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Scenario:
At the restaurant of the Premier Inn Worksop Hotel during breakfast service, an F&B employee faces a cultural misunderstanding with a guest from Germany. The guest, who is used to the German breakfast culture, asks for Brötchen (bread rolls) and Aufschnitt (cold cuts) for breakfast. Nevertheless, the employee, who is not used to German breakfast customs, proposes a typical English breakfast menu without getting to know the guest's special needs. In this case, the cultural misunderstanding is a result of the employee's lack of knowledge about German breakfast customs. The guest, who was anticipating a continental-style breakfast, is disappointed when he/she is served an English breakfast. 

To avoid again such cultural misunderstandings in the future, F&B employees of Premier Inn Worksop should have a deeper sense of cultural awareness and sensitivity (Yeşiltaş et al.  2022). This means acquiring knowledge about various cultural breakfast habits, such as the German way of eating bread rolls and cold cuts in the morning. With the knowledge of these preferences, employees can better address the needs and expectations of guests coming from different cultural backgrounds. Besides, the creation of an atmosphere of free and polite communication and good questioning is a must. The employee who could find out if you want toasted or not, and will know when the cultured people are coming is the one who can do everything you need. By asking about the special dietary restrictions or the religious observances before the guests arrive, Premier Inn Worksop prove that they are devoted to the proper accommodation of the guest's needs. 

Besides, the flexibility of service provision is the key factor for the changes in the service according to the different needs and preferences of the guests, especially when it comes to religious practices (Malik et al.  2017). Besides, the most important thing is the development of a communication that is both open and polite. Employees should ask guests about their breakfast preferences as soon as they arrive, so they can be prepared to provide the guests with the dining experience that they prefer. This adaptability shows the willingness to adjust to the guests' cultural practices and thus, to improve their satisfaction. 
 
Besides this, having strong cross-cultural communication skills is the key to mutual understanding and avoiding misunderstandings. Through the act of active listening, empathy, and cultural sensitivity during communication with guests of different backgrounds, the employee will make sure that their needs are exactly what they expected and hence they will be satisfied. Creating a friendly environment and building up the relationship by conveying the message clearly can be the leading factors for the elimination of cultural barriers and the giving of outstanding dining experiences for the guests. Thus, the F&B employee can prevent cultural misunderstandings and provide a higher quality of service at the Premier Inn Worksop by focusing on cultural awareness, polite inquiries, flexibility, and cross-cultural communication skills.
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The need for the improvement of the cultural competence of the hotel staff at Premier Inn Worksop has been identified and I suggest a detailed training plan for all the employees at the hotel. This training will be to make sure that the team of Premier Inn Worksop is well-prepared to deal with cultural differences and possible misunderstandings in the F&B sector and thus the level of the guest experience will be raised. The training plan will consist of the following components:




Cultural Awareness and Sensitivity Training:
By using Hofstede's cultural dimensions theory (Chang et al. 2017) and Trompenaars' cultural dimensions (Tocar, 2019), workers will be capable of identifying the cultural differences that impact the expectations and behaviors of guests. Furthermore, the case studies and practical exercises will be employed to showcase real-life examples, thus, experiential learning will be encouraged and workers will be able to think about their own assumptions and cultural biases.
Effective Communication Skills Workshop:
Through the use of different theories such as Ting-Toomey's face negotiation theory (Suryandari and Hidayatullah, 2020), the workshop will explore the way cultural dynamics affect communication patterns and will teach how to overcome barriers of language. Through activities such as simulations and role-playing, the workers will be capable of practicing communication with guests from unlike cultural backgrounds and will be able to enhance their communication skills to meet the needs of guests effectively.
Scenario-Based Training Sessions:
Through the facilitators, the employees will go through these situations, and they will learn to recognise the cultural cues, ask respectful questions to understand the guests' needs and to make the appropriate adjustments. Theories such as Triandis' theory of individualism-collectivism (Pérez-Nebra et al. 2023) will be used to enrich employees' understanding of the cultural differences in decision-making and behaviour.
During the training plan, an interactive and participatory approach will be used to make the employees to be involved in the learning process. Besides, ongoing reinforcement mechanisms and feedback loops will be introduced to make sure that the employees can efficiently use their newly acquired skills and knowledge in their daily interactions with guests. This not only makes the guests happy but also creates a friendly and accepted atmosphere which is a clear indication of the dedication of Premier Inn Worksop to the hospitality industry.
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Using Gibbs' Reflective Cycle, I am in a self-reflective exercise that makes me think critically about my changing understanding of the importance of cultural awareness within the hospitality industry. This model urges me to investigate my experiences, emotions, and thoughts in a well-defined way, thus enabling me to have a more profound introspection and learning.
Description:
At first, my understanding of cultural awareness in the hospitality sector was very shallow. I realised the significance of respecting cultural differences but failed to grasp the whole situation of how these differences could affect the interaction with the guests and the service delivery. On the contrary, as I moved on with my studies and got a lot of hands-on experience through placements, I faced several situations that changed and widened my view. For instance, during a dinner service, I noticed a guest from a different cultural background who was upset when their dietary preferences were not taken into account due to the fact that the staff members did not understand his culture.
Feelings:
Initially, I was very stressed and had no clue how to cope with the cultural differences properly. The disappointment of the guests due to the cultural misunderstandings was the reason for the empathy and the desire to know more about cultural awareness in the hospitality industry. The more I learned about the topic the more I realised the importance of cultural competence in achieving positive guest experiences, which, in turn, made me feel curious and eager to understand the new perspectives.
Evaluation:
Through reflection and critical thinking, I came to the conclusion that there are many facets to cultural awareness in the hospitality industry. It was clear to me that cultural competence is not only the acknowledgement of diversity, it means a complete knowledge of the cultural norms, values, and communication styles to be able to satisfy the guests' needs and expectations (Danso, 2018). Besides, I understood that cultural awareness is the main factor that impacts the guest's satisfaction, business success, and loyalty.
Analysis:
According to the cultural theories, for instance, Hofstede's cultural dimensions theory (Chang et al. 2017) and Triandis' theory of individualism-collectivism (Tocar, 2019), I became aware of the role of cultural differences in the preferences and behaviour of the guests. These theories provided me with a frame of cultural dynamics current in the hospitality industry, which later on assisted me in handling cultural diversity effectually.
Conclusion:
I have acquired the necessary insights into the significance of cultural awareness in the hospitality industry, by the process of self-reflection using Gibbs' Reflective Cycle. My understanding of the subject has altered a lot, from a recognition to an extensive gratitude for its effects on service delivery and guest interactions. Therefore, I am planning to keep on enhancing and learning this field and I understand that cultural abilities are the key to raising guest satisfaction and developing the leading company in the future. 
Action Plan 
I will make the cultural awareness training sessions for the whole F&B staff, which will have the collaborating exercises and case studies to augment the cultural awareness. Besides, the workshops on cross-cultural communication should be carried out to enhance my understanding. Then, organise scenario-based training to train staff on how to handle the diverse needs of guests. Feedback mechanisms are the means to appraise the effectiveness.
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Effective Communication Skills Workshop


