more or less effectively dealt with them. However, there has been one scenario, where a behavioural misunderstanding has occurred with a guest. The guest was of French descent and the issue that took place was due to the table setting at breakfast. A resident of Marseille, the guest was a middle-aged woman who had visited the hotel with her husband and family members, who were in total 12 in number. There was a counting error and at the table setting at breakfast, instead of twelve, thirteen plates were arranged. The matriarch of the family was a superstitious lady and she felt extremely disrespected by this action. I later found out that the number thirteen of anything in France is considered unlucky. This superstition comes from the superstition of Friday the 13th and having thirteen guests at a table (LifeonLaLune, 2010).
However, since I had not known of this custom, I had committed this error, and since the guest had not explicitly stated to me what the issue was, I did not understand the issue, making my behaviour at that point, disrespectful. This situation leads to a communication breakdown, which can be created due to a cultural misunderstanding in a cross-cultural setting (Korkut et al., 2018). When I later came to know of my fault in this case, I truly felt guilty for not understanding the customs of the culture. Every guest when interacting with a new culture, needs to feel a level of cultural safety. Cultural safety is significant to maintaining personal physiological needs such as emotional health and well-being (Curtis et al., 2019). In this case, the behavioural issue that was my mistake was my lack of cultural awareness or the lack of a learning approach towards different cultures and care in cross-cultural scenarios. 
I believe that to avoid a repetition of this issue, I would need to take a gradual, continuous improvement approach to educate myself on cultural awareness and focus on improving my cultural know-how. The practices that I can undertake in this situation can include educating myself on the cultural norms of different nations and gathering knowledge on the customs and etiquette of different countries. Furthermore, I will also undergo language training, where I will learn languages such as French and other European languages as the hotels here are primarily European. Learning other languages can aid in the development of cross-cultural communication skills. Well-known cross-cultural differences can be developed through culture-specific gestures and representations, which can be developed through temporal cultural sensitivity and cross-cultural communication training (Kita, 2020). Therefore, I believe that these strategies can be suitable for me to ensure that I have raised my cultural sensitivity and awareness so that cultural misunderstandings such as this case do not reoccur.  
[bookmark: _49n6xh5cy084][bookmark: _Toc166539041]2.0 Component 2 - Training Plan
I have expressed the issue that I have faced in the case of cultural misunderstanding in the area on the reflective account. Therefore, based on my understanding and the training steps that I believe I should take. I will be presenting this training plan based on my experiences, which I can present as a possible suggestion to the manager of the hotel in terms of elevating the cultural awareness practices in the hotel. This training plan will be based on three steps, the first step will be addressing the goals of the training, the second step will be defining the possible learning outcomes of the training and finally how the training will be delivered.
Step 1 - To Address the goals of the training
The main goal of the training process will be to evaluate and develop the cultural awareness and cultural sensitivity of the employees of the hotel. In a hotel, a variety of guests can be observed to have visited, and different guests can have different cultural approaches, thought processes and inclinations. Therefore, the staff at a hotel needs to ensure that they are aware of the appropriate approaches to treat guests of various cultural backgrounds. Moreover, in modern sustainably inclined hospitality operations, the aspect of cultural sensitivity has been focused on to improve staff-guest relationships (Oriade et al., 2021). I have placed a significant level of emphasis on this aspect to avoid the repetition of the incident that happened due to my own mistake. 
Step 2 - Defining the possible learning outcomes from the training
Any training programme is planned with a learning outcome. The main focus of any training programme will be to develop the performance and the competency. The training and development programmes that are undertaken in organisations focus on assessing and improving employee performance (Karim et al., 2019). I have developed this potential training programme focusing on certain learning outcomes. These learning outcomes can include identification of cultural nuances, acknowledgement of cultural perspectives as well as learning to respect the values that are different from one’s own values. Furthermore, a critical learning outcome of cultural awareness can be to explore appropriate assumptions and express viewpoints.
Step 3 -  The process of delivering the training
The process of delivering the training can potentially follow a workshop approach. This process might include different employees at the hotel holding different workshops based on different cultural perspectives, practices and the different nuances that exist for different cultures. In this way, an interactive process can be maintained which can cause the employees to learn on their own regarding the right, wrong or ethical processes to learn about the appropriate cultural decisions. The plan for the main process will be to focus on helping each employee realise the aspects of culture shock and to raise awareness of intercultural conduct (Ward et al., 2020). Therefore, my objective in planning the training process will be to focus on these practical aspects of the training process. If the training plan can be developed appropriately in this manner, I expect a fruitful return to this plan.
[bookmark: _Toc166539042]3.0 Component 3-Student Self-reflection
The implementation of the Driscoll model of reflection assists in measuring an effective understanding of cultural awareness within the hospitality industry. 
What?
