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Component 1 - Professional reflection
Scenario: During my placement at the hotel restaurant, I faced a cultural misunderstanding while assisting with the breakfast buffet service. A guest approached me and asked if his daughter could have an omelette with peppers and mushrooms, which were not part of the buffet offerings. Due to my limited language skills and lack of experience, I struggled to grasp the guest's request fully. Uncertain about how to proceed, I sought assistance from my supervisor to clarify the situation. My supervisor then approached the guest, apologized for the confusion, and inquired directly about the specific omelette preferences for his daughter.
This incident highlighted how misunderstandings can easily occur in a multicultural and multilingual environment, especially in the hospitality industry where clear communication is paramount. Reflecting on this experience, I realized the importance of developing certain skills and making behavioral changes to prevent similar misunderstandings in the future.
Communication is the process of exchanging information and ideas between individuals. Effective communication skills are essential for success in various aspects of life, enabling individuals to articulate thoughts clearly, understand others effectively, and establish meaningful connections. Proficiency in communication is a fundamental skill that facilitates the achievement of personal and professional goals. (Bovée and Thill, 2016p. 48). According to Khosrow-Pour (2019), effective communication not only enhances corporate reputation and brand image but also becomes even more critical when companies incorporate Corporate Social Responsibility (CSR) policies into their global marketing strategies. These strategies help overcome cultural and linguistic barriers, which are essential considerations for firms operating across diverse regions of the world. 
Firstly, improving my language proficiency in the local language and common culinary terms would be beneficial. Being able to understand and communicate effectively with guests in their preferred language can enhance the overall guest experience and prevent misinterpretations.
Secondly, enhancing my knowledge and familiarity with the menu offerings and being proactive in learning about special requests or dietary preferences can help me better anticipate and address guest needs. This includes being aware of common food allergies, cultural preferences, and variations in culinary preferences among guests from diverse backgrounds.
Furthermore, developing active listening skills and the ability to clarify and confirm guest requests can prevent misunderstandings. Taking the time to repeat back orders or requests to guests ensures that I have understood them correctly and helps in avoiding errors or confusion.
Lastly, cultivating a mindset of cultural sensitivity and openness to diverse perspectives is crucial in the hospitality industry. Embracing cultural differences, being respectful of varying customs, and showing empathy towards guests from diverse backgrounds can foster positive interactions and prevent cultural misunderstandings.
By focusing on improving language proficiency, menu knowledge, active listening skills, and cultural sensitivity, I aim to enhance my communication abilities and prevent misunderstandings in the future, creating a more inclusive and welcoming environment for all guests.
Component 2 - Training plan
Training is more than just teaching employees the basics; it is about helping them master skills that give our company a competitive edge (Noe, 2010, p.24). The recent incident during breakfast service highlighted the need for our staff to navigate cultural differences adeptly. To ensure all employees can handle similar situations effectively in the future, we need a comprehensive training plan. This plan will focus on enhancing communication skills, cultural sensitivity, and proactive guest service to prevent misunderstandings and provide exceptional guest experiences. Employees should have access to training opportunities provided by the organization, including time, resources, and learning opportunities (Waqanimaravu and Arasanmi, 2020, p.3).
Strategic training and development must align with our company's business strategy. These initiatives depend on factors like industry, goals, and resources. They provide a roadmap for specific training activities, adding value by helping the company achieve its goals (Noe, 2010, p.81). Therefore, I propose implementing training in the local language and common culinary terms for all staff members. This training will empower employees to communicate effectively with guests in their preferred language, reducing the likelihood of misunderstandings.
Furthermore, we should prioritize enhancing menu knowledge through regular training sessions. It is crucial for staff to understand the menu offerings, including ingredients and any special requests or dietary preferences guests may have. This proactive approach enables employees to anticipate and address guest needs accurately.
In addition, active listening skills development should be integrated into training programs. Employees should be trained to listen attentively to guest requests, clarify uncertainties, and confirm details to ensure accurate understanding. Encouraging staff to repeat orders or requests to guests can help avoid errors and confusion, enhancing the overall customer service experience within the food and beverage department.
Intercultural training aims to enhance learning about diverse cultures by developing the skills and attitudes required for successful interactions (Raver and Van Dyne, 2017, pp. 407–440). Therefore, teaching employees about diverse cultural norms and customs creates a more inclusive environment. Stressing the value of respecting diverse backgrounds and being understanding towards guests from all cultures is essential.
For a job to be successful, staff not only need the right skills and experience but also motivation (Martin, 2006, p. 161). Feedback within social networks enhances motivation for training transfer (Van den Bossche et al., 2010, pp. 81-94). Implementing a feedback mechanism where employees can provide input on their training experiences and suggest improvements is crucial for continuous improvement.
By implementing this staff training plan, Level 4 Placement Hotel can equip its employees with the necessary skills and knowledge to effectively navigate multicultural and multilingual interactions, prevent misunderstandings, and deliver exceptional guest service. This proactive approach will contribute to creating a more inclusive and welcoming environment for all guests, enhancing the hotel's reputation and guest satisfaction.
Component 3 – Student self-reflection 
In my self-reflection on the importance of cultural awareness within the hospitality industry, I have come to realize the significant impact it has on guest interactions and overall guest experience. Initially, my understanding of cultural awareness was limited to basic knowledge of diverse cultures and their customs. However, through my experiences at the hotel restaurant, especially the incident during the breakfast service where a cultural misunderstanding occurred, my perspective has evolved significantly. Employing Gibbs' Reflective Cycle, I will delve into how my understanding of cultural awareness evolved, what I learned from the experience, and why this understanding is crucial.
[bookmark: _Int_5xbweLOG]Initially, my perception of cultural awareness revolved around surface-level acknowledgment of different customs and traditions. However, the incident at the breakfast buffet service shed light on the complexity and significance of cultural nuances in guest interactions. The guest's request for a customized omelette underscored how misunderstandings can arise due to cultural differences, emphasizing the need for heightened cultural sensitivity.
[bookmark: _Int_Bodyst4s]Feelings: I felt uncertain and inexperienced when confronted with the cultural misunderstanding. However, this experience served as a catalyst for self-reflection and a realization of the importance of cultural awareness in fostering positive guest interactions. I became motivated to enhance my understanding and skills in this area.
[bookmark: _Int_0iA4Ua5y]Evaluation: Recognizing the significance of effective transcultural communication, as highlighted by Frawley (2020, p.37), I realized the limitations of my initial understanding and the impact of cultural awareness on guest satisfaction. Evaluating my response to the situation, I identified areas for improvement, particularly in communication and proactive guest service.
[bookmark: _Int_uEzSjKH5]Analysis: In hospitality, being interculturally competent is highly valued because employees regularly interact with guests from diverse cultural backgrounds and nationalities. Possessing intercultural skills is essential for ensuring positive and successful service interactions (Gosling, 2023). Through analysis, I understood that cultural awareness transcends were acknowledgment of differences; it entails understanding and respecting diverse perspectives, customs, and preferences. My limited language skills and cultural knowledge hindered effective communication and guest satisfaction, highlighting the need for continuous development in this area.
[bookmark: _Int_TIrcvYW7]Conclusion: As a result of this experience, I learned that cultural awareness is paramount in the hospitality industry for providing exceptional guest experiences and maintaining the reputation of the establishment. It facilitates meaningful connections with guests, fosters inclusivity, and enhances the overall guest experience.
[bookmark: _Int_5Ktlx9iV]Action Plan: Moving forward, I am committed to enhancing my cultural awareness through language training, cultural sensitivity workshops, and proactive engagement with diverse cultures. I will actively seek feedback from guests and colleagues to identify areas for improvement and strive for continuous growth in this area.







