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Professional Reflection 
During my internship at Premier Inn Quayside, Gloucester hotel restaurant renowned for its wide range of customers, I observed an event that underscored the complexities of cultural dynamics in the hospitality sector. A miscommunication occurred between a server who spoke French and a passenger who spoke English during a busy dinner service Ana the waitress, who was a French native with limited English skills, approached the guest to ask about their choice of wine. The visitor misinterpreted the waiter's offer when he asked, "Would you like some red?", and this confusion arose due to the server's strong accent and the guest's lack of familiarity with the term, causing them to mistakenly think that the server was asking about their well-being. The guest, confused, responded defensively, perceiving the question as intrusive and possibly personal. 

This episode highlights how cultural misunderstandings can occur due to small differences in language and the assumptions made in various cultural contexts as the miscommunication in this situation arose from a language barrier, where the server's accent and vocabulary, which are common in his country, were unfamiliar to the guest. These circumstances are further complicated by the high-pressure environment of a dinner service, leaving little time to address misunderstandings completely. 

After careful consideration, I recognise the importance of developing specific skills to address cultural conflicts and the way to prevent similar instances of miscommunication is by enhancing the language skills and cultural awareness of the staff. Having a strong command of language is not the only thing that matters; it is also important to have a deep understanding of cultural expressions and effective communication techniques while in addition, it is crucial to develop strong active listening skills. According to Hofstede et al., (2010), this involves developing the skill to closely observe visitors' reactions and nonverbal cues in order to quickly identify any signs of confusion or unease so, also, fostering an environment where employees feel comfortable asking questions without fear of judgement can greatly enhance understanding for everyone involved. 

According to Meyer, (2014), in order to prevent future misunderstandings, it is crucial to make changes in behaviour and implement strategic approaches and a successful strategy could involve implementing a bilingual menu or a computerised ordering system that allows customers to choose items directly from a tablet, thus reducing language barriers during the ordering process. Furthermore, integrating role-playing exercises into staff training can effectively prepare employees to address different communication challenges, empowering them to navigate cultural barriers proactively while in the end, creating a team that is more culturally diverse can help team members learn from each other, leading to an overall improvement in the team's cultural competence. (Bell, 2012)

In summary, the miscommunication that occurred presented a valuable learning opportunity, emphasising the importance of cultural competence in the hospitality industry and key steps to improve performance involve implementing a systematic approach to language training and cultural education, enhancing staff's active listening skills, and leveraging technology to overcome communication obstacles. Implementing these measures not only prevents cultural misunderstandings, but also enhances the overall guest experience, solidifying the hotel's standing as a culturally aware and accommodating establishment.

References

	1.	Hofstede, G., Hofstede, G.J. & Minkov, M. (2010). Cultures and Organizations: Software of the Mind, 3rd ed. New York, NY: McGraw-Hill, pp. 57-59.
	2.	Bell, M.P. (2012). Diversity in Organizations. Mason, OH: South-Western Cengage Learning, pp. 101-103.
	3.	Meyer, E. (2014). The Culture Map: Breaking Through the Invisible Boundaries of Global Business. New York, NY: PublicAffairs, pp. 88-90.

Training Plan
Premier Inn Quayside has acknowledged the need to enhance its staff's cultural competence following an incident that occurred during a recent dinner service, which highlighted potential challenges in handling cultural misunderstandings and for this reason, a comprehensive staff training plan is recommended, with the main objective of equipping employees with the essential skills to effectively manage cultural differences. This will ultimately improve visitor satisfaction and uphold the establishment's reputation as an inclusive atmosphere and the course is structured into three core modules: Cultural Competence course, Language and Communication Skills Enhancement, and Active Listening Skills Workshop. The Cultural Competence Training is a three-hour programme designed to familiarise staff members with the fundamental principles of cultural awareness and sensitivity and the training places a special focus on the primary cultures observed among the hotel customers. This session will utilise interactive workshops, incorporating case studies and role-playing situations, to simulate common misunderstandings that arise in a hotel setting while th egoal is to develop a deeper understanding of cultural norms and reduce the occurrence of social mistakes. As a result, personnel will be better equipped to engage in polite and well-informed interactions with guests from diverse backgrounds a sper Lee-Ross, (2019)

