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[bookmark: _Toc166254630]Component 1 - Professional reflection
When I was working at a hotel’s restaurant last night during the dinner shift, I encountered an awkward moment due to my lack of cultural understanding of a particular guest. The table in my section comprised of a family from the Middle East. When I brought their entrees, one of them instantly refused the course and he looked dejected. They were talking or arguing in a language I did not know, but their posture and pronunciation made me understand they were displeased. I really tried to use every possible means to convey that all the menu consists of all the ingredients, but the language barrier made it extremely difficult. However, due to my bad luck, my co-worker who could speak Arabic was one of those who noticed the clamour and came over to help. So, it turned out that the guest really was Muslim and had ordered a meal with pork which Muslims cannot have because of their religion’s restrictions. It happened to be me who failed to realize this.
The situation opened my eyes to the main fact that cultural sensitivity and awareness are of crucial importance in this field. Low cultural awareness among people can contribute to the occurrence of many misunderstandings and conflicts as different cultures have different norms, values, and practices (Yang et al., 2022). I myself am a culprit of having a blind assumption and I fail to take into account the guest may have a religious or cultural reasons for not eating your dish. In the future, I will strive to get more knowledge about the varieties of customs among the people who I will be delivering services to. This may include a chance to enroll for classes or attend workshops that are designed to equip the employees with specific cross-cultural training skills. Knowledge of common cultural habits, gestures, and potential mistakes to be made could to a large extent help avoid such situations (Marneros et al., 2021).
As well as my ethnic knowledge, is also necessary for me to improve my communication skills as most of the communication may be a challenge when you encounter a language barrier. Meeting attentively, noticing non-verbal signals, and never being afraid to request clarification are the key skills I should hone (Liu et al., 2022). Sometimes when I'm very confused and not be understood, I should also then should be in a situation where I have resources like translation apps or colleagues who can speak other languages. First and foremost, the process of developing humbleness, ready for learning and sincere respect for different mentalities is required from me. I will be able to meet every guest's expectation with the right heart by identifying with every person’s experience and situation.
[bookmark: _Toc166254631]Component 2 - Training plan
Based on the above reflection here is a staff training plan ensuring that all employees are equipped in dealing or avoiding any future cultural misunderstandings, 
	Training Topic
	Description
	Resources Needed
	Timeline

	Cultural Competency
	A detailed workshop aimed at improving employees’ understanding of various cultural patterns and practices including dietary restrictions and religious beliefs. Interactive sessions will expose the participants to common misconceptions, emphasize the importance of cultural sensitivity and provide tools to use in intercultural communication situations (Astawa and Wijaya, 2024).
	Facilitator/trainer, training materials (slides, leaflets, written files), interactive role play exercises, case studies
	1 day workshop

	Cross-Cultural Communication
	This program is made to improve the workers’ ability to communicate with different cultures. It encourages active listening, the understanding of the non-verbal signals, and changes in communication styles to fit various cultural traditions. The participants of the stated workshop will engage in role-play activities and examine ways of mutual understanding development in such cross-cultural interactions (Roque and Ramos, 2019).
	Facilitator/trainer, training materials (slides, handouts, written files), role-playing scenarios, cross-cultural communication models
	Half-day workshop

	Religion and Dietary Practices
	A training course devoted to informing staff about religious dietary needs found in different religions. Delivered by the subject matter experts, this session will clarify the common religious dietary laws like that of Islam, Judaism, Hinduism, among others, ensuring the staff can provide respectful and informed service delivery to the guests following varied religious practices (Korez-Vide et al., 2016).
	Subject matter expert or facilitator knowledgeable in religious dietary practices, training materials (slides, handouts), case studies
	1 day workshop

	Continuous Learning
	An ongoing effort to stimulate self-learning and growth in cultural sense and sensitivity for the employees. This includes various access routes to resources, such as articles, books and online courses, and forums for open discussion and sharing of feedback among staff.
	Access to online resources, designated time for self-study, platform for sharing insights and feedback
	Ongoing initiative










