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1.Cultural origins 

Growing up in Romania's Salciua, a beautiful village in the Apuseni Mountains, my cultural identity is strongly rooted in the history, geography, and traditions of the area ,mountains and lots of natural resource have shaped people daily lives for generations, changing everything from how they make a living to how they feel about their town. Traditionally, farming and raising sheep have been important parts of life in Salciua, making people feel very connected to the land and nature. Romania's culture has been shaped by Dacian, Roman, and then Austro-Hungarian rule over the years. The architecture, folklore, and traditions that have been kept alive in villages like Salciua show that these historical events have had a long effect on the area. During the communist era, rural areas went through big changes in their economy and society, such as collectivisation, which changed the way people usually lived. Residents of Salciua have kept a strong sense of identity despite these problems by drawing strength from their shared past and ability to bounce back from setbacks. Some historical and geographical facts about my family have made me feel proud of my background. They have also changed the way I think about identity as something that is both very personal and closely linked to the past and environment of one's home country.

2. Key characteristics 

Language, traditions, beliefs, and artistic expression are all ways in which the defining qualities of my culture in Salciua are clearly reflected. Romanian is the official language and is an important part of our identity. However, in Salciua, people often speak with a different regional accent and use colloquial expressions. These subtle differences in language are a distinctive feature of our community, linking us to our forefathers and distinguishing us from other areas of Romania. Cultural identity is strengthened by traditional events like Marțisor (March 1st) and Sanziene (June 24th) . Villagers come together to celebrate the entrance of spring or to honor ancient fertility rites during these festivities. They wear traditional clothing that is decorated with beautiful needlework that is distinctive to the region. These festivals are not only for show; they are chances for the community to unite and build stronger social connections. In Salciua, values like hospitality, respect for elders, and the significance of hard labor are essential to daily life. In our village, we have a phrase that goes, "Oaspetele este sfant," which means "The guest is sacred." This saying reflects our strong sense that we should serve visitors with the greatest kindness and charity. My family and neighbors demonstrate this philosophy by warmly welcoming everybody who comes to visit, offering them delicious food and drinks, and engaging them in sincere talks. Art and crafts are very important for the preservation of our culture. In Salciua, the traditional Romanian ie (blouse), handmade carpets, and wooden sculptures are all considered to be quite valuable. Every artwork conveys a tale that has been passed down through centuries. These stories are about the landscape, folklore, and way of life. These crafts are not only a way to show creativity, but they also demonstrate how clever and inventive our predecessors were. After thinking carefully about these features, I see that they represent the shared spirit of my community and operate as a connection between the past and the present. I have come to appreciate the sense of stability and continuity that some traditions provide, even though they may appear obsolete in today's fast-paced society.

3. Influence of family and community
 
In Salciua, family and society are very important to the way of life. As a child, my family taught me a lot about the traditions and beliefs that make up our way of life. My grandparents kept oral customs alive by telling stories on long winter evenings about local legends, historical events, and moral lessons. These stories were fun to read, but they also taught important moral and cultural lessons. Family get-togethers, especially around holidays like Christmas and Easter, are times when culture is reinforced. In Salciua, people get ready for Easter by painting eggs bright red with detailed designs, making cozonac (sweet bread), and going to church at midnight. Because the same things were done by generations of people before us, these traditions give us a sense of continuity and belonging. The people who live in Salciua are also very important. The spirit of cooperation I see a lot at village festivals and group farming activities has taught me how important it is to help each other. Like, when it's harvest time, neighbors often help each other gather goods, with everyone putting in time and effort. These group tasks show how important it is to stick together and make sure that no one feels alone or stressed. This feeling of being connected has had a big impact on my beliefs. I now value relationships more than things, honor customs, and know how strong it is to work with others

4. Cultural adaptation

Modernisation and globalisation have changed Salciua and other Romanian villages. Traditional lives are being altered by technology, migration, and urban lifestyles. Young people, like me, leave the village for school or work, exposing them to various cultures and viewpoints. This mix of traditional and modern influences molded my culture. I admire my background but have also adapted to new ideas and settings. Moving to a metropolis exposed me to many cultures and forced me to reconcile them with my rural background. The steady transformation in Salciua's view of tradition is striking. Younger generations prefer contemporary careers over traditional crafts and farming. Cultural festivals and tourism, which showcase rural Romania, are helping preserve our legacy. Reflecting on these changes, I see problems and opportunities. Salciua's adaptability preserves our identity even while some components of our culture vanish.
5. Personal reflection 

I realise how much my cultural identity shapes my values, behavior, and relationships. Growing up in Salciua taught me hospitality, humility, and endurance. I base my relationships on these ideals, whether with someone from the same culture or not. Hospitality has made me more socially open. I'm always trying to make others feel welcome, thanks to my upbringing in Salciua. My family's regard for elders and traditions impacts on how I handle authoritative figures and cultural differences. Interacting with other cultures has also deepened my admiration for myself. It made me realise Salciua's distinct customs and their need to preserve. It has also taught me to appreciate variety and our shared humanity. In conclusion, my cultural identity is a dynamic mix of Salciua traditions and fresh insights from other civilisations. This dichotomy allows me to honor my heritage while seeking growth and change, keeping my identity grounded and adaptable.

