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[bookmark: _Toc166685534]Component 1 - Professional Reflection

[bookmark: _Toc166685535]    Scenario of Cultural Misunderstanding
               I observed a cultural misunderstanding during my placement at Ibis Hotel. It occurred in the evening in the in-house restaurant area. While working at the counter, I observed an Afghan Muslim couple taking their seats and ordering dishes. However, while the staff brought the food to them, they asked him, in half-Urdu and half-English words, whether the food was halal or not. The staff member was a Bolivian Catholic, young and new in the industry, and had few interactions with Muslims. Due to cultural differences, he did not fully understand the importance of the word halal. Therefore, he casually told them that the food was not halal. After this, the Muslim couple angrily cancelled the order by calling the manager. Our manager rushed to the scene and told the couple that the food was a halal preparation, and the staff who served it did not know the word halal due to cultural differences. He also did not understand the language of the Muslim couple, as they spoke many Urdu words that the staff did not know. However, this incident was a valuable learning opportunity to enhance our cultural awareness and language skills. After this misunderstanding was cleared, the Muslim couple calmed down and sat at their table to proceed with the ordered food.
     
[bookmark: _Toc166685536]    How Cultural Misunderstanding can occur
               During my placement at Ibis Hotel, I realised that cultural misunderstandings could occur due to differences in communication languages and styles (Adanlawo et al., 2021). However, the most significant reason for cultural misunderstandings is the differences in cultural values and beliefs (Poturak et al., 2020). In the scenario mentioned above, the staff's lack of familiarity with the cultural significance of halal food led to a misunderstanding. Apart from these, cultural misunderstandings can occur due to the lack of empathy, which hampers the capabilities of understanding the emotions of the communication partner (Christiansen et al., 2020). If the staff in Ibis Hotel had realised that halal food is essential for the customer by detecting his emotions, he could have double-checked it with the manager before answering. Cultural bias can also cause cultural misunderstandings, as in this case, one believes their own culture is superior to other cultures, thus developing conflicts with different cultures (De Leersnyder, Gündemir and Ağirdağ, 2021). For example, in Chinese culture, people smile when they do not understand a statement, which can be misunderstood in American culture as the listener understands and agrees with that statement (Glowacka, 2024). Cultural misunderstandings can also occur due to different body language meanings in other cultures and communicating with people without knowledge about their culture (Abramson & Moran, 2018).

[bookmark: _Toc166685537]    Skills and Behaviours
             From this experience, I realised I need several skills to ensure that such cultural misunderstandings do not happen in my career. For instance, I need cultural awareness skills, which is essential for gaining a high level of knowledge regarding the customs and etiquette of different cultures (Yurtsever & Özel, 2021). High-level communication skills are imperative, encompassing active listening, non-verbal communication, and the virtues of patience and empathy. These skills are vital for effectively understanding the emotional and psychological nuances of individuals from diverse cultural backgrounds(Khanna, 2020). I also need honesty, genuineness, and integrity in my attitude, which will express my sincerity. These skills and behavioural attributes will collectively form my intercultural competence.

[bookmark: _Toc166685538]Component 2- Training Plan
[bookmark: _Toc166685539]   The goal of the Training Plan
          The main objective of this training plan is to improve the ability of Ibis Hotel employees to effectively navigate and communicate in diverse cultural environments, ultimately fostering a more inclusive and understanding work environment. This training program aims to achieve this goal within six months through workshops, interactive seminars, and real-world scenario-based learning experiences. This will be achieved by implementing specific and tailored curricula to address various aspects of intercultural communication, understanding, and sensitivity.
[bookmark: _Toc166685540]    Training Curriculums
          The curriculum for this training involves several activities. The first goal is to improve the cultural awareness of the employees, for which the employees will go through a 15-minute presentation depicting the importance of culture, differences among cultures, possible causes and solutions for intercultural conflicts, and the unique values and beliefs of different cultures (Sagiv & Schwartz, 2022). The activity will continue for one month, encompassing a total of eight presentations conducted bi-weekly. Following this, employees will partake in 30-minute practical training sessions and workshops on a weekly basis for two months. These workshops will teach language awareness, non-verbal communication, active listening, and empathy skills (Abdikarimova et al., 2021). After completing the written examination on intercultural competency, employees will engage in a series of four sessions spread over one month to assess their theoretical understanding of the subject. In addition, employees at Ibis Hotel will have the exceptional opportunity to participate in a 15-day transfer program to Ibis Hotels located in various countries across Europe, Asia, and America. This immersive experience aims to provide practical exposure to consumers from diverse cultural backgrounds, thereby strengthening their capacity to effectively interact with a wide range of clientele (Lam et al., 2022). The training program will consist of four separate batches, with each batch beginning once the previous one has been completed. This will result in a total duration of two months for the entire training. The training will cover theoretical and practical sessions; no prior qualifications are required to participate. The estimated cost for this training course is approximately £2000, with the primary expense going towards hiring workshop trainers.   

