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Component 1: Professional Reflection

In my own understanding, cultural misunderstandings can occur when either of the parties involved in the discussion are not fully aware of the norms of other cultures, behaviours, and language barriers. Hence, if two individuals were to attempt to communicate or interact in any way, without general knowledge of multi-cultural interactions and diversification in languages, they would find it difficult and may even offend the other person without even intending to (Meyer, 2015). 
During the level four placement, requiring me to become a temporary employee of Premier Inn, I encountered a similar experience, where a fellow employee encountered a cultural misunderstanding with a hotel guest at the hotel restaurant. In this encounter, my colleague was finding it difficult to get a message across to the hotel guest, which did not speak English, and instead spoke Polish (which was found out at a later date). 
Thankfully though, the daughter of the guest was more knowledgeable of the English language and translated the message (which was a question about any allergies) to the confused guest. However, if this language barrier was not avoided, there could be many issues occurring as a result, one of which includes an allergy attack from the ingredients that were stated but the guest could not understand (Joseph, 2023).
In the future, to be better prepared to prevent a cultural misunderstanding from happening, everyone involved with the hospitality industry needs to train for such events and experience simulations or controlled situations, to understand the skills needed and develop them further (Joseph, 2023). Hence, we need to focus on the following skills:
Firstly, it is essential to understand that cultural misunderstandings are not just about language barriers, and includes many more factors such as beliefs, values, customs, history, and traditions. To prepare for such situations where there is a risk of offending someone from the factors listed above, it is a good start to research and study more to acquire broader knowledge on the subject of cultural differences, which could help in avoiding misinterpretations. 
Secondly, to have a better understanding of our own biases and avoid impulse emotions against others, we need to focus on improving our self-regulation. This skill is not just about becoming aware of our biases, but also about managing to control feelings and emotions of bias that may trigger upon interaction with others, even if unintentional. Hence, once meeting individuals from difference races, ethnicities, genders, and religions, there is a lot more opportunity for open-mindedness. 
Thirdly, as employees of the hospitality industry, we need to have a wider focus on cultural sensitivity. By focusing on developing this skill, as employees of the hospitality industry we will have a much easier time to respond appropriately to the feelings of others which share a common national, racial, religious, linguistic, or cultural heritage. This of course involves taking care to avoid cultural appropriation, especially when guests or other individuals are adopting mannerisms, slang, or other practices of diverse cultures not experienced before (AMA, 2022).

Component 2: Training Plan

Based on the given reflection above, it is understandable that implementing those skills and knowledge without a plan would be too difficult. Hence, I will prepare a training plan below for Premier Inn to integrate into the regular staff training, so employees are better equipped in dealing with similar challenges in the future (Utete, 2023).
At Premier Inn, customer service is really looked up to, because of the regular and consistent training provided to staff, and this training program should fit around these standards and schedule. Therefore, to start off, managers should first be introduced into the new training programs, giving them 2 to 4 weeks to properly adapt and learn the training standards by heart, so when they are they become the instructors, they will be able to effectively and efficiently teach employees which may not know nothing about cultural sensitivity. 
Furthermore, the training program needs to consider technological developments, and how these new technology developments can either assist or negatively impact the effectiveness of the staff training (Michalis, 2023).
Suggested Training Program
	WEEK
	TRAINING TASK
	DURATION

	Week 1
	30 Minute Presentation + Group Exercise
	2 Hours

	Week 2
	30 Minute Presentation + Peer-to-Peer Exercise
	2 Hours

	Week 3
	30 Minute Presentation + Surprise Exercise
	2 Hours

	Week 4
	Evaluation and Self-Reflections
	1 Hour



In the suggested training program above, I used external sources and personal knowledge of Premier Inn schedules to effectively formulate a program which can keep employees engaged, motivated, and mitigate dissatisfaction or boredom which could be caused by long durations of training. Every week, for three weeks, employees will be introduced to new and short subjects that cover different components of cultural sensitivity, including maintaining a mission orientation, understanding themselves in social context, and managing a consistent and appropriate attitude towards culture (Shepherd, 2019).
 Furthermore, through the included interaction with the group exercise, peer-to-peer exercise, employees can practice their theoretical knowledge in actual first-hand experiences with peers and groups, so if they make any mistakes, it does not affect the reputation of the hotel or affect any guest personally. Moreover, through the surprise exercise, individuals experience a surprise encounter with an unknown individual where they intentionally cause a cultural misunderstanding for the employee to test their knowledge and the effectiveness of the training.
 Finally, each individual will complete an evaluation and self-reflection to their manager so they can summarise their own experience with the training program and how it improved their knowledge of the importance and practice of cultural sensitivity in the hospitality industry (Michalis, 2023). 