Component 4 - Training presentation
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At Marriott, guests are greeted with a

genuine smile. Carolina, a front desk
Guest Experience Expert, loves making

personal connections with guests. She
says, "I love meeting people from all over
the world and hearing their stories."
(Marriott International, 1996-2024).
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Marriott's Cultural Values

Marriott prioritizes culture,
emphasizing putting people
first, pursuing excellence,
embracing change, acting

with integrity, and serving A . f N
the world (Marriott : S '. /‘

International, 1996-2024). i i '£f1‘99é-2024)

Marriott has always valued innovation. The Marriott family helped create the modern
hospitality industry. They constantly strive to improve by introducing new brands,
opening new locations, and offering new guest experiences to meet changing customer
needs (Marriott International, 1996-2024).
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Importance of Multilingualism

Multilingualism is vital for . .
It involves engaging

effective communication with multiple languages
in Europe, where language actively and passively,
is cl lv tied to ethnicit shaping interactions
is closely tied to ethnicity S VAL

and nationality (Aronin disciplines (Cenoz,
and Singleton, 2012). 2013).

Marriott International has over 30 top brands and nearly 8,800 properties in 139 countries and
territories. This means there are many places for people to stay and explore all around the world (
Marriott International, 1996-2014).
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Italian Language and Culture

Italian is spoken in Italy, Switzerland,
Croatia, Slovenia, San Marino, and
Vatican City.

Learning Italian depends on various
factors and its relation to other
Romance languages like French,
Spanish, Portuguese, and Romanian.

Marriott International offers multilingual
assistance for additional support including
Italian (Marriott International, 1996-2024).
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Learning Italian can be manageable for
some and challenging for others, depending
on factors like your native language and how
much effort you put in.

Italian is closely related to other

Romance languages like French, Spanish,
Portuguese, and Romanian. They all share
common roots and similarities in vocabulary,
grammar, and structure, making it easier for
speakers of one language to learn another in
this family.
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Globalization and Multilingualism

Globalization influences policies on
citizenship, education, and language
testing, impacting individuals' identity
and social integration (Duff, 2015).

Multilingualism and
multiculturalism involve respecting
one's own language and culture

while appreciating others' (Drobot,
2022).

Marriott's "Li Yu" program offers
tailored services for Chinese travelers,
emphasizing cultural understanding.
With nearly 70% of its new hotel rooms
situated beyond North America, Marriott
underscores its commitment to
embracing diverse cultures. Programs
like World of Opportunity Europe
provide youth with employment skills
training, promoting multiculturalism and
career development (Marriott
International 1996-2024).
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Mistakenly identifying a
guest's nationality can lead
to misunderstandings and
impact guest satisfaction.

This highlights the
importance of
cultural sensitivity
and continuous
education on cultural
diversity.

Example from the Hotel Industry
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Italy

Italian is spoken in Italy,
Switzerland and Croatia as the
main language.

It is also used in Slovenia, San
Marino and Vatican City.

Ciao - Hello/Hi
Come stai? - How are you?

Sto bene, grazie - I am Yo
fine, thank you "
Italian stereotypes:

Italians are passionate about food, especially pasta and
pizza.

Italians are expressive and use a lot of hand gestures.
Italians have a strong sense of family and tradition.
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Impolite Behavior in
Business

Interrupting others, being
disrespectful, taking credit for
others' work, being distracted, and
lacking accountability are
considered impolite in a business
context.





