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Component 1 - Professional Reflection
How cultural misunderstandings can occur
Cultural misunderstandings may arise when individuals make assumptions solely based on their own cultural norms and values, without taking into account the viewpoints of others (Masliyah, 2019). For instance, a guest from a different culture might be upset if their plate is cleared before they're done eating in a hotel restaurant during dinner service, because that might be seen as rude in their culture (Fine, 2018). Additionally, gestures or body language that are deemed polite in one culture might be viewed as impolite. Furthermore, there might be significant cultural differences in tone of voice and loudness levels in communication, which can cause miscommunication or misinterpretations while interacting with others (Tyler and Davies, 2020). For example, in a hotel lobby at Hilton Hotel, a customer may view a service person's loud voice as hostile or confrontational, despite the fact that the staff member is only attempting to communicate effectively in a crowded situation (Lee and Sparks, 2017). 
While working at the Hilton Hotel during my placement, I observed a situation where a guest and a server had a cultural misunderstanding concerning the coffee order. The guest asked for a "regular coffee," but the server misunderstood and thought it was black coffee. However, the guest actually indicated that they wanted a coffee with cream and sugar. In order to avoid future misunderstandings, it is crucial for servers to clearly state specific details about orders, like any preferred additions or modifications, to guarantee precise service (Hinkin, 2017). In addition, it is essential for guests to clearly communicate their preferences in order to prevent any confusion or disappointment during their dining experience.

The skills need to be developed or any behavioural changes in order to prevent a cultural misunderstanding from happening in the future
I need to developing my cultural awareness by proactively educating myself on various cultural norms and communication styles. In addition, it is important for me to develop empathy and open-mindedness when communicating with people from various backgrounds at Hilton Hotel in order to avoid any potential misunderstandings. I must develop understanding and compassion for guests from various cultural backgrounds to foster an environment that is warm and inclusive. I should also pay attention to body language and other nonverbal cues, since they can be very different between countries and affect how people talk to each other. This will improve my understanding and connection with individuals from diverse cultural backgrounds. In addition, it is important to actively pursue knowledge about various cultural norms and practices to prevent any potential misunderstandings or conflicts. Also, I need to develop my communication skills to effectively engage with individuals from various cultural backgrounds at Hilton Hotel. I have the ability to adjust my communication style to speak to various individuals and I am open to constructive criticism as a means to improve my interactions with others. In addition, it is important for me to be watchful of nonverbal cues and body language, as they can have a significant impact on the effectiveness of my communication, especially when dealing with different cultures (Tenzer et aL., 2024). In addition, when I am speaking with people who come from various cultures and when there are language barriers or differences in communication methods may lead to misunderstandings, I should be compassionate and patient. 










Component 2 - Training Plan
Cultural competency training has become increasingly important in today's diverse and globalized workplaces. It is essential for employees at every level of an organization to acquire the skills of interacting with coworkers from various backgrounds in a compassionate, considerate, and respectful manner (Wiley and Kowske, 2021). Therefore, it is necessary to provide adequate education to ensure that staff members to have the necessary knowledge and skills to effectively operate in a diverse setting. In order to make sure that employees comprehend and value diverse viewpoints, communicate proficiently, and prevent any potential misunderstandings caused by cultural disparities, it is necessary to implement cultural competency training (Almutairi and Rodney, 2023). This will create a more peaceful and inclusive workplace where everyone feels appreciated and respected.
Cultural awareness is an essential skill for employers to ensure the delivery of services that are culturally appropriate. It involves comprehending the ways in which an individual's values, behaviour, beliefs, and fundamental assumptions may be influenced by their culture. Employees may overcome their lack of cultural awareness by receiving training in areas such as cultural competency, diversity awareness, and effective communication (Weimer and Zemrani, 2017). In order to assist employees in effectively navigating diverse work environments, it is recommended that this training incorporate interactive workshops, case studies, and role-playing exercises. Employees have the opportunity to engage in cross-cultural communication simulations, which allow them to enhance their skills in resolving conflicts that may arise due to cultural misunderstandings (Adler and Aycan, 2018). Additionally, in order to improve workers' awareness and respect of diversity, it is possible to offer them with useful insights and views on many cultures via the use of cultural sensitivity training sessions or guest speakers (Lee and Greene, 2023).
A training plan that can effectively address cultural barriers, such as empathy and sensitivity, may include interactive workshops, previous work-related case studies, and role-playing exercises (Benjamin et aL., 2021). These activities aim to help employees in acquiring the necessary skills to effectively navigate diverse work environments. For example, employees have the opportunity to engage in scenario-based activities that necessitate effective communication with colleagues from diverse cultural backgrounds. This allows them to develop empathy and sensitivity within a secure and regulated environment. In addition, cultural sensitivity training workshops or guest lecturers may provide insightful views on many cultures to improve staff members' comprehension and respect of diversity (Banks, 2015).
To address cultural barriers, such as ineffective communication, employees have the option to participate in language courses or workshops that are specifically designed to enhance communication skills in a multicultural environment (Sue, 2021). In addition, the implementation of team-building activities or role-playing exercises can facilitate the cultivation of empathy and comprehension among staff members regarding diverse communication styles, thereby promoting enhanced intercultural interactions (Sue, 2021). Moreover, by offering resources like cultural sensitivity training and cross-cultural communication seminars, employees can improve their skills in navigating and bridging cultural differences (Sue, 2021). For instance, employees can take part in cultural training programs or mentoring programs with coworkers from different countries to learn about different points of view directly. This can result in a more harmonious and inclusive workplace where all employees, regardless of cultural origin, feel valued and understood.










