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[bookmark: _Toc166794872]Component 1 - Professional reflection 
As a server in the Marriot Delta Hotels restaurant, I had experience of cultural misconception during dinner service when a customer who was German gave an order for a steak, without indicating the method that they preferred. Since well-done preparation tends to be more prevalent in the Western part of the world, I chose to serve the steak medium-rare for most of my guests. Then to my surprise, the guest seemed to have some problems with this to-go meal, and she did not stop complaining in Germany, which I could understand barely due language barrier. This shows if there are different types of cultural conflicts as a result of dissimilar customs of consuming foodstuffs and communication of different kinds. In German cuisine, the filings are highly made flavourful meat, sausages and beef. Furthermore, the visitor got used to the waiter pursuing her likes and dislikes for the meal through direct communication since it is highly appreciated in German culture (Reidhead, 2020). Referring back to that time, I can more fully understand the value of cultural empathy and effective communication in terms of averting misinterpretations, specifically in the hospitality industry. To start with, it draws my attention to the need to analyse cultural uniqueness very closely, e.g., in my case regarding food preferences. I accomplish this by doing the active studying of cultural norms and expectations of guests mostly from other backgrounds which can be achieved through the programs and self-driven initiatives.
Also, I am aware of boosting my communication skills, having in mind especially when talking to guests with cultural backgrounds from other nations. Now, instead of just making assumptions, I realise that an approach to the guests through conversation as an engagement which reveals the guests’ likes and expectations is the most effective. That means speaking using open-ended questions and active listening (but remember to listen to their answers, as well as non-verbal cues that may indicate worry or confusion) (Zeng, 2021). Actually, during my job at Marriot Delta’s, I realized curiosity and acceptance are the two key factors that make a better culture. Leading inclusivity, not just the hospitality experience for guests but also the workplace staff, improves the environment for workers (Kopuz and Bal, 2023). Through establishing a culture of sensitivity and responsiveness in the working environment, I look forward to a comfortable spot where the community of all the guests becomes understood and valued, irrespective of their cultural background.  Finally, the conclusion emphasises the importance of cultural sensitivity and effective communication, both of which are critical in the travel and tourist industry. Before moving further, I pledge that one way I will achieve this will be through continuous cultural sensitiveness and language improvement. Firstly, I intend to operate in such a manner that will ensure that every guest at our Marriot Delta Hotels will have a great feeling of respect and will continue to come back to us because they will receive excellent service irrespective of their culture. I intend on making a choice of engaging with the guests and understanding their concerns so that the overall environment of the hotel is made pleasant for the guests to feel at home, and cared for during the duration of their stay.
[bookmark: _Toc166794873]Component 2 - Training plan 
To equip all Marriot Delta Hotels employees with the basic required knowledge and skills to deal with similar situations in the future, I suggest a culturally diverse professional training programme which emphasises both cultural awareness and communication effectiveness.
[bookmark: _Toc166794874]Cultural Sensitivity Training
In the framework of the Cultural Sensitivity Training program at Marriot Delta Hotels, our objective is to give the staff all they need to grasp important cultural values and wishes that are typical for guests from various countries. This takes shape in the shape of cognisance about the food choices, approaches to people and social manners, allowing employees to foresee and address them skilfully to suit everyone. Through the participation of cultural warriors, guest speakers or cultural experts, who in person, will cover the following areas, the workers will be oriented in the different cultures. It is here that a variety of exercises and activities are done which foster empathy, understanding, and value for cultural diversity (Langer, 2022). The staff will be offered with an opportunity in which they are responsible for sharing their cultural background and insights and the entire team takes place in that which helps to create a friendly and respectful environment that facilitates learning and consideration among the team members.
[bookmark: _Toc166794875]Communication Skills Development
The Marriot Delta Hotels created a Communication Skills Development program as a strategic plan to improve staff's language abilities for meetings and dialogues with guests from different cultures. As reported by Atmaca Çetin (2022), the program is equipped with language badges which in fact promotes Multilingual communication in the guest's mother tongue, and creates a friendly and better understanding atmosphere. The staff role-play discussions the active listening skills, empathy, and interpretation of facial expression in a meticulous way, it’s essential for interaction. Furthermore, this program reminds staff of the importance of feedback exchange among their peers to sharpen communication styles that suit guests needs as well as they embark on the voyage, we call life. Language multifaction and directions allow staff to guests in their languages which contributes to a person – oriented attitude and generates homely atmosphere. Zaki (2024) realized that clear communication is necessary about understanding the guests' preferences and used open-ended questions as a tool to address the hints by guests that may have otherwise been overlooked. In a nutshell, these skills of communication are the ultimate cause of the desirable outcomes, such as the best service and the guest experience at Marriot Delta Hotels.
[bookmark: _Toc166794876]Cross-Cultural Team Building
The cross-cultural team-building initiatives of Marriot Delta Hotels are directed at boosting the fulfilment that employees derive from those bonds as well as celebrating cultural diversity. The company holds team-building activities that have different cultural exchange events (Hosaena, 2020). The employees have been able to know each other and the origin of their culture, hence practising mutual understanding and respect for all within the team. An environment is built in which staff get acquainted with a level where they feel free to discuss their problems and get help from other colleagues who have a diverse cultural understanding that encourages collaborative work and learning from each other. Besides, having a cultural-themed potluck or celebration of cultures as included in calendar events will bring the wide cultural diversity that the team has to the table, in addition to feeling belonging and appreciated (Ma, 2021). With the plan in place, Marriot Delta Hotels now has a team of staff who have better chances of dealing with cultural differences and the guests have a better experience because there is a culture of inclusivity.
[bookmark: _Toc166794877]Component 3 - Student self-reflection 
The self-reflection model I used is the Gibbs Reflective Cycle, which involves six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.
Description 
At first, my understanding of intercultural understanding was low and I only need to show some rudimentary signs of respectability and politeness towards everyone from different countries as can be seen in the sample (Ardiana et al., 2020). Nevertheless, the multicultural exposure that I had during my industrial placement at the Marriot Delta Hotels offered me many different directions for different meetings which vastly widened my perspective on culturally diverse aspect within the hospitality industry.
Feelings 
I realized the deep emotion of all that and was so happy about of new friends I’ve made in this multicultural working environment. During my conversations with the lead Sommelier, I realized that my interest in people and their differences gradually started growing. I was probably in the first step of my culture awareness development, which will later on influence my future guest service courses.
Evaluation  
During the retrospection, I eventually realized that valuable communication management, for instance, summarized by Byrne et al. (2020), one of the key components of the hospitality industry, promoting cross-cultural understanding and customer satisfaction. Through those early incidental experiences with cultural nuances, I came to place more effort into a deliberate attempt to have a better grasp not only of intrinsic features of such groups but also their peculiar reservations. It was essential to realize that native conversation skills are the very cornerstone of trust and guest-host bond establishment, and the significance of personalizing and meaningful interactions also cannot be underestimated. What I learned here was that this realization was the starting point of actively seeking out chances for learning and growth, as well as containing the development of the in-depth understanding of cultural nuances and the fine-tuning of communication coping mechanisms, which could better accommodate the variable needs of the guests. In the end, this dedication is the best preparation for increased cultural awareness and understanding as well as impeccable communication skills which, in turn, create higher quality and intercultural experience for all visitors. 
Analysis: 
Due to personal growth, I developed an understanding that cultural awareness does not end with wearing different clothes and copying rituals, but rather, it means to incline towards various traditions and perspectives among cultures (AVCI HOSANLI and ŞUMNU, 2023). I learned to see my cultural differences as very integral aspects to develop my personal and professional competencies, which eventually led to a greater sense of appreciation of multiculturalism among others in the hospitality sector.
Conclusion 
This self-cultivation, to a degree, has radically changed my perception of cultural differences in respect to doing business and multiculturalism in hospitality sector. I now understand how educating myself and my colleagues is indispensable, so is the need to communicate with the guests while at the same time cultivation of environment that accepts all mankind is imperative.
Action Plan 
Having learned an extra thing, my dedication to socialize more and get acquainted with the cultural distinctions among our people is total now. As an employee of the hospitality industry, I will spare no efforts to inculcate inclusive environment within where guests, as well and colleagues, can freely exchange their experience. I will endeavour to challenge stereotypes and eliminate prejudices. Such a task comprises of unceasing self-assessment and determination to create atmospheres in which every client is special and operates with respect.
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Importance of Language Awareness