This workshop will be on the improvements of the cross-cultural communication skills of employee


Cultural Awareness and Sensitivity Training


This part will provide the employees with fundamental knowledge about various cultural practices, such as religious customs, food habits and the communication styles of the guests from different backgrounds


By using Hofstede's cultural dimensions theory (Chang et al. 2017) and Trompenaars' cultural dimensions (Tocar, 2019), workers will be capable of identifying the cultural differences that impact the expectations and behaviours of guests. 


Scenario-Based Training 


These sessions will recreate the usual situations that happen in the F&B setting like, for example, dealing with guests who have certain dietary restrictions or cultural preferences. 


Theories such as Triandis' theory of individualism-collectivism (Pérez-Nebra et al. 2023) will be used to enrich employees' understanding of the cultural differences in decision-making and behaviour.


Through the use of different theories such as Ting-Toomey's face negotiation theory (Suryandari and Hidayatullah, 2020), the workshop will explore the way cultural dynamics affect communication patterns and will teach how to overcome barriers of language
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INTRODUCTION

© The framework of the presentation tries to emphasise, the

importance of language proficiency and multilingualism for hotel
staff.

© Ttoffers examples of modem European languages in use.

© The presentation also touches on the subject of politeness in the
workplace.

© The chosen European language is German and the hotel is
Premier Tnn.





image4.png
ENEFITS OF MULTILINGUALISM ‘ﬁj

Nl gl s e bttt spesk sy anguaes, ihronons o o combin vih obes
fe——ry

(Glbals hemumbrof gl s peoacheshat ol gl il

I bnafs 0 ot 2 s selitenip nd s commmicatn b povidng supos & &k
rr—

hinceses castome tiaction by promptyatendng o rob s nd R lingrsquets

promots cltual sty trough polseimeracians it vy of et

provids comperve sdvantage The st ervice e company .

et 3 widr g of e, whic booss evnme @il 2016
Funsmors,ssployes libsglian s e o i sl s

ot asemeofbelongngand sacion.

Tl atussto dffrnces ncalure

Ibooss cstomeloyaky amdgves acompakiestz.





image5.png
IMPORTANCE OF LANGUAGE AWARENESS
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EXAMPLES

© Langmge proficiency and cultual sensitvity
have  bigrolein hov guestsperceive hotels.

© Saying "Guten Abend, Frau Becker” to guests
who peak Geman, for instance, shors that
the concierge is polite and professinal is
adoptedbyPremier nnhotel

© Employees that have received hngmge
avareness tmining are beter equpped to
‘manage these scenrios atthe Premierhotel
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CONCLUSION

© Muliinglom fosers stonger rehtiondiips  and  enbances
commuication.

o Tt adapts readly to differences in cultre, boosting customer loyalty and
giving acompetitive edge.

oI addion to encoumging professioaliom and  improving
commamication, langige avareness abiliies help the hotel workers
ensure culuural sensiivit, build a sense of community, and mprove
pessonalsed cre.

© The offical language of the European Union is spoken in Geman,
Austria, Switzerland, Luxembourg, Lieditenstein, as well as parts of
Belgiumand





image8.png
REFERENCES

- Coml1. 201 NuSngatie A trat o pilc shcaion 3 esour s i s Bucpem.
bistodes s Bopan Ecasos B Jorn 069, 257310

- Guma, % B0 Mg I Lk sqwpds o s sdic @ H136)
Boulsiz

+ J5meU Al E md om0 Enashgmiingd armssi shcaed oowars
Fromheaytomacis Caenmoder g e, 70,99 5152

+ Plls, 12016 Nerwingud v of e misfgalion. i o Mikihal Dicowrs, 10).
peie

+ 9%,U. 18 Sméxd g dengy i axlflngien Rk Som s seoas Buspen
s Euogean o o dpied Ligias . pp 18520




image1.png
Prifysgol Cymru
¥ Drindod Dewi Sant

University of Wales
Trinity Saint David




