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[bookmark: _Toc167455081]Introduction
Multilingualism and cultural sensitivity are nowadays crucial factors in the international hospitality industry. The present training offers the advantages of being multilingual, with a particular focus on understanding and speaking German due to its widespread use in Europe. Improved communication and understanding of other cultures help hotel staff to meet diverse needs of international travelers and present respectful and effective communication. It positively influences guest satisfaction and overall hotel performance. Using examples and training designed to address employees’ knowledge gaps and opportunities presented by cultural peculiarities, the employees will be able to provide personalized high-quality service. This report will show the scenario of cultural misunderstanding in the hotel front office. This report will also emphasize the staff training plan to improve cultural competence for the front office of a hotel. This report reveals student self-reflection on cultural awareness in the hospitality industry. This report will also show the goals that I will developed as a response to this crucial understanding and the experience.




[bookmark: _Toc167455082]Component 1 
[bookmark: _Toc167455083]Professional Reflection: Cultural Misunderstanding in Hotel Front Office
Cultural misunderstanding occurs at an international hotel during the check-in process. Lisa, a front-office employee, deals with the guest from Japan, Mr. Minato. The man approaches the reception, makes a bow, produces his reservation, and passes it to Lisa without looking at her directly. Lisa does not recognize these behaviors as signs of respect in the Japanese culture and regards him as cold and indifferent. Moreover, Mr. Minato speaks English slowly and with a strong accent and often uses ambiguities and replacements. Lisa takes it as the man being undetermined in his room preference.
Cultural misunderstandings arise when people from two communities engage without taking the time to familiarize themselves with the other’s social norms or communication approaches (Hinner, 2017). Here, Lisa misunderstands Mr. Minato’s culture by not understanding Japanese customs. She believes that Mr. Minato is not unlike her after he leaves four pillows undisturbed on his bed. This angered Mr. Minato, who could potentially offer a negative perception from this incident that could influence his overall experience at the hotel.
To sum up on this experience, I must point out the role of cultural competence for the hospitality industry. Cultural competence presupposes “the expertise to understand, appreciate, and interact successfully with people from cultures other than one’s own”. To avoid a similar misunderstanding in the future, I have to learn the following skills and change the behavior:
1. [bookmark: _Toc167455084]Cultural awareness and sensitivity: Learning the backgrounds and peculiarities of a guest’s culture is essential. For instance, based on Hofstede’s cultural dimensions theory, such criteria as power distance, individualism versus collectivism, and communication styles vary among various cultures (Tong and Urick, 2023). This knowledge and practical training may help a worker predict cultural behavior and make corresponding conclusions.
2. [bookmark: _Toc167455085]Active listening and inquisitiveness: Active listening, particularly in cases of language barrier, Demands anxiousness and curiosity. It is also giving a speaker an opportunity to reveal their topic for discussion by themselves; then, the worker needs to paraphrase the speaker’s information to ensure understanding followed by enriching with the questions of clarification.
3. [bookmark: _Toc167455086]Non-Verbal Communication Skills: Understanding and adequately reacting to non-verbal cues, including body language and eye movement, will reduce the likelihood of miscommunication (Bambaeeroo and Shokrpour, 2017). For example, if one knows that a Japanese bow is a bow to show respect, the interaction with Japanese guests will be improved. 
4. [bookmark: _Toc167455087] Empathy and Cultural Adaptability: Empathy is putting the other person’s shoes on; in this context, the shoe is an issue or a problem that needs resolving Adaptability implies that one should adapt his or her behavior and way of talking to guests from different locations. Personalization and respect go hand in hand. 
Focusing on the identified aspects would have helped me to ensure that guests from different cultural backgrounds leave as satisfied customers who feel respected and valued while staying. It contributes to customer or employer’s satisfaction and the hotel’s reputation.









