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Component 1: Professional Reflection
During my time at Hotel Ibis, I experienced something that perfectly illustrates the need for the hospitality industry to be culturally sensitive and communicate clearly. As happens in a practical course, a guest (who was American, by the way) asked me for the "bill" after he had finished his lunch. It was no problem to enter the "accommodation declaration." I guess that's why he thought he was paying. But the guest was thinking of the lunch bill.
And until I picked up the meaning, the Americanism and Britishism of the word were confusing: a bill in the US is the piece of paper you get for a meal paid for at the end of your stay; in England, it's what you get for your bed or services rendered. Understanding this cultural difference, which inadvertently led to misunderstandings, could have been prevented.
This experience clearly highlights the importance of cultural sensitivity and its key role in providing good service in the hotel industry. Now, thinking about this incident, I continue to strive to improve my cultural competence because my ability to work across borders with a deeper awareness and appreciation of cultural differences will also greatly enhance the service I provide to more and more guests from different backgrounds in the future.
Students' intercultural communication competence (ICC)—the ability and willingness to develop relationships with people from cultures different from their own—must be developed to meet such challenges (Abrams, 2020). When non-native English-speaking students acquire domain-specific lexical knowledge to initiate and maintain dialogue with guests and use relevant hospitality terminology to complete tasks, they better understand guest preferences and apply hotel protocols more effectively. I believe that business enterprise programmes that respect cultural diversity and cultivate linguistic plurality prepare the pupil for future occupations.
In addition, the training makes hospitality workers better at adapting their emotions, which can alleviate cultural misunderstandings between them and their guests (Freund de Klumbis et al., 2021), but also between other frontline workers from different cultural backgrounds. Meanwhile, focusing on empathy development and intercultural empathy creates the best customer experience.
Alongside raising awareness, there needs to be an effort to train hospitality workers for cross-cultural accommodation: courses and programmes to teach students how to navigate the global environment of their industry. Besides courses in hospitality management, people who want to work should take courses in cross-cultural communication and maybe cross-cultural sensitivity so they can also accommodate the different cultures at work.
Similarly, a study by Smith and Johnson (2023) showed that cross-cultural training of personnel in the hospitality industry is reinforced because it is a cost-effective way to enhance cultural competence in service workers, thus improving service quality in turn. 
In conclusion, I believe that the incident at the Hotel Ibis Stratford indicates how culturally knowledgeable and fluent in English we are. Therefore, it may be hard or easy for us to make an unrecognised foreign guest feel at home. On one hand, I believe that if hospitality always serves the interests and needs of the guests, it would be much more helpful and effective to add more efforts in acknowledging and overcoming the reasons that make the differences culturally diverse, to provide better service, and to make the guest experience memorable.
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Component 2: Training Plan
As an intern at the Ibis Hotel in Stratford, London, an American guest asked me to bring 'the bill after lunch.' The English intern in me was at a loss as to what she could mean. So, dutifully, I went off to complete the bill for the reservation. In America, 'bill' is used to check for the meal; however, in England, it is usually the word used for an invoice, such as for a room reservation. Great staff training can better explain the nuances in these different cultures, allowing staff to get it 'just right' for guests.
If such initiatives are put in place, they will probably reduce the likelihood of misunderstandings between guests and hotel staff and accommodate the different expectations of guests of diverse cultural backgrounds. Cross-cultural training can be conducted for the staff of the Stratford Ibis Hotel.
Through this, it is clear that training the staff is very important for the hospitality industry, as it creates the personality of service quality and client satisfaction within hospitality services. The face of the hotel—staff—plays a key role in guest perceptions of service quality and enhances satisfaction levels towards perfect quality service. The internal staff need to focus on industry trends through continuous training, allowing the management and staff to stay competitive and adapt to the new guest expectations to sustain the business.
To deal with linguistic differences, such as the issue of using 'bill' or 'check', there will be a comprehensive culture-sensitivity training programme developed and implemented for all staff to improve their linguistic and cultural competences. Stratford Ibis Hotel suggests that intercultural training would be integrated into training modules to help employees understand and manage guest interaction more effectively and to enable them to be more open and welcoming to their guests.
It should reflect new training practices for the hotel industry, which, through simulation-based training, gives employees the unique opportunity to implement their service and hospitality skills in real time, especially when dealing with guests. Simulation-based training allows employees to learn faster while also enjoying the process. It emerges from years of research by industry professionals, as reported by Boluk, Cavaliere, and Higgins-Desbiolles (2021), whereby employees memorise important knowledge tailored to them. It places individuals in the appropriate setting while observing real-life situations, granting them the chance to practice and improve their skills.
Based on an awareness of the importance of differentiated service, particularly in a culturally diverse context, the staff at the Stratford Ibis Hotel develop in-service training scenarios that allow the staff to become familiar with the cultural nuances attached to the guest experience and prepare them to deliver on the individual preferences and expectations of the guests.
To wrap up, the training of personnel is a vital element to excellence in service and an appreciation of the guests at the Ibis Hotel in Stratford. If they concentrate more on cross-cultural communication and establishing themselves as a person who are using the innovation machinery, then the guests will be more important and have a greater level of appreciation. The hotel's approach to adapting to different guest requests and creativity in any questions will always help to provide guests with a high level of service and allow them to enjoy their time with great pleasure.
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Component 3: Student self-reflection
During my placement in the Ibis Hotel in Stratford, London, a cultural miscommunication changed the way that I understood the power of hospitality as well as the importance of having culturally competent people in the hospitality field. I realised that "bill" in American English is slightly different from British English.
An event like that taught me one of the core lessons in hospitality: the utmost efficiency with which a guest should be communicated. It is important to support these ideas with examples and available research. In the following paragraphs, I will base my arguments on personal and research experience to support the need for culturally informed knowledge when walking alongside the hospitality industry so that visitors can have a tremendous experience during their stay for the sake of economic success.
The case of the hotel event vividly depicts the predicament of intercultural communication; as a native English speaker, an intern of the hotel assumes that the word "bill" that the guest asks apparently refers to "booking for room reservations" (according to British English); however, the American guest misunderstands that what he asks is "record for lunch" (conforms American English). It is an event that reveals the demand for linguistic boldness and cultural respect from a hostess to a host in the intercultural encounter of the visitor.
Cross-cultural awareness is another quality that should be taken seriously in research on hospitality. More attention to the basics, like hospitality personnel recognising the client’s cultures and languages, would improve the quality of hospitality service and avoid the confusion mentioned by the Commonwealth Secretariat in 2017. Franz W du Toit and Marc Loof (2008) observed that ‘Cultural awareness should set the standards of hospitality and... be integrated into the industry curriculum as competition in the globalised sector increases. 
In a recent article for the Hospitality Review, Julie A. Hatcher and colleagues encourage hospitality educators to possess ‘competency in and fluency in cultural citizenship and mindfulness’. This leaves the way open for students to develop cross-cultural competencies conducive to professional success through reflective and critical practice. Holloway (2024) advocates an approach and research agenda that tackles structural prejudices to make possible reflexive work to produce a ‘culturally citizenful institution’ for hospitality education and workplaces. 

