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1 [bookmark: _heading=h.gjdgxs]Component 1 - Professional reflection
In the hotel Premier Inn, me and my friend worked as a waiter at the hotel restaurant. One evening the Italian guests came to celebrate their grandmother’s birthday. The guests place orders for me and also, they order the cake for their grandmother's celebration. The guests normally communicate in their native Italian language. They ordered a cake and said that the nuts were not included in the cake. As a waiter, I perform my best and serve the cake and meal according to the guests to make their day more wonderful. After completing the meal, the guests pay the bill. I feel the guests were happy due to my services, so they gave me a tip because usually in American hotels the guests give me a tip when they are satisfied with the hotel services (Yucedag et al, 2018). Therefore, I expect the guests to give me an extra tip due to their efforts. But they only paid the bill, so I asked the guests if they were happy with the hotel services or the meal. They said that they were happy and enjoyed their day. But they did not give me the tip. I was confused and asked them with hesitation for the tip. They were also confused because, in the Italian culture, the service charges were included in the bill, so the guests said that I paid the bill and, in this bill, the service charges were included (Andriyani et al, 2019). My friend came and said that in Italy the guests were not given tips so due to cultural misunderstandings I asked the guests for tips, and this became an embarrassing moment for me.
The hotel management understood the situation and realised that the hotel staff needed to be trained. For the training, the hotel management arranged cultural understanding training among the staff so the staff could understand the diverse cultural values. Moreover, the management of the hotel restaurant gives training to their staff. In the training, the hotel management gives communication training, cultural values training, and an understanding of the basic cultural activities (BENALI REGUIEG, 2020). This training will help to enhance the understanding of cultural values. After gaining the training I will be able to deal with different cultural people and also be able to satisfy the customers. The training will also help to enhance my personal and professional growth. Additionally, I will also take different online sessions for my personal and professional growth to understand the different cultural values.  I also continue my degree in hotel management this degree will also help to explore the various hotel management activities. In hotel management activities, I also learned the cultural understanding because in the hotel various culture background people are come, so that to satisfy these guests from their services, it is necessary to understand their culture.
2 [bookmark: _heading=h.30j0zll]Component 2 - Training plan
In the hotel restaurant, there are various diverse cultural guests are come to enjoy their meal with their family or friends. In the Premier Inn hotel, there are various cultural background people are stayed. The Premier Inn is one of the premium hotels and luxurious hotels. The management of the hotel arranged the training program for cultural understanding. The hotel arranged this cultural training program for their hotel staff, so the staff become well trained for the various cultures (Oriade et al, 2021). The basic aim of the training is to aware the staff for cultural understanding. Because in the hotel misunderstandings usually occur among the staff and the guests. Therefore, this training program is arranged for the staff. The objectives of the training plans are designed in this way, to identify the key cultural dimensions of the guests and also determine the effects of the guest behaviour. Moreover, the training are designed to develop various strategies for effective communication skills so that it helps to develop a great impact on cross-cultural people. Additionally, the training also helps to recognise the sensitivity of the various cultures and also learn the basic etiquette to deal with the guests according to the guest's demands (Yu et al, 2022). The training also helps to adapt the various styles of serving that will help to attract the guests and fulfil the basic needs or demands of the guests.
The training is divided into four modules, these modules are as follows,
	Module 1: Understanding of Cultural Dimensions
	Module 2:  Communication Across Cultures
	Module 3: Culture Sensitivity
	Module 4: Adapting Service Style

	In this module, the allocated time for the training is 2 hours.
	In this module, the allocated time for the training is 1.5 hours.
	In this module, the allocated time for the training is 2 hours.
	In this module, the allocated time for the training is 1.5 hours.

	
· The training will also help to learn the hotel staff by the interactive exercise, in which the staff analyse the various real life cases in which they interact with the guests.
· This will help to understand how the guest will satisfy to hotel staff.
· The training also helps to build the various strategies for understanding the guest behaviour and their expectations.
	· The staff will learn basic communication skills.
· The staff will learn non-judgemental and respectful communication skills.
· Active listening, clear communication, and avoiding using slang language while communicating with the guests.
· It also taught the guests how to maintain eye contact with the guests, maintain body language, and take care of the guest's personal space.

	· In this module learned the different cultural food, their dietary restrictions, and also the religious considerations of different cultures.
· It also learned the basic etiquette of dining.
· The training will teach the cultural norms around the particular cuisines.

	· In this module it recognise the various cultural preferences for the service and the gesture perspectives.
· Understand the service style in which the flexibility and the tailoring of service are involved that fulfil the guest's expectations.
· Learned the recognition and the personalization of guests (Li et al, 2019).