[bookmark: _Toc166685541]  Completion Time
        Six months
[bookmark: _Toc166685542]   Target Employee Base
        The training is mandatory only for Ibis Hotel employees who have direct interaction with customers and guests.

[bookmark: _Toc166685543]    Key Performance Indicators
        The primary performance metric for this training session will be the written exam scores of the trainees, with a passing grade set at 60/100. Additionally, the feedback from Hotel managers at the trainees' future branches will be another important indicator. Satisfactory performance will be defined as receiving positive feedback in at least 60% of interactions with customers from diverse cultural backgrounds.

[bookmark: _Toc166685544]    Equipment and Tools needed
         The essential equipment and tools include presentation materials, projectors, auditorium setups, workshop arrangements, examination setups, and provisions for temporary employee relocations.   

[bookmark: _Toc166685545]     Program Coordinator
          The human resources manager of Ibis Hotel Newport is in charge of organising and overseeing the logistics of this training program. The manager is responsible for managing all aspects of employee development and training within the hotel.

[bookmark: _Toc166685546]Component 3:  Student self-reflection using Gibbs’ Reflective Model

[bookmark: _Toc166685547]    Description
         During my placement at Ibis Hotel, I was privileged to engage with guests from distinct cultural backgrounds, such as Asian, African, and Latin American. This invaluable experience served as a poignant reminder of the critical role that effective cross-cultural communication plays in guaranteeing customer contentment within the hospitality sector. It underscored the profound impact of cultural awareness on the overall guest experience, highlighting the need for a nuanced understanding of varying cultural norms and practices.

[bookmark: _Toc166685548]     Feelings
        I had a fantastic experience at Ibis Hotel during my placement, where I had the opportunity to explore new strategies for connecting with customers in the hospitality industry. During this time, I also gained valuable insights into the potential for unintentional miscommunication when interacting with individuals from diverse cultural backgrounds. This became particularly evident when dealing with the issue of halal food at the Ibis Hotel. Reflecting on this, I realised that I could have effectively handled the situation with my understanding of halal meat if I were in the staff's position. However, this experience also made me aware that I might face similar challenges when engaging with cultures that I am less familiar with. 
[bookmark: _Toc166685549]       Evaluation
           Upon reflection, I came to appreciate the invaluable insight gained from this experience - specifically, the profound significance of cultural awareness. It became evident that obtaining a fundamental understanding of diverse cultures across the globe is crucial for any individual working within the hospitality industry (Maheshkar & Sharma, 2018). This comprehensively focuses on their greetings, salutations, everyday gestures, food habits, dressings, and general customs (Morady et al., 2023). On the contrary, a negative aspect was that I could not experience interacting with an unknown culture firsthand, which could have helped increase my practical experience in cross-cultural interactions (Alhazmi & Kaufmann, 2022).
[bookmark: _Toc166685550]       Analysis
            Through my placement and study experience, I understood the importance of language awareness in the hospitality industry, which I previously overlooked. I recognise the need to enhance my empathy skills and deepen my knowledge of various primary cultures worldwide, as I currently lack proficiency in these areas.
[bookmark: _Toc166685551]   Conclusion
         In retrospect, I could have engaged more actively with guests during my placement at Ibis Hotel. This would have provided me with valuable practical experience. I also acknowledge that I could have benefited more from studying cross-cultural communications before starting my placement.
[bookmark: _Toc166685552]   Action plan
	Skills to improve
	Actions required
	Resources needed
	Timeline

	Language Awareness
	Study, having self-talk with common phrases in other languages (Zhang, 2022)
	Books, Journals, Video Tutorials
	Four months

	Empathy
	The study, practice during a conversation
	Books, Journals, Video Tutorials, conversation partners
	Three months

	Cultural awareness
	Study
	Books, Journals, Video Tutorials
	Four months


Table 1: Action plan
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12 PHRASES IN ITALIAN

Ciao Buon giorno
Hello! Good morning!
Arrivederci Mi scusi
Bye Excuse me.
Come stai? Grazie
How are you? Thank you.
Ti amo Per favore
I love you. Please.
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Mi dispiace

I'm sorry

Sto bene grazie  Grazie mille

Fine, thank you Thank you very much.

Figure 4: Common Italian phrases
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