But after my practical training, my insight into the importance of cultural awareness for the hospitality industry became clearer. Cultural understanding contributes to tolerance and appreciation of other views, enhancing chances for better client satisfaction and improving the hospitality companies' reputation far beyond good communication skills. I intend to continue working on building my own cultural awareness skills. I will continue advocating for their inclusion in the industry and university, too.
Finally, I have understood that intercultural understanding is crucial for hospitability from the point of view of enhancing guests' experiences and, ultimately, corporate performance. Hospitality professionals might consider more seriously what different people think and what they can offer to the table if they could benefit from intercultural understanding by embracing cultural diversity and ensuring good communication. I hope this internship at the Stratford Ibis Hotel will make a contribution to developing and growing the hotel business by reflecting on the significance of intercultural understanding through further self-awareness and empowerment through reflective studying.
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Multilingual Staff: A Competitive

Advantage

Improved Guest
Satisfaction

By improving
communication between
guests and staff in visitors’
own language, not only can
the level of satisfying the
large group of guests
improve, but the hotel can
potentially benefit from an
increase in repeat business
and word-of-mouth
referrals. The London
Stratford Ibis can expect
their revenue to increase
by more than $10 million
ERLVENA

Stronger Team
Dynamics

Multilingual staff also
benefit from having
colleagues who understand
how to work more
efficiently, and be more
culturally sensitive and able
to support their needs. This
encourages more of a team
dynamic. A cohesive
workforce in turn generates
a more effective and
flexible work environment
better able to handle the
relentless pressure of busy

services.