[bookmark: _Toc167455088]Component 2
[bookmark: _Toc167455089]Staff Training Plan to Improve Cultural Competence for the Front Office of a Hotel
This training plan aims towards preparing every front office employee for handling the culturally conflicting situation, based on uniform reflection. It will lead to cultural competence and ensure that every guest is treated in a culturally respectful and honoured way.
Training Objectives
1. Creating and Strengthening Cultural Awareness and Sensitivity
2. Effective Communication
3. Non-verbal Communication and its Interpretation
4. Creating Perspective and Sympathy
Training Modules
1. Strengthening Cultural Awareness and Sensitivity
Objective: Understanding that cultural differences have to be understood to conduct business.
Content:
· Country clusters of the world according to cultural dimensions.
· Role-plays and case studies on conflicts in culture.
· Interactive discussions on different foreign conduct (Donik, Lorber and Pajnkihar, 2019).
Method:
· Guest lecturing by culture experts
· Ideal workshop
· Video examples.
Duration: 4 hours

2. Strengthening Communication
Objective: Work more effectively in understanding the guests from other cultures and even interacting with them.
Content:
· Active listening and talking.
· Role-plays to overcome language barriers.
· Role-plays during which the junior actually has to clarify and confirm the Guest’s requisitions (Awantang et al., 2022).
Method:
· Role-plays
· Feedback after the activity given by peers.
· Exercise in talking patiently and clearly.
Duration: 3 hours
3. Non-verbal Communication
Objective: Not to misunderstand and accurately react to the forms of behavior without speech.
Content:
· Role of body language in different cultures.
· Most common non-verbal signals with their meanings.
· How to totally mentally make oneself like the guest
Method:
· Demonstrations
· Try and repeat actions.
· Watching video clips of guest interactions for identification of non-verbal cues.
· Group discussions on personal observation and experience. 
Duration: 2 hours
4. Empathy and cultural adaptability
Objective: To acquaint with the need for empathy in relation to guests and the ability to behave in any way convenient for the guests. 
Content:
· Exercises on empathy and understanding guest perspective (Thoresen, 2020).
· Techniques for adapting communication and services.
Method: Role-playing games, discussion in groups, practical empathetic exercises, mutual evaluation of colleagues’ exercises, and own interaction with the model. 
Duration: 3 hours
As a result of the implementation and completion of this training plan, our hotel will simultaneously be able to guarantee that all Front Office employees are fully armed with the knowledge and tools needed to address cultural differences with the due sensitivity and professionalism. In the end, this would contribute to both higher guest satisfaction and an improved opinion of the hotel as a whole in terms of cultural awareness and being recognized as a welcoming institution. 