I have measured an improved understanding of the significance of implementing its business understanding, generating a critical evaluation of the necessary tools to establish an effective improvement in measuring a change over development in the given time frame. I have measured a detailed understanding of the requirements for the growth of the firm's performance in the hospitality industry. The implementation of cultural awareness practices within the hospitality industry reflects on the growth of business practices along with managing an effective awareness of the approaches measured within the hospitality business (Ratasuk and Charoensukmongkol, 2020). It has assisted me in understanding the approaches to measure growth in efficiency and positive workplace culture within the hospitality industry. Initially, I assumed very little or no significance of cultural awareness in the workplace of the hospitality industry. I have been able to establish growth in the industry outcome establishing a rise in the workplace culture. 
So What?
My experience in the hospitality industry has assisted me in maintaining the growth of the cultural differences between the firms in the workplace. I have measured an effective improvement in the nature of the development of the firm in the hospitality industry, I have focused on establishing a team within my workplace with a strong cultural diversity necessary for maintaining an effective change in the subject area with time. I have learned a utilisation of experience in maintaining the use of cross-cultural teams in developing the productivity and level of proficiency of teams within the workplace. The use of cross-cultural team performances assists in managing growth in the reliability and improvement of the collaborative working environment (Neupane, 2021). I have measured an effective improvement in the nature of its sales along with establishing growth in the business practices. I have measured growth in the management of its services and providing improved customer satisfaction approaches in the market. 
Now What?
My experience within the hospitality industry is relevant in measuring growth in my understanding of the use of cultural awareness within the industry. I have established growth in analysing growth in the evaluation of my services and maintaining an effective improvement in its services. It has led to impacting the nature of its business productivity and analysing the growth in my business performances. I have also measured an understanding of the key challenges for adopting a cross-cultural team within the industry. I am required to develop multiple approaches for measuring an effective improvement in the development and practices of its services. It has led to establishing an effective implementation of the nature of its services (Mogea, 2023). I have established an effective importance on the nature of its approaches along with maintaining growth in the desired business strategy. The use of a cross-cultural team has assisted me in managing the efficiency of my performance along with establishing growth in my approaches. 
[bookmark: _Toc166539043]4.0 Component 4 - Training Presentation 
Introduction
The presentation assists in evaluating the effectiveness of French as a European language. 
The study focuses on establishing the significance of multilingualism and language awareness for staff in the hospitality industry. The use and understanding of the French language within the hospitality industry. It has led to improving the quality of services provided to customers. 
Benefits of multilingualism
· Measuring effective communication in the workplace
· Understanding cultural sensitivity
· Meeting the needs of foreign visitors in hotels
· Creating an improved hospitable environment (Langum and Sullivan, 2020)
The development in the approaches assists in measuring a critical evaluation of the benefits of multilingualism within the hospitality industry. The high cultural sensitivity, managing and catering the needs of foreign visitors within the hotel. 
Significance of language awareness for hotel staff
· Efficient understanding of the needs of customers who do not understand English
· Measuring improved customer satisfaction (Rabiul and Yean, 2021)
The development of language awareness within the workplace assists in monitoring and maintaining a critical awareness of the product necessary for effective establishment on the nature of its sales. The use of language awareness assists in modifying the nature of business development and catering to the requirements of the customers in the hospitality industry. It assists in establishing effective communication on the nature of its use and business development approaches. 
Where is the language spoken? 
· French is majorly spoken in France 
· Some localities in Canada (Botes et al., 2020)
French is majorly spoken near France and Canada contributing towards a vast area of tourists within the hospitality industry. 
Level of learning
· A2-level learning is required
· B1 and B2 level of learning is widely preferred in the hospitality industry
It results in the effective establishment of the nature and level of learning in French in the hospitality industry. A2 level will be required whereas B1 and B2 level is preferred within the hospitality industry. 
Consideration of polite/impolite
· Polite behaviour - Greeting with “Bonjour” or “Bonsoir”
· Impolite behaviour - Being condescending behaviour towards guests. 
Providing a proper greeting behaviour towards the business reflects on managing both polite and impolite behaviour within the required illustration of its approaches. Greeting customers as "Bonjour" or  "Bonsoir". However, condescending to the guests results in establishing impolite behaviour. 
Examples from the hotel industry
· I have managed to greet French family to measure an effective improvement
· I managed to cater for the needs and requirements of customers
I have been able to establish effective control and present polite behaviour for customers in the hospitality sector. I have established an effective improvement measured within the nature of its sales along with establishing growth in its business development. It assisted me in catering for the needs of the customers and gaining improved customer satisfaction. I have been able to establish a rise in the development of the business by measuring improved customer satisfaction. 
Conclusion
It can be concluded from the study that the understanding of multilingualism and growth in awareness of language by the staff within the hospitality industry. It assists in catering for the needs and requirements of the customers within the hospitality industry. 