[bookmark: _Toc166254632]Component 3 - Student self-reflection
[bookmark: _Toc166254633]Description
In my previous dinner service where one of the guests who was a Muslim accidentally ordered a pork dish, in moment of confusion and embarrassment, I did not understand why they were reacting so harshly until my Arabic-speaking colleague managed to interpret. The feeling of being trapped in the wall of communication became the defining feeling even after the incident was resolved.  
[bookmark: _Toc166254634]Feelings
I lost track of the issue and even got defensive with the angry guest. But once I realized that the problem was my cultural illiteracy, I was sorry for not being better prepared. I felt bad within myself for making an assumption that made the guest unease.
[bookmark: _Toc166254635]Evaluation
This incident was a perfect reminder that cultural competence dominates many functions of the hotel industry. However, my conduct was accidental and represented ignorance as I didn’t manage to give the guest a comfortable experience. After rethinking it, I understood that I was wrong in my judgment by imposing my limited cultural perspective of the situation through a one-fits-all service approach. This would have been prevented through adequate education and training on different cultural customs and traditions (Zelezinskii and Arhipova, 2022).
[bookmark: _Toc166254636]Analysis
I understand that I was superficial in my level of cultural awareness and sensitivity before this event. In a sense, I was a naive person because I believed that an easy polite, friendly to all, would be a good principle. However, I learnt that tailoring service and knowing more personal cultural differences is the pinnacle of good hospitality. My presumptions included biases, which would result in whole groups of guests leaving, feeling disrespected or unwelcoming (Jung et al., 2021).
[bookmark: _Toc166254637]Conclusion
It was a valuable learning experience which also transformed my conception of importance of cultural intelligence in hospitality. The training is the only way to focus on the diversity in mind as well as to be conscious, through more training, seminars, and be ready to listen and adjust my service for specific types of clients. Tolerance of cultural diversity is not simply a politeness, but a must of the people in this business (Žerajić, 2019). I owe it to myself to widen my knowledge about different cultures and to become and ambassador for diversity and inclusion.
[bookmark: _Toc166254638]Action Plan
The steps that I will take include participating in cultural competency trainings, gathering more information about typical cultural traditions and habits in terms of food and dinning, listening well, and getting feedback from my colleagues and guests from diverse backgrounds. I seek to preserve the objectivity and question my assumptions while ensuring an ideal customer experience.
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[bookmark: _Toc166254640]Introduction 
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Title: Embracing Multilingualism: Enhancing Customer Experience
Objective: Keynote the advantages from the aspect of multilingualism and the necessity of language understanding for hotel staff.
Speaker Note: 
In a hospitality sector with a globalized essence, multilingualism leads to an improved customer experience. The staff of the hotel can be equipped with language diversity skills and this can be enhanced with language awareness as well. This brings different results such as, improved satisfaction; the facilitation of communication between different cultural guests; cultural understanding; and, a competitive advantage (Cenoz and Gorter, 2015). This train provides insight to the critical nature of multilingualism in distinguishing a hotel for ensuring that the guests have an unforgettable implicit rich experience that will boost the hotel's reputation and customer loyalty.
[bookmark: _Toc166254641]Benefits of Multilingualism
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Increased Customer Satisfaction: Guest speaking in the client's own language can bring a feeling of personalization hence customers can be satisfied more. 
Enhanced Communication: Breakdown language barriers in order to have fluent and effective communication with individuals from different cultural backgrounds. 
Cultural Sensitivity: Languages are the bearers of culture; therefore, knowledge of linguistics contributes to the development of respect and understanding between individuals. 
Competitive Advantage: The language diversity among the staff enables the hotel to welcome worldwide customers and prevail in the hospitality.
Speaker Note: 
Translating Hospitality Industry into Multilingualism is fraught with many benefits. Firstly, it fosters customer satisfaction by creating context-specific interactions in the guest's native language, consequently improving total satisfaction rates (Crystal, 2012). Moreover, it relieves the communication problem by removing the language hurdles so my communication with all the guests could be clear and precise (Jenkins, 2016). Also, it serves as a catalyst for cultural sensitivity by enabling the understanding of the language, which then propagates an acknowledgment of importance and acceptance within guest and staff groupings. 
[bookmark: _Toc166254642]Language Example – French
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Where is French Spoken? French is a native language in France, as well as in Canada (particularly in Quebec), Belgium, Switzerland, and a number of African states such as Morocco and Senegal. 
Is it Hard to Grasp? French can be a tricky language in terms of its complicated grammar and pronunciation, but it's feasible if one is willing to work hard and put in some practice. 
Politeness in Business Context: In a French business context, politeness includes using "vous" until "tu" is being called for, saluting with "Bonjour" or "Bonsoir," and using "Monsieur" or "Madame" instead of the first name in a normal course of a business conversation.
Speaker Note: 
French is very popular in many regions, for example France, Canada – especially Québec, Belgium, Switzerland and also some African countries such as Morocco and Senegal. Indeed, the challenges that one may face while learning French will be the complexity of its grammar and pronunciation but on the other side, that is manageable with commitment and practice (O'Reilly and Chatman, 2018). The French business etiquette marches along the road of formalities, for example, addressing people with "vous" until invited to switch to "tu" or using "Salaam aleikum" and "Salut" for a greeting as well as respectful titles like "mon" or "madame. "Knowing these peculiarities is very essential for the effectual interaction and creating business connections in French-speaking world.
[bookmark: _Toc166254643]Language Awareness in Hotel Industry
[image: ]
Greeting Guests: Teach greeting like “Bonjour, comment puis-je vous aider?" (Hello, how can I help you) to greet French speaking guests. 
Understanding Cultural Nuances: Highlight the significance of cultural awareness which involves use of proper titles while respecting people's space based on cultural norms. 
Handling Complaints: Train employees in multiple languages to communicate with guests in a professional way and ensure that their complaints are addressed adequately.  The guests should, thus, feel respected and confident.
Speaker Note: 
The understanding aspect of language awareness in hotel industry consists of a few main components. Moreover, the staff should be taught to greet French speaking guests with phrases like “Bonjour, comment puis je vous aider?” (Hello, how can I help you?) This is to demonstrate a warm and encouraging attitude towards the guests. Cultural awareness is another element to consider, thus using proper title, and respecting personal space based on culture.  All these guidelines would facilitate the aim to create a successful visitor’s experience. Finally, staff training should include soft skills regarding complaint handling in various languages, as doing so would make customers to feel that they are properly valued, as well as will lead to the more satisfied and loyal clients (Xia and Li, 2020). These strategies cumulatively influence and help toiling in the cultural sensitivity and the inclusiveness of the hotel.
[bookmark: _Toc166254644]Conclusion
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· Languages and the idea of language awareness are impossible to be multilingual, that add more joy to the client, thus they show cultural understanding. 
· Keep up the language training programs for the personnel, make the ample sources available for them, and foster an atmosphere of inclusiveness, acceptance, and communication.
Speaker Note:
One of the crucial advantages of being multilingual and having an awareness of different languages in hotels include improving customer's satisfaction and being culturally sensitive. To get the best out of these benefits, Hotels should undertake language-learning projects, they should also provide the essential resources and strive for an inclusive environment with fluent communication. While these measures go deep in the reduction of language barriers, improve service efficiency, and increase guest loyalty and the chances of positive recommendations, it is time now to put them into action.
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