[bookmark: _Toc167455090]Component 3
[bookmark: _Toc167455091]Student Self-Reflection: Cultural Awareness in the Hospitality Industry
As a self-reflection model, I have chosen Gibbs’ Reflective Cycle to reflect critically on my understanding of cultural awareness in the hospitality industry. Gibbs’ Reflective Cycle incorporates six key components consists of stages: description, feelings, evaluation, analysis, conclusion and action plan (Adeani, Febriani and Syafryadin, 2020). Such a structured approach would help me describe my experiences and rationalize my learning on this topic. Description Initially, I perceived cultural awareness superficially as knowing a few customs and possessing etiquette from several cultures. However, the experience of working as a Front Office employee at a Level 4 DoubleTree by Hilton helped me realize that my understanding was immensely superficial. I faced a situation with a Japanese guest, and my cultural competence proved insufficient to meet high service standards. Therefore, I realized a deep need to reflect on this area.
At first, I was assured of my perfect expectations in communication with international guests. After all, this accident with Mr. Minato, I felt terrible and confused. I understood that I made him feel underestimated and I did not know enough. However, I also felt the anger and determination to never let this happen again. Evaluation. Analysis of the situation made me realize that my initial training was not enough to be prepared for such diverse cultural background situations. While I was taught customer service skills in general, it was not enough to understand better how they work in practice. It was an entirely new topic for me.  I learned that this story compelled me to explore the topic. I found out that cultural awareness is much more than knowledge about the cultures of different countries. It concerns their communication style, values, and social rules (Covarrubias and Kirschbaum, 2017). 
This first-hand experience has shown me that cultural awareness is not an option but a necessity for anyone in the sphere of hospitality. It also illustrated that it is an ongoing process, which I have to continuously review and reflect on to be able to accommodate the meaningful differences in my clientele adequately. My initial certainty in my abilities was supplanted with an understanding of the need for continued education on the topic and the steps necessary to ensure I am competently proficient in this skill. This encompasses the need to create a culturally tolerant environment within the hotel. My goals were developed as a response to this crucial understanding and the experience described.
Cultural training and resources: I will ensure that I continuously attend cultural competence training to incorporate various resources to learn about various cultures and languages. It would entail reading books, attending workshops, and using various online platforms. 
Practice: I will then incorporate the information into my daily interactions with the guests to learn their communication styles and preferences. The practice of active listening and showing empathy will be crucial to perfecting this stage (Solomon and Theiss, 2022).
Cultural ambassador: then, I will also want to create more culturally competent people in my team. Therefore, I will go back to the team to share the exact information learned and how they too can be well knowledgeable. I may organize mini-training or discussion sessions to touch on the subject.This experience is vital since it revealed the areas of my lack of comprehension and encouraged me to gain greater knowledge of cultural diversity. It reiterated the fact that the hospitality industry requires cultural competency due to the focus on guest satisfaction. Thus, by becoming better in that realm, I can help make the guest’s stay more pleasant and comfortable, ensuring the hotel’s continued prosperity. 
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Multilingual are also likely to be extremely sensitive about the innumerable cultural aspects and social norms which accompany their language use. Multilingualism in hospitality industry can help create more effective interactions with customers, break down the communication wall and provide better customer service based on the linguistic as well as cultural characteristics of a diverse client base, thereby creating an inclusive environment.
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It will make guests feel welcome and understood (multilingualism improves guest experience). It increases communication and reduces mistakes and misunderstandings. This is where the competitive advantage comes into play, helping us to draw a broad clientele. It also encourages self-development among employees who acquire various skills and the confidence for better service delivery to promote personal growth.
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Effective language awareness skills in a hospitality environment ensure learning and appreciation broad differences across cultures while fostering the understanding of guest interaction. By so doing, they can adjust their communication to meet your guest’s needs, handle conflicts properly, and treat someone in a way that they feel is personally important to them. Having these people skills that lead to better performance, more satisfied and happier guests that then leads to more positive reviews and a warm more inclusive environment places the hotel in higher regard within the community.
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However, even with difficulties, becoming more fluent in German is something that can have many valuable benefits in terms of being able to communicate with an enormous number of people and also better understand culture. It is also important to know certain cultural behaviors in business, such as formal address or timetabled meetings – but especially well-known ones from the German side. It is a gateway language because it creates opportunities for people in many different industries, such as tourists or the hospitality sector and therefore relevant for personal development. 
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Polite Practices:
Formal Address: Use "Sie" for strangers and professionals.
Handshakes: Firm and brief, maintaining eye contact.
Punctuality: Being on time is crucial.
Titles: Use academic or professional titles when addressing someone.
Impolite Practices:
First Names: Avoid using first names unless invited.
Interruptions: Do not interrupt someone who is speaking.
Informal Language: Avoid slang or overly casual language.





Slide 7




Check-In Process:
Polite: "Guten Tag, Herr Müller. Willkommen im DoubleTree by Hilton."
Impolite: "Hallo, Müller. Willkommen."
Room Service:
Polite: "Möchten Sie etwas vom Zimmerservice bestellen, Frau Schmidt?"
Impolite: "Willst du was vom Room Service?"
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To be a good learner of germen language all we need is language courses, regular practice or talking with native speakers or colleagues and here come the apps such as Duolingo or Babbel during lunch hour but most importantly watching films and music books of German language. It’s good to take practice and exposure, as well as culture.
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It is possible to avoid misunderstandings, keep a competitive edge, and make guests happier by understanding regional nuances and practicing polite interactions. Putting money into language training and cultural skills not only improves the experience for our guests, but it also helps our employees grow as professionals. In order to create a welcoming and all-encompassing space for all visitors, we should commit to continuing to learn and grow.
 