[bookmark: _Toc187878034]Element two: Written report 

1.Cultural influences on guest expectation

 In a globalised world, the hotel business must meet various visitor expectations. Culture and communication shape guest experiences and service quality and satisfaction. This report critically investigates how cultural understanding, and communication might improve hotel guest service. It examines cultural influences on visitor expectations, communication methods, cultural competency training, and successful implementation using relevant theories, models, and examples.
Cultural influences shape society's views, behaviours, values, and customs. Religion, language, traditions, and cross-cultural encounters can influence these.
Guest expectations are the amenities, services, and overall hotel experience guests expect. You can improve guest experience and brand strength by understanding guest expectations and how to meet them.

2. Communication style and guest interaction 

Communication styles are the ways in which people express themselves and respond to others in their daily conversations and interactions. It includes a person's tone, the words they choose, their body language, and their general style of communication. The way you communicate is influenced by your personality, your culture, and your past experiences. It is important because it can have a big impact on how successful your personal and professional relationships are.
Guest interaction, which involves active listening, empathy, and personalised communication to meet guests' needs and expectations, is crucial in hospitality and customer service. In the digital age, social media and customer relationship management tools improve guest interaction.
Effective communication maintains staff engagement, and contented staff members are more equipped to resolve issues and satisfy visitors.

3.Training and development for cultural competence 

Cultural competence is the ability to understand, respect, and respond to cultural values, attitudes, beliefs, and mores when planning, implementing, and evaluating health education and promotion programs and interventions.
Cultural competency training is a planned program that improves cultural awareness and comprehension. The goal is to teach students how to empathise and respect people from different cultures.
Since workers must collaborate with people from different cultures, religions, ethnicities, and social classes, cultural competency training is popular. It targets unconscious biases, discrimination, preconceptions, and misunderstandings. This creates a respectful, safe, and inclusive workplace.

4. Case study and real world-examples 

The Rezidor Hotel Group
 In making people development a strategic concern, Rezidor 'walks the talk'. Mainstream hotels recognise the significance of people in hospitality, but their actions rarely match their words. Low income, anti-social hours, menial job, and limited professional advancement are typical of the hospitality industry. Hospitality graduates have high attrition, with some surveys suggesting that 50% seek professions outside the industry.This community was to be trained in 2012 in programs including "Pro Active Leadership"—tailored for Rezidor—and a 4-day performance assessment and interviewing program.
In 2014, hotel department heads will participate in management and leadership training and performance reviews and interviews.
To make staff more professional, they offer online and on-the-job courses.

[bookmark: _Toc187878035]Element three : Staff guide 

In the hotel business, how staff interact with guests has a big impact on how they feel about their whole stay. As travelers become more diverse, it is important to give hotel staff the skills and information they need to deal with cultural differences. The guide describes how to make a leaflet-style staff guide that is both useful and nice to look at. It will be mostly about cultural differences, how to communicate well, and useful guest service tips that will help staff do their jobs better and make guests happier. What the guide is meant to do is give hotel staff a quick and useful reference. One of its goals is to help staff understand and accept cultural differences so that everyone feels welcome.
-Give people ways to talk to each other that don't depend on language or culture.
- Give practical advice on how to customise the service for guests and make them happier. 
The goal of this guide is to make sure that all guests feel welcome and that their stay is both easy and memorable.
The staff guide will be divided into three main parts:

1. Being aware of cultural differences
- Stress how important it is to understand and respect cultural norms and beliefs.
-Give examples of how cultural differences can affect things like how guests like to eat, how they are greeted, and how much personal space they have
-Tell your staff not to use stereotypes and to ask people polite questions to better understand what they need.
    2. Strategies for Effective Communication
- Stress respectful and clear speaking, such as changing your tone and using simple words with people who aren't native speakers. 
- Give advice on how to communicate without words, like paying attention to eye contact and body language, which can be different depending on the culture.
 - Use active listening skills to make sure that everyone understands what you're saying during conversations.

