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[bookmark: _Toc165763145]Component 1 - Professional reflection:

This experience took place in Ibis Barking Hotel during my work placement. On an evening shift, I was watching a receptionist checking in a German customer who was visibly tired. He got his room key and headed to the bar next to the reception where he asked for the drink’s menu. 
After spending a solid ten minutes, he still looked confused and asked for the bartenders help. I could overhear their conversation, he wanted to know about the taste of different cocktails as he wasn’t familiar with the ingredients or making methods. His English was not very good, and I could see that they had some serious communication gap owing to their language barrier. After a good ten minutes of trying to order, I could see the feeling of frustration settle on the faces of both of them.
Communication gap and frustration can occur when two people fail to understand each other’s languages and gestures. In that case the bartender should have sought assistance from her seniors or peers who would have been present on the floor at that time. For example, telling the guest that she would assign a senior staff member to attend to his needs and preferences and answer his queries could have made him feel valued and respected. Thus, a higher level of cultural sensitivity and understanding are vital especially for businesses that cater to tourists from diverse ethnicities and nationalities in a cosmopolitan city like London.
Therefore, the primary skills and behavioural aspect to be highlighted in this scenario are:
· Communication and impersonal skills
· Cross-cultural sensitivity and de-escalating a conflict situation (Hampden-Turner, et al., 2020).



[bookmark: _Toc165763146]Component 2 - Training plan:
The cultural misunderstanding scenario discussed above with between employee of Ibis Barking hotel and the guest has been discussed. It is important for businesses to prevent such misunderstanding and develop a more culturally sensitive workforce and maintain a more inclusive environment. Based on the core skills and behavioural aspects identified in the preceding section of this assignment, the following training plan has been developed:
Training objective: the primary objective of the training program is to teach language etiquette and cultural competence to all the food and beverage staff of Ibis Barking hotel. This program will help the staff develop necessary knowledge, skills, and behaviour to handle such situations better and prevent such incidents from escalating.
Components of the training plan:
The training plan has been designed to create a more culturally competent workforce and develop a more culturally inclusive and understanding environment at the bar on the whole. The following components of the program are worth highlighting:
Language understanding:
Language understanding entails the staff learning at least the basics of languages commonly spoken by the foreign guests of Ibis Barking hotel. It also entails understanding the nuances and language cues to create a comfortable atmosphere for the guest and offer prompt services (Lashley and Morrison, 2010).
Cross-cultural competence:
Developing cross-cultural competence is a broader approach to cultural sensitisation and it includes understanding dietary practices, values, beliefs, common practices, language etiquette and greeting methods relevant to a given culture or people speaking a given language (Hampden-Turner, et al., 2020).
Diversity and inclusion:
Diversity and inclusion training entails understanding cultural differences, recognising them, and analysing them in a manner so that effective policies and practices can be implemented. Having a staff that is representative of different ethnicities or people speaking different languages can be an instant USP for guests. 
Effective communication:
Effective communication training entails not just being able to establish relationship with the guests but also understanding when help from others needs to be sought.

Implementation of the plan:
The plan will be implemented in the following steps:
· Scheduling training sessions and workshops (Lashley and Morrison, 2010).
· Using online and offline training and orientation methods as well as blended learning strategies for better learning outcomes for the staff (Nazarian, et al., 2017).
· Seeking feedback from the staff and providing personalised attention to their areas of improvement.
Monitoring and assessment of the plan:
Ibis Barking hotel will seek help from cultural competence mentors and others to hold regular assessment using key performance indicators especially designed to track and measure the performance of each food and beverage staff member individually (Hampden-Turner, et al., 2020).
Scope for further improvement:
Ibis hotel will hold training and orientation sessions and help the staff develop and sharpen their knowledge, skill, and behaviour related to cultural competence and diversity. Identifying scope of improvement in each such session will help foster a culture of continuous professional development and lifelong learning within Ibis hotel and help cater to the diverse needs and preferences of guests in a much more effective and impressive manner, paving the way for repeat customers and spread of positive word of mouth among others, apart from positive reviews and brand image (Lashley and Morrison, 2010).





[bookmark: _Toc165763147]Component 3 - Student self-reflection:
My experience of this module has taught me the importance of language skills and cultural competence in a very insightful manner. Initially, I was under the impression that food and beverage staff need to learn just the greetings and some formal phrases to tend to diverse guests. However, this scenario wherein the misunderstanding took place has showcased the need for a much broader implementation of cultural competence as a policy and practice. In this part of this assignment, I am using Gibbs’ Reflective Model to explain my experience (Lashley, 2010).
[image: ]
Source: (Adeani, et al., 2020).