[bookmark: _Toc167455094]Conclusion
The hospitality industry’s language barrier is only valid if the professionals accept the status quo. Mastering culturally specific languages changes this paradigm by ensuring excellent guest relations. In the hotel industry, multilingualism and cultural competency significantly influence guest satisfaction in the three key areas of respect, timeliness, and personalization. With Germany as the language focus for European countries, our hotel can benefit from the practice as part of the business strategy. By learning to engage politely and appropriately respectful in the German language, relevant to all German-speaking customers, the hotel’s service team will create a suitable business environment. Therefore, this training program ensures excellent outcomes for potential clients right from check-in to lodging and in-house conflict resolution. It also encourages the employees to exercise flexibility, fun, and empathy throughout their interactions with their clients. Moreover, it also offers a requirement to the business to insist on more learning for the workers using language learning tools and learning from each other. Hence, prioritizing cultural competency and multilingualism offers a set for strengthening the business reputation and market client attraction. To sum it all, the clients need to feel valued and respected by all hotels they book with a super exciting experience.
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Introduction

•

Multilingualism is a person’s capacity to use more than 

one language for communication. But much more than 

talking, and understanding other languages. (Clyne, 2017)
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Multilingualism is a person’s capacity to use more than one language for communication. But much more than talking, and understanding other languages. (Clyne, 2017) 







Multilingual are also likely to be extremely sensitive about the innumerable cultural aspects and social norms which accompany their language use. Multilingualism in hospitality industry can help create more effective interactions with customers, break down the communication wall and provide better customer service based on the linguistic as well as cultural characteristics of a diverse client base, thereby creating an inclusive environment.
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Benefits of Multilingualism in Hospitality



Enhanced Guest Experience: Guests feel welcomed and 

understood.



Improved Communication: Reduces misunderstandings and 

errors.



Competitive Advantage: Attracts a diverse clientele.



Employee Growth: Increases staff skills and confidence.
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Benefits of Multilingualism in Hospitality


Enhanced Guest Experience: Guests feel welcomed and understood.

Improved Communication: Reduces misunderstandings and errors.

Competitive Advantage: Attracts a diverse clientele.

Employee Growth: Increases staff skills and confidence.







It will make guests feel welcome and understood (multilingualism improves guest experience). It increases communication and reduces mistakes and misunderstandings. This is where the competitive advantage comes into play, helping us to draw a broad clientele. It also encourages self-development among employees who acquire various skills and the confidence for better service delivery to promote personal growth.
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Importance of Language Awareness 

Skills



Cultural Sensitivity: Understanding nuances in language and culture.



Personalized Service: Tailoring interactions to guest preferences.



Conflict Resolution: Easier to resolve issues and complaints.



Positive Reviews: Leads to higher guest satisfaction and positive 

feedback.(Noels et al., 2016)
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Cultural Sensitivity: Understanding nuances in language and culture.

Personalized Service: Tailoring interactions to guest preferences.

Conflict Resolution: Easier to resolve issues and complaints.

Positive Reviews: Leads to higher guest satisfaction and positive feedback.(Noels et al., 2016)







Effective language awareness skills in a hospitality environment ensure learning and appreciation broad differences across cultures while fostering the understanding of guest interaction. By so doing, they can adjust their communication to meet your guest’s needs, handle conflicts properly, and treat someone in a way that they feel is personally important to them. Having these people skills that lead to better performance, more satisfied and happier guests that then leads to more positive reviews and a warm more inclusive environment places the hotel in higher regard within the community.
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German Language Overview

•

The German language is mostly spoken in Germany, Austria, 

Switzerland, Luxembourg, Liechtenstein, and parts of Belgium and 

Italy.

•

The number of Speakers is over 100 million native speakers.

•

Difficulty Level: Moderate to hard, due to complex grammar rules 

and challenging pronunciation. (Grutman, 2019)
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The German language is mostly spoken in Germany, Austria, Switzerland, Luxembourg, Liechtenstein, and parts of Belgium and Italy.

 The number of Speakers is over 100 million native speakers.