Component 3 - Student Self-reflection
Kolb’s reflective cycle:
Concrete experience: Cultural awareness is important in the hotel industry because it has a direct effect on how guests feel, how employees connect with each other, and the general success of the business (Daskalaki, 2020). As I've worked with people from a variety of backgrounds while working in hotel Hilton, I have learned how important it is to accept and embrace cultural differences in order to provide great service, I've realized that my idea of cultural awareness has changed over time. Through this experience, I've learned how important cultural competency is to fostering an inclusive and warm atmosphere for all visitors, which ultimately boosts the hospitality industry's overall performance. 
Reflective observation: Over time, I learned that cultural awareness is more than just knowing about different habits and customs. It also means actively putting them into business practices to make the guest experience better. In addition, I have personal experience with the way that cultural competency may result in enhanced customer satisfaction and loyalty. This is because visitors receive the impression that they are cherished and understood when their distinct histories are recognized and respected. While working at Hilton hotel, I've also found that workers who are taught in cultural competence are better able to deal with different scenarios while providing great service to people from all countries (Thomas, 2018). This helps the hotel business build an excellent reputation, which can bring in an increased number of customers.
Abstract conceptualisation: While working at Hilton Hotel, I have discovered that cultural awareness involves more than just showing respect for various customs and traditions. It also involves comprehending how cultural differences can influence communication and relationships. The comprehension of this concept can result in improved collaboration, effective communication, and overall efficiency in the workplace. Moreover, it improves the overall success of the hospitality business by creating an atmosphere that is more welcoming and inclusive for both employees and guests. 
Active experimentation: To further develop my understanding of diverse cultures and their potential influence on workplace interactions, I can actively engage in cultural awareness training programs. In addition, I can actively pursue chances to interact with people from various backgrounds in order to put my knowledge into practice and apply it in practical scenarios. Additionally, I can proactively seek feedback from my colleagues and supervisors to ensure that I am effectively applying what I have learned and consistently enhancing my cultural competency skills (Caligiuri and Tarique, 2022). This will not only be beneficial to me personally, but it will also contribute to a more peaceful and productive working atmosphere for everyone concerned. In addition, I can take part in training sessions or workshops that address cultural competency and diversity, which will help me improve my skills and knowledge in this field.
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Where is Spanish Spoken?



• Span ish is u t i l i zed in more than 20 count r ies across the wor ld inc lud ing Spain , Mex ico ,
Argent ina , and var ious other count r ies in Lat in Amer ica .



• Add i t iona l ly, Span ish is one of the languages that is spoken the most o f ten in the Uni ted
Sta tes , wh ich makes i t a very impor tant ab i l i t y fo r pro fess iona ls work ing in a var ie ty o f
f ie lds .



• The s ign i f icance of Span ish in in ternat iona l communicat ion is the fac t tha t i t i s
recogn ized as an off ic ia l language by in ternat iona l organ iza t ions such as the Uni ted Nat ions
and the European Union (Tabory, 2015) .



• In the hosp i ta l i ty sector, hav ing f luent Span ish sk i l l s can prov ide var ious oppor tun i t ies to
work in var ious locat ions and engage wi th a var ious type of guests and co l leagues (Dev ine
et a l . 2017) .



• Th is language sk i l l may a lso show cul tu ra l competency and improve customer serv ice
ab i l i t ies which wi l l resu l t more successfu l job in the hosp i ta l i ty indust ry.










Where is Spanish Spoken?

• Spanish is utilized in more than 20 countries across the world including Spain, Mexico,

Argentina,andvariousothercountriesinLatinAmerica.