3 [bookmark: _heading=h.1fob9te]Component 3 - Student self-reflection
3.1 [bookmark: _heading=h.3znysh7]Description 
On the first day of my job in the hospitality industry, I did not have a clear idea of cultural awareness. I have been of the view that to be able to give quality service it was imperative to be what I regard as being friendly, efficient and professional. These attributes are very useful, but I soon realized that the respect and also the appreciation of the cultural diversity is a very important.
3.2 [bookmark: _heading=h.2et92p0]Feelings
At first, I was sure that my theoretical understanding and friendliness were the key things for the excellent service. Nevertheless, even though I was talking to people from different backgrounds, I was always thinking about the proper way to address them or meet their personal needs. The anger I felt made me recognize that there was a gap in my knowledge, and I felt both excited and a slightly bit overwhelmed by the necessity to learn a wider cultural awareness (McCann et al, 2019).
3.3 [bookmark: _heading=h.tyjcwt]Evaluation
In my past job and my own experiences, I evaluate that cultural awareness is an important element of the enhancement of the guest feel. I once welcomed an Italian guest with a handshake, and they were not comfortable with it, because they were used to bowing which is a more traditional act in their culture (Moufakkir and Alnajem, 2017). Besides, I was once in the position of a friend from India who had specific dietary needs, and therefore, it resulted in an awkward situation. These events were evidence of how not cultural awareness having could be a disadvantage for the guest's experience and also my anxiety in my job (Kamau et al, 2022).
3.4 [bookmark: _heading=h.3dy6vkm]Analysis
From my experience, I have analysed that cultural awareness does not only mean knowing the basic customs of other cultures but also the ability to understand them. It is the consequence of the traits of sympathy, attentive listening, and the power to learn and change. The reality is that in some cultures have their way of doing acts of respect, and even discomfort (Olimovich et al, 2020). Thus, for instance, some cultures value indirect ways of expression and they probably will not directly tell what they do not like (Richmond et al, 2018). The knowledge of these fine distinctions is the key factor for the service to be improved and for the guests to have a comfortable and pleasant atmosphere.
3.5 [bookmark: _heading=h.1t3h5sf] Conclusion
Cultural awareness is not a learning process that is learned once but rather it is a process that never stops learning. It is the process of constant learning on various cultures and self-reflection on my dealings with the guests. The ongoing learning improves the better estimation of the needs and the tastes of the guests which in return drives to a more personalized and outstanding service.
3.6 [bookmark: _heading=h.4d34og8]Action Plan:
In the upcoming times, I will improve my cultural awareness training further by the process of collecting information on different cultures and their traditions. I will use the training programs that the workplace offers as well as attend the workshops that are organized by the workplace to become culturally competent. As well, I will begin the activity by thinking about the conversations I have with the guests and, therefore, the weak points to be improved. This method will make me more culturally sensitive and aware of myself while I deal with different types of guests.


4 [bookmark: _heading=h.2s8eyo1]Component 4 – Training presentation
4.1 [bookmark: _heading=h.17dp8vu] Introduction:
This presentation, it discusses multicultural training awareness. It also discusses the benefits of multilingualism and the basic awareness of language skills among the hotel staff, so the staff understand and give their best while communicating with different cultural people. In this the importance of the modern Italian language and the polite and impolite way of Italian language in the hotel sector. The presentation also helps to give an understanding of the examples.
[image: ]
4.2 [bookmark: _heading=h.3rdcrjn]Benefits of multilingualism
Multilingualism has various benefits which help to enhance cognitive abilities. It also helps to develop the problem-solving skills and the multitasking skills. It fosters communication skills while communicating with diverse cultural people. It helps to improve customer service by fulfilling customer expectations. It helps to break the language barriers and provide high customer service. It promotes the empathy of culture and also understands to build the personal and the professional relationships (Mardešić, Gverović and Puljizević, 2020).
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4.3 [bookmark: _heading=h.26in1rg]Importance of language awareness skills for hotel staff
Language awareness plays a significant element for the hotel staff because it plays a vital role in enhancing the guest satisfaction level and also the enhances the brand recognition of the hotel. It also helps to understand the various cultures' linguistics with respect. Language helps to provide personalised and effective service to the guests from the hotel staff. Due to the various language awareness, the staff of the hotel can deal with the various cultural guests. Awareness of various languages helps to promote the sensitivity of the various culture. It also helps to the staff and give respect to the guests by knowing their language (Diani, 2017).
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4.4 [bookmark: _heading=h.lnxbz9]Modern Italian Language understanding:
The Italian language is derived from the Latin. It is the official language of Italy. It also one of the significant romance languages. Italy evolved from the Tuscan dialect that is influenced by Dante Alighieri's work. The modern and standard Italian languages are used in formal conversation, like in education, in offices, and business meetings (Quick and Erickson, 2018).
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4.5 [bookmark: _heading=h.35nkun2]Polite vs. Impolite in Italian-Speaking Business Contexts
In a polite way:
In the Italian language, politeness plays a significant role, in which people communicate with other individuals formally. In politeness, the people communicate respectfully. In the Italian language, the people use the “Singor” for Mr. and “Singora” for Mrs. In the business meeting for calling the colleagues, the employees use the “Lei” which means you, and it is considered that one person gives respect to the other (Tamariz and Kirby, 2016).
Impolite:
In the impoliteness way, the person uses the other person's first name to call them. It is disrespectful behaviour to call the individual. It can lead to harm the business relationships.
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4.6 [bookmark: _heading=h.1ksv4uv]Example:
In the hotel, the waiter can communicate with the guests politely. Firstly in the morning, the waiter said “Buongiorno” that is Good morning. The waiter communicates with the guests in a respectful by calling them “Signore” or the “Signora”. After the waiter recommends the menu for helping the guest so the guest can easily know about the hotel's running items. Finishing the meal the hotel staff said the “Grazie mille” to their guest which means Thank you so much. It shows the hotel gives respect and is happy for their coming.
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4.7 [bookmark: _heading=h.44sinio]Conclusion:
Language plays an efficient role for the attract diverse cultural people. In the hospitality industry, the language plays a crucial role in understanding the guests. The hotel staff uses polite and formal language to communicate with the guests. 
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