[bookmark: _Toc166539044]Assessment Component 2  
[bookmark: _Toc166539045]Executive Summary
The study has helped in the identification of differences between England and France for the evaluation of the organisational process for Multicultural Hotel &Spa. In order to conduct this, it has considered the aspect of the GLOBE project with which the appropriate leadership for France has been found. Along with this, it has identified the challenges for the business, and then they were recommended to incorporate culturally aware Leaders for France and incorporate better team dynamics for the enhancement of their performance. 


[bookmark: _Toc166539046]1. Introduction
The expansion of a business relies on different factors with which the business gets an appropriate understanding of the behaviour that it needs to change to enter into a different market. The understanding of cultural aspects helps in the development of a necessary culture which is necessary for the establishment of the business. Thus, the study will provide an appropriate understanding of the differences between two different countries for the expansion of the business. 
[bookmark: _Toc166539047]2. Discussion
Difference between England and France
There are several differences between England and France that could be seen as both the countries have different cultures, customs and other aspects. Due to this, the businesses would need to focus on these aspects for the establishment of an organisation from England to France. 
The difference in language is one of the most significant differences that are seen as England speaks English as their language and France uses French. Then considering the cuisines it is considered French cuisine is seen as food for social events which focuses on fresh ingredients and cheese (Smith et al., 2024). However, in England, dishes like fish, chips, roast dinners and pies are mostly preferred (Freedman and Evans, 2020). Then considering the cultural aspects it has been identified that French culture is more formal and hierarchical compared to English culture. This difference is also seen in history and architecture. In spite of the rich histories in both countries, there are significant differences as France is known for Gothic cathedrals (Akande, 2022). On the other hand, England is known for Tudor-style buildings and Georgian architecture (Arms, 2021). This helps it understand that there are a significant amount of differences in the culture, norms and in other aspects between England and France. 
Analysis and comparison of two countries through Globe Project
The Globe project helps in the identification of the impact of culture on the leadership of a specific country. Power Distance is one of the most important aspects of the project. This shows the power or decision-making capability that an individual holds. Comparing this factor between England and France it has been evaluated that people in England have belief in distributing power that helps them to distribute power more equally (Gerson, 2020). Compared this to France it has been evaluated that France is more towards the hierarchical culture where the leaders provide the proper guidance and make decisions for people to act on them. This aspect of the Globe project helps in the identification of the differences that need to be considered by the businesses while entering a different country. According to the study by Dirani et al. (2020), leadership is one of the most important aspects that needs to be considered by businesses while expanding, as it helps them construct their decision-making capabilities. Based on the Globe project it is evaluated that Multicultural Hotel & Spa have been using democratic leadership in which they have been able to incorporate decision-making abilities in different levels of their organisation. However, while expanding the business to France the organisation needs to change its leadership approach and it needs to go through an autocratic approach. This will reduce the existing leadership style that is being followed in England and they need to change their practices to operate within French culture. 
Challenges of Intercultural leadership in the hospitality industry
Based on the scenario of Multicultural Hotel & Spa, where the business has been expanding to France, and considering the above analysis between England and France, there will be different challenges that the organisation would face while operating in France. Firstly, the communication barrier will be one of the most significant challenges that businesses as the difference between two different languages. This creates communication issues and makes it hard for employees and leaders to communicate with each other (Tenzer et al., 2021). Due to this, the organisation would face issues with better collaboration among the leadership and employees. Then based on the above analysis of cultural differences between England and France it is evident that both countries have differences in norms, values, culture and beliefs, Due to this the organisation might face conflict and customer service in hospitality would be affected. 
The leadership of an organisation is also responsible for developing better team dynamics, as a better team helps to achieve the organisational goal appropriately. The leadership builds a better work environment that helps all the members feel respected and valued. Due to cross-cultural leadership in the hospitality industry, the leaders might need to address cultural biases, cross-cultural understanding, stereotypes and collaboration which might become a challenge in operating in different cultures as the leaders would have limited knowledge of that culture (Bhatia. and Whig, 2022). 
[bookmark: _Toc166539048]3. Conclusion
From the study, it has been evaluated that there are several differences that Multicultural Hotel & Spa would need to face in France compared to England. Due to this, they would face different challenges that have the potential to affect their performance in the French market. 
[bookmark: _Toc166539049]4. Recommendations
· Based on the challenges of the organisation it is evaluated that the organisation would need to focus on its leadership. The organisation would need to hire a leader who has knowledge of the hospitality industry and better knowledge of the French language and culture. This way the organisation would be able to develop better collaboration of employees with leaders. This will help them enhance their autocratic leadership which is mostly accepted in France. 
· The evaluation of the Globe project has stated that the collaboration of culture and leadership has an integrated relationship. Based on the present condition of the business it is stated that the business would need to consider autocratic leadership to operate properly in France. Thus, the business would need to incorporate better team dynamics and meet the needs of the employees so that they provide the best services with which the organisation could gain a better competitive advantage in the market. 
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