      3. Useful advice on how to improve customer service 
- Tell your staff to personalise services by doing things like remembering what guests like and making suggestions that are more relevant to them.
 - Suggest ways to get past language hurdles, like using translation tools or visual aids.
 - Include tips on how to be friendly, patient, and willing to help people.
This staff guide will be a crucial resource for preparing hotel employees to communicate successfully with visitors from a variety of backgrounds. Staff may provide a pleasant and inclusive experience for guests by learning about cultural diversity, strengthening their communication skills, and using practical service suggestions. This effort not only improves the hotel's reputation and success, but it also provides benefits to guests.
[bookmark: _Toc187878036]Element four: Cultural misunderstanding scenario 

Some people believe that reflection is only used for unique events. The core process is called Experience, Reflection, Action (ERA), and most reflective models expand on this concept. 
One of the biggest advantages of introspection is that it may be repeated for several encounters. As a result, many reflective models are circular: we reflect on an experience after it happens, and then we identify what we learnt and what we will do in the future. 
I will now share a personal incident I had while on vacation in Germany. 

Experience 

I observed that the waiter at the traditional restaurant where I was eating was very aloof and formal. He did not speak to the customers or smile at all. I thought the service was rather unpleasant compared to Romania, where the hospitality is warm and welcoming. In Romania, there was once again very little food left on the plates, which is a sign that you have done eating. However, the waiter looked confused and made a comment in German. The customer's tone plus the fact that he spoke in a language that we don't understand made me feel a little offended, and I was also extremely perplexed. After I left the dinner, I went to the hotel, where I began speaking with a local guide. In Germany, the service culture is generally more professional and efficient than friendly. Leaving food on your plate is seen as wasteful or rude, and it indicates that you are not satisfied with 
the restaurant.

Reflection 

Because of the waiter's frigid conduct, I felt uncomfortable during this experience. At the same time, I was bewildered because my actions were misunderstood .In the end, I conclude that the waiter thought we did not enjoy their food.

Action 

After this experience, I understand that before visiting a nation, I need to do research on its culture and communication style in order to avoid misunderstandings.
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1.Introduction 

Hospitality is derived from the Latin word "hospes," which means host, visitor, or stranger, and refers to welcoming guests or providing a home away from home.
In the global business of hospitality, guests come from many different cultures, each with their own set of values, expectations, and tastes. Excellent customer service requires more than just technical know-how; it also requires a deep knowledge of cultural differences and a willingness to accommodate different needs.
Growing up in Salciua, Romania, I was reared in a close-knit society where hospitality was defined by warmth, generosity, and personal relationships. Often with extensive talks and tailored care, the traditional Romanian approach of guest service stresses making guests feel like family. On my trips, though, I came across people from cultures where service is more formal, mechanical, and less intimate. This encounter disproved my current impressions and made clear how crucial it is to change with the times for different cultural expectations.
This essay will discuss my experience with cultural interaction in the hospitality industry. I will use Gibbs' reflective cycle to evaluate my sentiments, analyse my actions, and suggest methods for enhancing service delivery to a multicultural clientele in the future.
One of the most significant moments during my studies was a group project for an Employability Skills course focused on global poverty. Working alongside classmates from Poland, India, and the UK highlighted cultural differences in communication styles, work ethics, and problem-solving approaches, providing a valuable learning experience



2.Reflective cycle 

The six-step process of the most well-known cyclical model of reflection includes describing the event, processing your emotions in relation to it, analysing it, drawing conclusions, and finally, planning what to do next. For the project, we had to investigate how poverty affects kids around the world and share our findings. We set up a WhatsApp group at the start to make it easier for people to talk to each other and work together. The goal was to put everything into one document, so each team member was given a section to study and present. At first, everything went well, but as time went on, we started to argue about which country to focus on. I suggested Romania because I knew about the poverty problems kids there were facing and because the rest of the team didn't care about the project. But only one girl was strongly against it, rudely rejecting my suggestion and saying she wasn't interested in Romania's situation. It got harder and harder to handle the situation, even though I tried to stay cool and diplomatic. I chose to work alone to avoid more conflict and make sure I could finish the job successfully. While I finished and presented my project, two of my teammates turned in theirs. The teammate who didn't agree with my ideas decided not to present her work and was okay with getting in trouble.

3. Feelings 

Emotions are essential to being human. The four primary emotions are happiness, sadness, fear, and anger.
In the beginning, I was positive and eager to work with my team. I thought that working on our project with classmates from different countries would give us new ideas and make it better. But as differences and misunderstandings arose, I became angry and disappointed at how unwilling everyone was to work together.
It was upsetting to see how cultural differences and problems with communication got in the way of working together effectively. The way my friend talked about Romania made me feel disrespected, and it made me wonder if my work was appreciated. Even  I was disappointed , I was polite. I realised that making things worse or getting into fights would not help the project or the team. It was better for me to take a step back and do my work on my own, focussing on how good my input was.
Even though it was hard, the experience taught me a lot about being sensitive to other cultures, working as a team, and being able to change. It taught me that to work well with others in a multicultural setting, I need to understand and accept their different ways of communicating and attitudes.