Description:
This experience relates to what I experienced at Ibis Barking hotel last week wherein the staff member had an undesirable experience with an Italian guest who was not well-versed in English or familiar with the cocktails being offered. I have realised that developing core cultural competence and sensitivity is vital for all food and beverage staff members (Nazarian, et al., 2017). 
Feelings: 
During the event, I was initially intrigued and excited to see what transpired between the Italian guests and the food and beverage staff member. However, as the matter went south, I felt bad for the waitress as well as the guests who were frustrated over language barriers. This made me understand the necessity for cultural sensitivity and understanding and the vitality of compassion and patience in a food and beverage staff member (Bharwani and Jauhari, 2017).
Evaluation: 
This experience was damp given the fact that the food and beverage staff member as well as the foreign guest had a bad experience (Nazarian, et al., 2017), it also helped me realise how cultural misunderstandings can take place and why cultural competence training and skill development was necessary in the food and beverage sector.
Analysis:
Developing a keen sense of cultural awareness and sensitivity not only helps prevent escalations such as the scenario explained above but also helps have a lasting impression on the psyche of the guests who visit the bar or restaurant (Kalargyrou and Costen, 2017).
Conclusion:
The experience has highlighted why food and beverage staff members need to be more culturally aware and sensitised.
Action plan:
From the experience of this scenario, I believe that committing to regular monitoring and improvement as well as developing a plan for lifelong learning are important for a businesses to be successful in a diverse clientele environment. For example, if the bar offers food items such as the Nian gao or spring rolls, and golden-like ingots to Chinese guests on or around Chinese New Year, the guests would have associated with the cultural significance of these items and also acknowledge the fact that the bar respect their culture and traditions.
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[bookmark: _l6j9bothe62k][bookmark: _Toc165763150]Title: Inter-Cultural competence and service delivery in the food and beverage sector.

[bookmark: _ky2mzzxrj6oo][bookmark: _Toc165763151]Introduction:
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Intercultural competence, in the general sense entails understanding and recognising the cultural differences and subtleties and conducting oneself in accordance (Grobelna, 2015). Being culturally attuned has become an indispensable factor for food and beverage employees in cosmopolitan cities, and is not merely a bonus nowadays.

[bookmark: _jg6yp6fbgi6v][bookmark: _Toc165763152]Significance of inter-cultural competence and service delivery in the food and beverage sector:
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Without effective intercultural competence, such food and beverage sector employees are likely to fail to establish a healthy or cordial connection with a customer and this would have a negative impact on their satisfaction level and overall impression of the restaurant. In the practical sense, the lack of effective intercultural competence and understanding can lead to confusion and frustration and can leave the customer as well as the employee unhappy and unmotivated.

[bookmark: _vw06klophlf6][bookmark: _Toc165763153]Advantages a culturally competent workforce promises:
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Moreover, in the globalised world, it is necessary that restaurants train and groom their members, especially those in a directly customer facing role, to develop a keen sense of cultural awareness. This can lead to better understanding, lower wait times for the staff and the customer, and lead to an overall significantly better experience for everyone concerned.

[bookmark: _xatdde6vw3yl][bookmark: _Toc165763154]Exploring cultural competence development opportunities: Learning German:
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Learning German can not only help the employees of Ibis hotel to engage with customers in a better manner but also develop cultural empathy, adaptability, and enrich interpersonal relationships with not just customers but with other staff as well (Liu, et al., 2022). Being sensitive to the German tourists’ language and other cultural subtleties, Ibis hotel can well become a popular place for German tourists who are outgoing and usually enjoy spending time with friends and family.

[bookmark: _a6q45hbsmuf6][bookmark: _Toc165763155]Challenges associated with the plan:
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Misinterpretations and misunderstandings can demotivate employees and discourage them from engaging in intercultural competence training (Liu, et al., 2022).
[bookmark: _8hzowkur2emw][bookmark: _Toc165763156]

Conclusion:
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Through the training program, Ibis staff members will be able to build solid relationship with clients, demonstrate cultural competence and empathy, and provide prompt, excellent customer service. 
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Challenges associated with the plan:

People from different nationalities and ethmicities have different ways of
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Conclusion:

» By going through the training program, the employees of Ibis Barking Hotel will
be able to develop cultural empathy and competence and establish strong
relationships with customers and provide speedy and highly satisfactory services to

them.
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