Competitive Edge

Multilingual services in a
crowded hotel market can
make the London Stratford
Ibis Hotel stand out and
give us another big
competitive edge. When
guests can communicate
with hotel staff in their
mother tongue, they tend to
be more likely to choose
our hotel than competitors,
making multilingualisma
very important business
resource to gain
competitiveness and to
create a tight grip on the
market.
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Investing in Language Training

Identify Language Needs

Firstly we will have to audit the
specific language needs of our hotel's
situation, and based on guest
demographics, booking patterns and
feedback we will discover which
languages - for example, Italian — our
staff should aim to be proficient in in
order to ensure that they can provide
the best customer service possible.

Encourage Continuous
Learning

Language learning is a lifelong
journey, and we should instill an ethos
of lifelong learning in our hotel.
Building on the experiences that the
English classes have already
provided for their pupils, principally
support, resources and incentives for
staff to keep up their linguistic
maintenance, our multilingual offering
will be a sustainable, long-lasting one.
This would ensure that we continue to
deliver consistently excellent levels of

B 1

2 — Provide Language Classes

Secondly, once the need of the
language has been announced at the
london stratford ibis hotel there should
be a great provision of teaching our
staff the language using high quality
service. That can be provided by
whether on site classes, online
classes or guaranteed partnership
with any local language schools to
enhance our employees during their
free time a skill in speaking Italian
genuinely.
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The Power of Multilingualism:
Unlocking Opportunities for
London Stratford Ibis Hotel

Language skills play an important role in living in our multicultural world. More and more people allow
themselves to be convinced to develop language skills in order to find a good job. Considering that
language skills are very appreciated by a society warm to the Europe, our London Stratford Ibis hotel
believes it is opportune to propose a lecture aimed at enhancing the advantages of multilingualism,
highlighting the importance of the language Italian in the world of work of our hotel staff.

Jayson Anthony Luba 15.05.2024.





image2.png
The Reach of Italian: A Global Language

Where is Italian
Spoken?

Italian is the official language
of Italy, obviously, but it's also
one of the most international
languages in the world thanks
to the millions of people who
speak it in parts of
Switzerland, San Marino,
Vatican City, major areas of
Croatia, Slovenia and France,
and also across Malta. But
it's actually most present
outside of Europe, thanks to
the millions of people, and
indeed the culture, that
Italians have left in the world.

The Importance of
Italian in Hospitality

However, no doubt a
hospitality advantage from
learning Italian is in the fact
that tourism in Italy is Italian
firms also maintain a large
number of tourist destinations
outside of Italy and staff who
do not speak Italian will not
be able to offer the same
service to Italians or people
who are visiting another
tourist region within the
linguistic area or its
successor language union.
Consequently, hospitality
sales for the firm will suffer.

The Benefits of
Multilingualism

Alongside the obvious
practical benefits of being
able to serve Italian-speaking
guests, being multilingual
improves the cognitive
abilities of the workers —
flexibility of thought, problem-
solving skills and cultural
awareness — all of which are
extremely helpful in the fast-
paced, varied world of
hospitality.
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Challenging, But Rewarding

Despite being thought of as one of the
more difficult languages for native English
speakers to master, becoming fluent in
Italian is a prize worth winning. Efforts
invested in assimilating Italian’s melody,
complexity of grammar and rich
vocabulary is generously and
enthusiastically rewarded, for each word
spoken and understood expresses our
care and eagemess to cater to guests.
This can truly make the experience extra
special and above all our hotel unique.

Avoiding Impolite Mistakes

The Challenges and Rewards of Learning
Italian

Polite and Respectful Expressions

For instance, hotel staffneed to be
cognisant of the Italian etiquette and basic
terms in the desired language including
some fixed polite expressions like ‘Piacere
di conoscerla’ (Pleased to meet you);
‘Grazie mille’ (Thank you very much); ‘Mi
scusi’ (Excuse me).

But just as important on the flipside, personnel should understand what Italian business faux pas

not to commit, such as the use of the familiar tu form when referring to a guest in conversation,

interrupting a guest when he or she is speaking, or maintaining direct eye contact for too long.