4. Evaluation 

The process of determining the quality, significance, quantity, or worth of anything is known as evaluation.
I was able to keep my ethics and complete a successful project because I chose to stay out of group arguments and focus on my work. This result showed again how important it is to stay calm and focused on finding solutions when things go wrong. The challenges which I had was:
-I couldn't keep the team working together because of mistakes about other cultures
-problems managing the team's different needs and ways of working.
- emotional pressure caused by feeling devalued by a teammate’s dismissive words.
What worked well was:
-getting clear contact going through the WhatsApp group at the start helped get things done.
-being able to stay calm and diplomatic stopped the dispute from getting worse.
-working on the project by myself made sure I met the requirements for school.
Early intervention to clear up roles and standards and clear up any misunderstandings would have been better. Starting open conversations about cultural differences can help people accept and understand each other better.
Asking teachers or experts for help to solve team disagreements in a healthy way.
When I think about what happened, I realise that the breakdown in teamwork could have been avoided with better communication and proactive conflict settlement. The group project might have gone better if everyone was willing to understand and value each other's different points of view.

5. Analysis 

Analysis is the process of considering something attentively or utilising statistical tools in order to comprehend it or explain it.
The analytical phase of this reflection is concerned with understanding the deeper implications of the experience and how theoretical notions relate to it. One of the most important things to take away from this experience is that cultural understanding is essential for team dynamics. People's cultural backgrounds affect the way they approach work, express their ideas, and resolve disagreements. My teammate's dismissive attitude towards my suggestion about Romania could be due to a lack of cultural sensitivity or a poor comprehension of how important the matter is to me. In the same way, I choice to leave the group shows that I place a high value on keeping the peace and steering clear of conflict. In the hotel industry, cultural knowledge is essential. Guests from different cultural origins have varied expectations, tastes, and ways of communicating. When hospitality workers understand these variations, they can develop personalised experiences for their guests, which helps to increase guest satisfaction and loyalty. In the same way that I had to adjust to the different points of view of my  teammates, I will need to adjust to the individual demands of each guest in the hospitality industry. The most important point is that it is essential to be sensitive to different cultures in both team settings and when serving customers. In the same way that effective teamwork requires ,I must  to understand and appreciate the cultural diversity of my  teammates, hospitality professionals must grasp the cultural norms, behaviours, and expectations of their clients in order to provide exceptional service.
I  may thrive in multicultural settings, whether in cooperation or guest service, by being adaptable, practicing empathy, and improving your intercultural communication skills.

6. Conclusion 

The conclusion is the final component of something; it is the end or the outcome. You usually finish writing a paper by summarising your arguments and forming a conclusion regarding the topic you have been writing about.
My conclusion should provide the reader with a solution, an insight, questions for more research, or a call to action.
This experience demonstrated how important it is to be sensitive to other cultures, to be adaptable, and to communicate effectively when navigating multicultural contexts. I learnt that cultural differences could lead to misunderstandings, but they can also provide great chances for learning and growth, via my experience working with teammates from varied backgrounds. These principles are essential for providing outstanding service to guests in the hospitality industry. When you understand and appreciate other opinions, you create great encounters, improve teamwork, and make sure guests are satisfied. In the future, I want to have a better understanding of different cultures, enhance my ability to communicate, and embrace diversity in my personal and professional life. I want to make sure that everyone feels appreciated and respected, no matter where they come from.



7.Action plan 

An action plan details how to attain an objective. It simplifies the aim into manageable steps. Action plans define what resources are needed to achieve the goal and set deadlines for specific tasks.
This experience demonstrated how important it is to be sensitive to other cultures, to be adaptable, and to communicate effectively when navigating multicultural contexts. I learnt that cultural differences could lead to misunderstandings, but they can also provide great chances for learning and growth, via my experience working with teammates from varied backgrounds. These principles are essential for providing outstanding service to guests in the hospitality industry. When you understand and appreciate other opinions, you create great encounters, improve teamwork, and make sure guests are satisfied. In the future, I want to have a better understanding of different cultures, enhance my ability to communicate, and embrace diversity in my personal and professional life. I want to make sure that everyone feels appreciated and respected, no matter where they come from.
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Traditions
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Expectation as a guest
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Conclusion

Itis important for me the people to
understand my culture because this is my
background .
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culture because each people had a story
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