The Language and Communication Skills Enhancement module is designed to address the requirement for successful communication and it lasts for a total of four hours, with additional monthly sessions provided for ongoing support. This section is dedicated to improving English language skills, particularly in understanding various accents and informal language used by people from different countries so, furthermore, it provides essential phrases and keywords in French, Spanish, and German to enhance communication across different languages. We will incorporate interactive methods, including language games and practical exercises with native speakers and I will also recommend language learning applications to support ongoing self-improvement. (Calvert, 2017). The anticipated outcome of this module is a notable enhancement in staff's assurance and ability to proficiently and succinctly engage with guests, thereby enhancing the overall guest experience while the training aims to improve verbal communication skills and equip personnel with the necessary tools to understand and meet the needs of a diverse clientele. (Lee-Ross, 2019)

The Active Listening Skills Workshop, as the final component of the training plan, emphasises the critical significance of listening in attaining effective communication and thus class, which lasts for two hours, is focused on enhancing the ability to interpret non-verbal cues, including body language and tone. Understanding and addressing these cues is crucial for anticipating and resolving misunderstandings as the importance of feedback loops and the necessity for staff to clarify meanings in order to prevent escalations will be highlighted through practical exercises. (Martin, 2021). This training is designed to improve employees' listening skills, enabling them to efficiently identify and address potential issues and in order to facilitate the training implementation, sessions are scheduled during off-peak times to minimise any potential disruptions to regular operations. Following the training, assessments are carried out to assess the impact and long-term retention of the training. In addition, a feedback system will be implemented to facilitate continuous improvement of the training modules through input from staff and feedback from guests and this strategic approach is anticipated to enhance Premier Inn Quayside's dedication to providing exceptional service, thereby reaffirming its commitment to diversity and excellence in the hospitality industry.
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Student Self-Reflection
I have discovered that understanding the significance of cultural awareness in the hospitality industry has been a truly enlightening and transformative experience. Using Gibbs' Reflective Cycle, I carefully analyse the process of growth by exploring the stages of description, emotions, assessment, analysis, conclusion, and action plan to assess how my understanding has evolved (Gibbs, 1988). 

Description
 At first, my perception of cultural awareness in the hospitality industry was limited, primarily centred around basic customer service skills without much consideration for the diverse cultural backgrounds of customers and my perspective shifted as I progressed in my academic studies and acquired hands-on experience in various hotel settings. 

Feelings 
At first, I felt overwhelmed by the complex and vast range of cultural interactions that occur regularly in hotels but however, as I explored the topic further through academic research and firsthand experience, my initial apprehension transformed into a sense of responsibility and excitement. I have come to appreciate the significant impact of cultural understanding on enhancing guest experiences and fostering an inclusive atmosphere. 

Evaluation
My understanding was greatly impacted by an internship experience at a global hotel chain, where I witnessed a crucial occurrence and the staff's limited understanding of certain cultural traditions resulted in a cultural misunderstanding, leading to guest dissatisfaction. This situation could have been prevented if the personnel had received more thorough cultural training (Sharma & Jones, 2020) and this event emphasised the direct impact of cultural awareness on guest satisfaction and corporate reputation. 

Analysis
 Research in the academic field has shown that cultural misunderstandings can lead to guest dissatisfaction and potentially damage a hotel's reputation as pe Gonzalez, (2022) while in addition, a thoughtful approach to managing cultural differences can significantly enhance a visitor's experience, taking it from being satisfactory to truly exceptional (Horowitz, 2018). Through these observations, I have come to understand that cultural awareness extends far beyond simply avoiding misunderstandings and it entails creating an environment where each visitor is genuinely valued and understood. 



Conclusion 
After reflecting on these experiences and academic achievements, I have come to realise that cultural awareness is not just a nice-to-have skill, but a crucial attribute in the hospitality industry while based on my academic pursuits and real-life experiences, I have come to appreciate the importance of consistently acquiring cultural knowledge and using it to improve relationships with guests. Strategic 

Plan of Action 
In the future, I am committed to improving my understanding and appreciation of different cultures. I plan to participate in more cultural sensitivity training and actively seek opportunities to engage with individuals from diverse cultural backgrounds to enhance my practical skills so furthermore, I intend to thoroughly explore scholarly literature on this subject, which includes the works of Sharma & Jones, (2020), Gonzales (2022), and Horowitz (2018). This will enhance my understanding and expertise for future roles in the hospitality industry. 

This thoughtful reflection has not only clarified how my understanding has evolved but also emphasised the vital importance of cultural sensitivity in all aspects of hospitality management as I have come to understand that the ongoing development of cultural competence is essential for both personal growth and professional success in the ever-changing hospitality industry.
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