• Additionally, Spanish is one of the languages that is spoken the most often in the United

States, which makes it a very important ability for professionals working in a variety of

fields.

• The significance of Spanish in international communication is the fact that it is

recognized asanofficiallanguage byinternational organizations such as theUnited Nations

andtheEuropeanUnion(Tabory,2015).

• In the hospitality sector, having fluent Spanish skills can provide various opportunities to

work in various locations and engage with a various type ofguests and colleagues (Devine

etal. 2017).

• This language skill may also show cultural competency and improve customer service

abilitieswhich willresultmoresuccessfuljob inthe hospitalityindustry.
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Is Spanish Hard to Learn?



• Speak i ng i n Span i s h can p r esen t cha l l enges i n t e rms o f ve r b con j uga t i ons and p r onunc i a t i on , k now i ng t he
l anguage f l uen t l y i n t he hosp i t a l i t y sec t o r o f f e r s nume r ous bene f i t s (A l a r cón e t a l . , 2019 ) .



• I n add i t i on , l ea r n i ng Span i s h can imp r ove p r ob l em - so l v i ng ab i l i t i e s and adap t ab i l i t y i n a f as t - paced se t t i ng ,
mak i ng i nd i v i dua l s a va l uab l e asse t i n t he hosp i t a l i t y i ndus t r y.



• Ove r com i ng t h i s cha l l enge can be ach i eved by a t t end i ng i n Span i s h l anguage cou r ses , engag i ng i n p r ac t i c e
sess i ons w i t h na t i v e speake r s .



• Fu r t he rmo r e , us i ng l anguage l ea r n i ng apps and r esou r ces can g r ea t l y enhance f l uency and boos t con f i dence
when speak i ng Span i s h .



• P r ope r commun i ca t i on s k i l l s w i t h Span i s h - speak i ng gues t s can have seve r a l bene f i t s .



• They may imp r ove cus t ome r sa t i s f a c t i on , f o s t e r s t r onge r r e l a t i onsh i ps w i t h cowo r ke r s , and c r ea t e mo r e j ob
oppo r t un i t i e s i n va r i ous l o ca t i ons .



• Fu r t he rmo r e , t he ab i l i t y t o speak Span i s h may g r ea t l y imp r ove comp r ehens i on and app r ec i a t i on o f d i v e r se
cu l t u r a l no rms and cus t oms .










Is Spanish Hard to Learn?

• Speaking in Spanish can present challenges in terms ofverb conjugations and pronunciation, knowing the

languagefluentlyinthehospitalitysectoroffersnumerousbenefits(Alarcónetal.,2019).

• Inaddition, learning Spanishcan improveproblem-solvingabilities and adaptability in afast-pacedsetting,

makingindividualsavaluableassetinthehospitalityindustry.

• Overcomingthis challengecan be achievedby attendingin Spanish language courses, engaging inpractice

sessionswithnativespeakers.

• Furthermore,usinglanguage learningappsandresources cangreatly enhancefluencyandboostconfidence

whenspeakingSpanish.

• PropercommunicationskillswithSpanish-speakingguestscanhaveseveralbenefits.

• They may improve customer satisfaction, foster stronger relationships with coworkers, and create morejob

opportunitiesinvariouslocations.

• Furthermore, the ability to speak Spanish may greatly improve comprehension and appreciation ofdiverse

culturalnormsandcustoms.
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Polite/Impolite Behaviour in Business Context



• When doing bus iness in the hote l indust ry l ike for example Hote l H i l ton , i t i s impor tant to
show pol i te behav iour by use pro fess iona l language, showing respect fo r both coworkers and
v is i to rs , and pay ing at ten t ion to the requ i rements of both par t ies (Blue and Harun, 2023) .



• On the other hand, impo l i te behav iour might inc lude th ings l ike speak ing in a d isrespect fu l
manner, d ismiss ing compla in ts f rom customers , and fa i l ing to fu l f i l p ro fess iona l s tandards of
conduct (Cu lpeper, 2021) .



• When work ing in the hosp i ta l i ty sector, i t i s essent ia l to have a cheer fu l and cour teous
approach toward a l l persons.



• Th is is necessary in order to estab l ish so l id connect ions wi th customers and guarantee
the i r sa t is fac t ion .



• I t i s essent ia l to constant ly put pro fess iona l ism and respect a t the h ighest leve l o f one 's
pr io r i t ies in order to main ta in the reputa t ion of the company and to prov ide an atmosphere
that is f r iend ly to v is i to rs (He ide et a l . , 2017) .