Difficulty Level: Moderate to hard, due to complex grammar rules and challenging pronunciation. (Grutman, 2019)









However, even with these difficulties, becoming more fluent in German is something that can have many valuable benefits in terms of being able to communicate with an enormous number of people and also better understand culture. It is also important to know certain cultural behaviors in business, such as formal address or timetabled meetings – but especially well known ones from German side. "Malay is a gateway language because it creates opportunities for people in many different industries, such as tourists or the hospitality sector and therefore relevant for personal development," adds Gawin
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Politeness in German Business Context



Polite Practices: 

Act of speaking that shows care for other people and 

reduces dangers to one's self-esteem ("face") in specific social settings 

(Uebelmesser, Huber and Weingarten, 2018).



Impolite Practices: 

Displaying incorrect behavior in social situations that 

shows a lack of empathy and understanding for other people's feelings.
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Politeness in German Business Context


Polite Practices: Act of speaking that shows care for other people and reduces dangers to one's self-esteem ("face") in specific social settings (Uebelmesser, Huber and Weingarten, 2018).





Impolite Practices: Displaying incorrect behavior in social situations that shows a lack of empathy and understanding for other people's feelings.









Polite Practices:

Formal Address: Use "Sie" for strangers and professionals.

Handshakes: Firm and brief, maintaining eye contact.

Punctuality: Being on time is crucial.

Titles: Use academic or professional titles when addressing someone.

Impolite Practices:

First Names: Avoid using first names unless invited.

Interruptions: Do not interrupt someone who is speaking.

Informal Language: Avoid slang or overly casual language.
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Examples from the Hotel Industry



Check-In Process: Polite: "Guten Tag, Herr Müller. Willkommen im

DoubleTree by Hilton."



Room Service: Polite: "Möchten Sie etwas vom Zimmerservice

bestellen, Frau Schmidt?"
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Check-In Process: Polite: "Guten Tag, Herr Müller. Willkommen im DoubleTree by Hilton."





Room Service: Polite: "Möchten Sie etwas vom Zimmerservice bestellen, Frau Schmidt?"









Check-In Process:

Polite: "Guten Tag, Herr Müller. Willkommen im DoubleTree by Hilton."

Impolite: "Hallo, Müller. Willkommen."

Room Service:

Polite: "Möchten Sie etwas vom Zimmerservice bestellen, Frau Schmidt?"

Impolite: "Willst du was vom Room Service?"
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Practical Tips for Learning German



Language Courses: Enroll in local classes or online courses.



Practice with Colleagues: Regular practice sessions with German-

speaking colleagues.



Use Language Apps: Leverage apps like Duolingo or Babbel for daily 

practice(Ying et al., 2018) .



Cultural Immersion: Watch German films, listen to music, and read 

books in German.
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Language Courses: Enroll in local classes or online courses.

Practice with Colleagues: Regular practice sessions with German-speaking colleagues.

Use Language Apps: Leverage apps like Duolingo or Babbel for daily practice(Ying et al., 2018) .

Cultural Immersion: Watch German films, listen to music, and read books in German.







To be a good learner of germen language all we need is language courses, regular practice or talking with native speakers or colleagues and here come the apps such as Duolingo or Babbel during lunch hour but most importantly watching films and music books of German language. It’s good to take practice and exposure, as well as culture.
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Conclusion

Embracing multilingualism and enhancing language awareness skills 

are crucial for delivering exceptional guest experiences at DoubleTree 

by Hilton. Focusing on the German language, with its widespread use 

across Europe, allows our staff to communicate more effectively with a 

significant segment of our clientele. 


Microsoft_PowerPoint_Slide8.sldx
Conclusion

Embracing multilingualism and enhancing language awareness skills are crucial for delivering exceptional guest experiences at DoubleTree by Hilton. Focusing on the German language, with its widespread use across Europe, allows our staff to communicate more effectively with a significant segment of our clientele. 





It is possible to avoid misunderstandings, keep a competitive edge, and make guests happier by understanding regional nuances and practicing polite interactions. Putting money into language training and cultural skills not only improves the experience for our guests, but it also helps our employees grow as professionals. In order to create a welcoming and all-encompassing space for all visitors, we should commit to continuing to learn and grow. 
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