Component 3: Student Self-Reflection
For this self-reflection, I will be using the Gibbs’ Reflective Cycle. Over the time I have been working on this report, I have been really focusing on learning from my experiences, with what I discussed in training others to be applied for myself too. Hence, this helped me understand the process of cultural awareness and how essential this skill is to have and to share throughout a business, especially in the hospitality industry, where the guests are the most important driving factor for a hotel’s further development (Miller, 2020). 
As a result of this experience, I also learned about how cultural misunderstandings do not happen just because of language barriers, but because of the many factors such as values, beliefs, traditions, and mannerisms – helping me understand what the different cultures and beliefs are, and how each of them have a different definition of respect and additional religions which themselves have separate rules and ways to show respect or unintentionally offend. As a result of this experience, I feel a lot more confident when it comes to social interactions with others from more diverse and minor backgrounds because now, I have a better understanding of what it is that offends individuals, and what I can do to avoid such a thing for my own benefit and others’. 
Overall, this experience really supported my learning and self-development as I managed to learn more about what the hospitality industry, or at least some hotels really miss out on in interactions with guests. By looking over academic sources and business articles, I had the experience of looking over what a business really needs from its employees, and how the hospitality industry prefers cultural awareness and understanding from its employees more than any other industry (Hommel et al., 2022).
In conclusion, this self-reflection turned out to really reflect on my knowledge at the beginning and how it turned out to be much more in-depth and detailed with experiences and research into articles that cover the different aspects of multicultural factors such as values, beliefs, traditions, traditions, and dressing manner. In future situations, I will be able to use this to my benefit either on my own personal time, to avoid offending anyone, and also in any sort of career that involves social interaction, because not everyone I meet will be the same and they will not be likely to act the same, regardless of their appearance or origin background. Hence, in the near future, I plan to look for more online, validated information, and online courses to improve my knowledge and experience with cultural awareness, to learn everything I can about it and become almost an expert in this subject so I can teach others and help others develop themselves along with me (Main, 2023).

Component 4: Training Presentation
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Employee Benefits

* In addition, employees will get the benefit to:

* Work abroad in non-English speaking countries

* Receive informative advice from tourists or other countries’
nationals

* Receive hospitality advice from potential experienced invididuals
from other countries

* Accessibility to research other countries’ tactics in hospitality

(Simon, 2023)
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Importance of Language Awareness

* Language awareness within the hospitality industry is a crucial skill, as
it can be beneficial towards operations and business decision-making

too.

* Operations — Language awareness can help guests feel more
comfortable with staff — encouraging them to feel more at home and
more tempted to purchase products and services by the hotel.

* Business Decisions — Language awareness can assist managerial staff
when taking care of negotiations with international suppliers and
partners, to increase the comfort of both parties and ensure they are
more likely to agree to the strategies and plans Premier Inn has
(VWVegner, 2023).
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Romanian in the Industry

* As an example of one of the languages that could be learned,
Romanian is offered, originating from Eastern Europe and being the
primary language of Romania and Moldova.

* In research done by many linguistic professionals and experts,
Romanian has been found to be a difficult language to learn to speak
fluently, but to understand it is quite easy (RomanianPod, 2023).

* With hundreds of monthly Romanian tourists travelling to the
United Kingdom, adapting to this language’s basic formal greetings is
a must, because Romanians are well-known for their communication

within their networks and will likely send more close ones or friends
to the hotel if they are treated well and provided a comfortable

experience (Statista, 2023).
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The Benefits

* Having more employees knowledgeable in additional languages

will give companies an opportunity for competitive advantage in
attracting tourists who do not necessarily understand the
language of the country they are visiting.

* The implementation of multilinguistic tactics will also make
guests feel more comfortable if they are understood or if
employees in the hotel speak their language, which will be
beneficial for revisiting rates (Martinez, 2022).