» Effective = Communication: Understanding
cultural nuances avoids misunderstandings and
ensures clear communication.

LANGUAGE AWARENESS
»  Problem-Solving: Language skills enable staff

to address guest concerns promptly and
effectively.

» Cultural Sensitivity: Awareness of language-
related customs and etiquette enhances guest
satisfaction and loyalty(Saharia et al., 2022).
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Examples from the Hilton Hotel
Industry

» Example 1: Greeting Guests: Welcoming guests in German ("Herzlich Willkommen!") creates a warm
first impression.

» Example 2: Handling Requests: Understanding guest requests in their language ensures accuracy and
demonstrates attentiveness.

» Example 3: Resolving Complaints: Speaking the guest's language during conflict resolution shows
empathy and facilitates problem-solving(Brinkmann and Melo-Pfeifer, 2023).
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Training Recommendations

Language Training: Offer language courses or resources to staff, focusing on
B :ctical phrases and cultural context. e

Cultural Workshaps: Conduct workshops to educate staff about Germar
TR sPeaking cultures and customs.

Role-Playing Exercises: Practice scenarios where staff interact with German-

speaking guests to build confidence and skills(Exomhald and Duarte, 2023).
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» Multilingualism and language awareness are vital for providing exceptional
hospitality.

» Investing in staff language skills enhances guest satisfaction, fosters cultural
understanding, and strengthens our hotel's reputation.
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Welcome to the training session focusing on the
significance of multilingualism and language
awareness for hotel staff.

This session aims to delve into the ways these
skills contribute to enhancing guest satisfaction,
improving communication, and elevating our
hotel's reputation.
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Language Choice - [German]

Language: German

Spoken in: Germany, Austria, Switzerland, and
parts of Belgium and Luxembourg.

» Difficulty to Learn: Moderate difficulty due to
complex grammar and pronunciation, but
resources and immersion opportunities are
available(Carbonara et al., 2024).

> Politeness in Business: Politeness is key, with
common greetings like "Guten Tag" (Good day)
and “Bitte” (Please). Using formal titles (e.g.,
“Herr" or "Frau’) shows respect. o —————
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