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[bookmark: _Toc166708077][bookmark: _Toc166766423]Reflection:
As an admin at Holiday Inn Hotel, I still remember an incident that happened.  With a Portuguese guest. It was a cultural misunderstanding for me, and it left a long-lasting impression. It was a very busy afternoon at the hotel lobby when a Portuguese guest walked up to the front desk with a request regarding his room reservation. While I was welcoming the guest with a smiling face, I saw a confused expression on their face as they were trying to talk to me in broken English. Nevertheless, my attempts to help the guest did not work out well because the language barrier was soon revealed, and frustration started to grow on both sides. The host's anger was visible as they tried to express their needs, whereas I felt more and more of the time that I was unable to comprehend and properly respond to their problems. I concluded that I had made some mistakes in the assumption that the guest was a native English speaker and from the same cultural background as me, and this resulted in a lack of communication between us (Abdou, Hassan, Dief, & MME, 2020).
After thinking about this incident, I figured out that me not being good at Portuguese and me not knowing well the Portuguese culture had made it hard for me to communicate with the guests. Rather, I had preferred to use my limited knowledge and assumptions to not listen carefully and seek other ways of communication, for instance, by using translation tools or the help of a bilingual colleague.
This event was a lesson for me to put culture and sensitivity into practice when I am communicating with guests from different backgrounds. I understood that cultural misunderstandings can be caused even in seemingly ordinary conversations, and it is necessary to have a humble, empathetic, and learnable attitude toward each other (Bhavsar, 2011). From that moment on, I promised to look for chances to improve my language skills, learn more about cultural differences and create the atmosphere of an inclusive and welcoming place for all guests of the Holiday Inn Hotel.
I fully grasp the significance of the skill of language awareness and cultural sensitivity in the prevention of cultural misunderstandings in the future. Specifically, I need to learn the basic greetings and phrases of the languages that are commonly used by guests as it will make communication easier, and the guests will be very satisfied. 
The use of technology like translation apps and devices can be the key to overcoming language barriers and making communication with guests who speak languages I do not understand easier (Carneiro, 2011). 
Even if I cannot comprehend the language of the guest, I can still express empathy and respect by showing that I am listening actively, maintaining eye contact, and using non-verbal signals to convey understanding and attention. 
Through the early cultivation of these abilities and the adoption of cultural sensitivity, I will be able to confidently deal with cross-cultural interactions and provide outstanding service to guests from all over the world at the Holiday Inn House Hotel.
[bookmark: _Toc166766424]Training program:
Being an admin at Holiday Inn Hotel, I am aware of the fact that it is of utmost importance to provide all employees with the skills to deal with cross-cultural interactions in a friendly way (Cho, 2006). The problems mentioned in the scenario can be solved by the introduction of a staff training plan that is aimed at the enhancement of the knowledge about the issues among the staff, the use of interactive methods of learning, the provision of lasting training effectiveness, the maintenance of the communications and the promotion of the good manners among the staff.
Building Awareness: 
The first action in our training plan is to make the staff aware of the cultural diversity of our guests and the possible difficulties that can be caused by language barriers (Dulebohn & Marler, 2005). The workshops, seminars, and cultural sensitivity training sessions are the platforms where employees will acquire a more profound knowledge of cultural differences and the techniques for effective communication and problem-solving in the environments of cross-cultural encounters.
[bookmark: _Toc166708078][bookmark: _Toc166766425]Interactive and Engaging Learning Methods: 
The training sessions will be improved by the use of interactive and hands-on activities, such as role-playing situations, case studies, and group discussions, thus learning retention and engagement will be increased. These interactive techniques will create a situation where employees will be involuntarily participating and will be able to practice applying cultural awareness skills in the real world.
[bookmark: _Toc166766426]Open Lines of Communication: 
The provision of a channel for the staff members and the management to exchange their views on cultural misunderstandings is of great importance for solving the problem in a timely and effective manner (Graziano & Raulin, 1993). The employees are expected to ask for help and advice from their supervisors or colleagues when they face language or cultural barriers and get the support they need to work together in a congenial and friendly environment.
[bookmark: _Toc166766427]Promote Good Manners in Employees: 
Proper behaviour and professionalism are the main components of customer service that are above and beyond the ordinary. The training modules will be centered on the fact that courtesy, respect, and empathy should be the main criteria in dealing with guests from all cultural backgrounds. Employees will be urged to be open towards guests who do not speak the same language or do not follow the same cultural rules by practicing active listening, and patient and adaptable behaviour when communicating with them.
To sum up, by putting in place a complete staff training plan, which is aimed at raising awareness, the use of interactive ways of learning, the sustainability of the training results, the communication with the colleagues and promoting good manners among the staff members, Holiday Inn Hotel can give the staff all the skills and the knowledge to be able to face the cross-cult (Huselid, 1995). The employees will become successful after gaining new knowledge and skills. This training program will not only help clear the vision but also provide useful information that is necessary to achieve success in the field of hospitality.
[bookmark: _Toc166708079][bookmark: _Toc166766428]Self-reflection:
[bookmark: _Toc166708080][bookmark: _Toc166766429]Description:
Through my experiences and the interactions, I have had with guests from various backgrounds, I have realised the importance of cultural awareness which was the reason for me becoming an admin at Holiday Inn Hotel. Tracing this journey, I can see the major turning points that made me appreciation for cultural awareness and its importance in our hotel grow (Janet, Brenda, & David, 2005).
At first, I did not have a clear idea about cultural awareness. This was because I only knew the rudiments of various customs and traditions. Nevertheless, through the interactions with numerous guests from different continents, I started to notice the significant influence that cultural differences can have on the guest experiences. For instance, I remember a situation when a guest from Birmingham was very upset because his dietary preferences were not taken into consideration by the staff because of the lack of knowledge they had about his culture. This incident showed the need to be mindful of cultural customs, especially the eating habits which are a crucial part of their cultural identity, thus making all the guests feel appreciated and respected.
Feelings:
Through time, I have come to discover that cultural awareness is not just about the recognition of customs and traditions and then you have empathy, open-mindedness, and a readiness to change. Through the cultural sensitivity training and the workshops on diversity and inclusion, I was able to see how the different perspectives and backgrounds of our guests influenced their views (Lee, HyeRyeon, Tun-Min, & Xu, 2016). For instance, I was involved in activities like role-playing scenarios and thus I was able to improve my skills in dealing with cross-cultural interactions, which made guest satisfaction better and the feedback was positive.
Analysis:
I think that the way of communication is a significant factor in the development of the awareness of the culture and the understanding of it. Through listening to the guests, getting clarification when needed, and replying with empathy and respect, I have managed to overcome the language barriers and create a bond with the guests from different cultural backgrounds. For example, by acquiring some simple greetings and phrases in the languages of our passengers like Spanish and Mandarin, I have been able to express warmth and hospitality thus, creating a happy environment at our hotel (Myloni, 2002).
[bookmark: _Toc166766430]Evaluation:
In general, my trip ahead to cultural awareness was a transformation, a richness, and a necessity for me to be an admin at the Holiday Inn Hotel. I am now aware that cultural awareness is not a mere skill, but it is a state of mind that affects every part of our dealings with guests and colleagues. 
[bookmark: _Toc166708081][bookmark: _Toc166766431]Conclusion:
With my reflection on hospitality and cultural awareness. I have learned so much about cultural diversity and respect when it comes to serving in a well-known hotel like the Holiday Inn Hotel (Sean, 2022). Through the acceptance of diversity, the cultivation of empathy, and the promotion of open communication, we can create an environment that is friendly to all and in which every guest feels that he or she is a valuable part of the team, and therefore the overall guest experience at our hotel will improve.
[bookmark: _Toc166766432]Component 4:
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The language
difficulty