Polite/Impolite Behaviour in Business Context

• When doing business in the hotel industry like for example Hotel Hilton, it is important to

show polite behaviourby use professional language, showing respect forboth coworkers and

visitors,and paying attentiontotherequirements ofboth parties(Blue andHarun,2023).

• On the other hand, impolite behaviourmight include things like speaking in a disrespectful

manner, dismissing complaints from customers, and failing to fulfil professional standards of

conduct(Culpeper,2021).

• When working in the hospitality sector, it is essential to have a cheerful and courteous

approachtowardall persons.

• This is necessary in order to establish solid connections with customers and guarantee

theirsatisfaction.

• It is essential to constantly put professionalism and respect at the highest level of one's

priorities in order to maintain the reputation of the company and to provide an atmosphere

that isfriendlytovisitors(Heideet al.,2017).
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Foreign languages and Cultural awareness










Foreign languages and Cultural awareness
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The Importance of Multilingualism in Hospitality



• In the hospi ta l i ty sector, being able to speak mul t ip le languages is real ly important
for effect ively communicat ing wi th guests f rom al l k inds of backgrounds.



• Speaking mul t ip le languages is great because i t can make customer serv ice bet ter,
make guests happier, and create a welcoming envi ronment for everyone (Touchstone
et al . 2017).



• Moreover, i t may help businesses in at t ract ing a wider range of customers and
dist inguishing themselves in a highly compet i t ive market .



• Addi t ional ly, having mul t i l ingual employees can be real ly helpfu l in avoid ing
misunderstandings and cul tura l barr iers (Tenzer and Pudelko, 2017).



• This can make interact ions smoother and create a more posi t ive exper ience for
the guests. Invest ing in mul t i l ingual ism may ul t imately resul t in improved customer
loyal ty.










The Importance of Multilingualism in Hospitality

• In the hospitality sector, being able to speak multiple languages is really important

foreffectivelycommunicatingwith guests fromallkinds ofbackgrounds.

• Speaking multiple languages is great becauseitcan makecustomer service better,

make guests happier, and create a welcoming environment for everyone (Touchstone

etal.2017).

• Moreover, it may help businesses in attracting a wider range of customers and

distinguishingthemselvesinahighlycompetitive market.

• Additionally, having multilingual employees can be really helpful in avoiding

misunderstandingsandculturalbarriers (TenzerandPudelko,2017).

• This can make interactions smoother and create a more positive experience for

the guests. Investing in multilingualism may ultimately result in improved customer

loyalty.
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Language Focus - Spanish



• Span i sh i s a g rea t l anguage to have i n the hosp i ta l i t y i ndus t r y because the re a re so many Span i sh -
speak i ng tou r i s t s and emp loyees .



• Speak i ng Span i sh can be rea l l y he l p fu l f o r bus i nesses who wan t to g row the i r cus tomer base and
connec t w i th a w ide va r i e t y o f c l i en ts .



• Know ing Span i sh we l l can rea l l y he l p w i th commun i ca t i on and cus tomer se rv i ce i n the hosp i ta l i t y
i ndus t r y.



• I t can make gues ts more chee r fu l and con t r i bu te to the success o f the bus i ness .



• Mo reove r, be i ng ab l e to speak Span i sh can g rea t l y con t r i bu te to c rea t i ng a warm and inc l us i ve
a tmosphe re fo r Span i sh -speak i ng gues ts , p romo t i ng pos i t i ve connec t i ons and l oya l t y (Mo reno -
Fe rnández , 2024 ) .



• Lea rn i ng Span i sh may a l so l ead to poss i b i l i t i e s fo r p ro fess i ona l deve l opmen t and ne two rk i ng i n the
g l oba l hosp i ta l i t y bus i ness (Moreno -Fe rnández , 2024 ) .










Language Focus - Spanish

• Spanish is a greatlanguage tohave in the hospitalityindustry because thereareso manySpanish-

speakingtouristsandemployees.

• Speaking Spanish can be really helpful for businesses who want to grow their customer base and

connectwithawidevarietyofclients.

• Knowing Spanish well can really help with communication and customer service in the hospitality

industry.

• Itcanmakeguestsmorecheerfulandcontributetothesuccessofthebusiness.

• Moreover, being able to speak Spanish can greatly contribute to creating a warm and inclusive

atmosphere for Spanish-speaking guests, promoting positive connections and loyalty (Moreno-

Fernández,2024).

• Learning Spanish may also lead to possibilities for professional development and networking in the

globalhospitalitybusiness(Moreno-Fernández,2024).