» When learning Portuguese, it seems overwhelming to
me at the beginning, but it is possible if | am
committed and work hard (Khera & Gulati, 2012).

« [ think about the learning process of the languages that
I have already mastered and am proud of the
challenge as a way to develop and grow.
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Courteousness in Portuguese
Business Context

+ Politeness and respect are the key things in Portuguese business settings.
+ Be careful of cultural differences, for example, the way of addressing people with appropriate titles
and the use of formal language to avoid professional misinterpretation.





image8.png
Real Life Example

- Twas dealing with the newly hired employees
when a customer started to shout in
frustration as nobody understood what he
was talking about in Portuguese (Misra,
POR

- As an admin, I quickly reached the client and

asked him about the problem. Luckily I was

mastering my skills in Portuguese and I was
able to handle the situation very calmly.

The client had a happy response from me

and left a 5-star review online, especially for

me. Through the reflection, I realized that
multilingualism is the key to successful
ownership.
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Conclusion

* The emphasis has been explained during ouf fraining today, as we
have looked into the advantages of multilingualism; the need to
accept linguistie diversity, and the impact of languag@inthe
enhancement of guest experiences.

= Injthe future, we shall keep on developing our language skills,
enjoy the diversity of cultures and, at the same time, endeavour to
offer every guest who enters the Holiday Inn, the best service and
be exceptionally friendly.
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Power of
Multilingualism

» Hey, It's me Shunom and today I
am here to provide a training
presentation on Multilingualism.

» Multilingualism  unlocks  the
Power of Language in the
Hospitality Industry by hotel staff.
‘We are aware of the significant
role that multilingualism plays in
the guest experience (Amrik,
2014).

o, 2019
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Linguistic Diversity

1.Let us not forget to accept the linguistic diversity of our guests, while keeping in
mind our obligation to be inclusive.

2.Each language spoken implies a chance to relate to visitors on a closer level and
therefore to satisfy their special needs and wishes (Edwards & Rees, 2011).

3.Through the acceptance of different languages, we can improve the guests'
satisfaction and at the same time, the service we offer them will be of a higher
level at Holiday Inn Sunderland.
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Benefits of Learning
a New Language

strong weapon in

1.Language is a
guest  experiences

improving  the
through positive relations and thus, the
guest interactions.
2.Through communication with the guests
in their language, we can make the
experience of the guests exceptional
and memorable, and as a result, leave a
beautiful impression that will never be
forgotten (Huang, Lalopa, & Adler,

2016).
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Portuguese
Language

- The Portuguese Language and lis
Relevance Portuguese, which is used in
Portugal, Brazl, and several other
countries, is of great significance in the
hospitality industry.

Our comfort with the language allows us to
welcome guests from Portuguese-speaking
regions and to provide them with the
personalized service they require.

(Misra, 2006)




