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[bookmark: _Toc166713276]Component 1: Professional reflection:
During my employment as a bartender at the Cranleigh Hotel, I encountered a situation for the first time where the expectations of the Taiwanese guest to be served tea in the breakfast was different from our traditional approach. In addition, we offered a classical Solestimi teatime where teacups come with saucers and the tea bag is served on the side. Unfortunately, the guest expected me to pour tea with the teapot on the table in front of her along with the small teacup, and then the containers with favourite flavourings—soy sauce and sugar (Adkins, 2006).
The guest wasn’t happy with me when their expectations were not met. The employers felt offended by the treatment as they did not get an appreciation for their efforts. The fact that I was unable to connect with them on all levels reminded me to be more knowledgeable and thoughtful about different cultures' customs and norms. I, as a barman, not only have to tend to every guest’s needs but also make sure that none of my guests feels discriminated with his background (Ahmad, 2003).
What I would do differently implying customer service in the future would be to learn about the different cultures and preferences of guests from diverse backgrounds thus I will better serve them. Here, my practice and reflection will look deep into how culture, like say, cuisine, and feast, is served in that specific culture, Taiwan, for instance, the tea ceremonies.
Thus, I can construe the differences in dealing with a client in the future by changing the way I approach customer service. In the first place, I can equip myself with information about the culture and style of the guests from different backgrounds by I may be composed of the preparation for cultural awareness by studying community customs like food and beverage service in different countries.
In addition, I can be in touch with the management to take the necessary steps to add ethical training options for the employees so they can avoid such cultural situations. I have all the chances to take a more active part in customer relationships by asking guests of the hotel about their favourites or expectations. Hence, through interacting with them, I get acquainted with the inhabitants' backgrounds and adapt a culturally tailored service. For example, to ask if my guest would love my tea, I could prepare it in a particular way and besides, to find out if they have any dietary restrictions or preferences that need to be accommodated (Alomari & Ali, 2019).
Besides separate actions, the hotel can also launch other broader acts such as cultural sensitivity and awareness among the employees. That could include arranging cultural sessions or workshops that involve just that among staff members which may include lessons about the customs, traditions and manners of different cultures.
Accepting these behavioural modifications and creating an atmosphere where everyone respects one another is a great way to show the guests are appreciated in Cranleigh Hotel. Whether in the hotel bar during breakfast or in any of the different encounters, the constant pretence to bridge cultural differences, would lead to the creation of the envisioned unique hospitality experience for guests from all backgrounds.
Component 2: Training Plan:
My goal is to create a training plan which will become a successful tool for the professional development of all employees at Cranleigh Hotel. It can provide them with the necessary knowledge, key skills and mindset for interaction with guests, different from their team's cultural background (Guest, 2011). Motivating our staff to be culturally sensitive and knowledgeable will be a major factor in the development of a wholesome travel experience that will leave our guests comfortable and understood when they stay at our hotel.
In making a training program for Cranley Hotel employees; we should be aware that there is a rich variety of communication styles as well as language diversity issues that arise in a multicultural environment. 
We must pay attention to the difference between direct and indirect communication, for they play a big role in how people understand and react to the learning activities. For example, during training with delegates from the US and Japan, I might find that they have philosophically different ways of expressing contrast and that they react in different ways very easily. In the case of a Japanese worker the desire to compromise the truth for the sake of harmony, not directness, would be more desirable rather than an American counterpart because he can be rather direct, and outspoken.
In this regard, the interactive role-play layer will be integrated into our training to see if this indeed resolves the differences that may arise (Hagood & Friedman, 2002). These simulated realities will equip employees with the technical expertise of dealing with diverse communication settings such as direct and indirect, helping build connection and empathy among colleagues. Through simulation of such scenarios, our workers will be primed to interact suitably in a multicultural workforce, which will result in a better working environment that fosters teamwork as a consequence. For all our employees to comprehend the same message that the training material and instruction provide for them, we need to bring out culturally non-biased and relevant training materials. 
To the end managing properly the communication style and navigating the language barriers, I intend to improvise my training program, which should include more interactive and engaging learning methods. We shall ensure a highly interactive and practical training program that includes role plays and activities whereby staff will participate actively and fully engaged, such activities result in a more effective type of training (Houldsworth & Jirasinghe, 2006).
One of the main differences between cultural training compared to team building is that the former concentrates on soft skills such as empathy and adaptability but the latter besides these skills includes communication, leadership and conflict management. When we let employees have exposure to the necessary cultural practices and tools, they are fully able to fit in a new culture, while being brave to adapt and accept changes.
Finally, I emphasise the significance of sustaining a relationship of communication that will enforce mutual learning and comprehension between the employees and among employees by and by. Through adopting the active listening technique as well as by supporting open communication, we can create a workplace where multiculturalism can have a positive flourishing experience.
Component 3: Self-reflection Model: 
Description:
Before I understood what cultural awareness in the hospitality industry meant, I worked normally at the hotel and got frustrated easily. I encountered situations where cultural differences led to misunderstandings. Through the reflection, I realised that I had to be flexible enough and care about the cultural differences of my guests but I needed to understand the behavioural aspects of different cultures to be able to serve my guests better.
Feelings:
I was quite confident that I could offer good attendance to the customers but I also felt a sense of curiosity and the desire to learn more about the interaction that cultural variability has with hospitality. I questioned my ability to engage effectively with guests from diverse cultures and wondered how can I improve my cultural competence in the field of hospitality (Paauwe, 2004).
Evaluation:
My cultural knowledge and awareness were enhanced as I worked in the industry and had the opportunity to interact with guests from diverse cultures. However, specific situations, where I had episodes of cultural insensitivity, marked my growth. To illustrate, one occasion I don't recall very well is when I unintentionally offended someone's mailing list by not noticing their cultural seating preferences at a banqueting event.
Analysis:
This experience held me wavering and I learned that standing on the threshold of a deep-rooted cultural awareness is not the same as an outer-layer one. It was at that time that I started being more curious about the social norms of various cultures and this led me to participate in activities where I could learn about different types of people. It struck me how cultural misapprehensions could affect the guest satisfaction level and the marker of the hotel (Satria & Dhanin, 2022).
Conclusion:
By being a permanent learner and having put into practice self-reflection, I enriched and deepened my knowledge of cultural awareness within the hospitality industry. I came to understand that cultural sensitivity is giving up prejudice and seeing people for who they are, and never judging them, as we create a more even environment where guests feel welcomed.
[bookmark: _Toc166713277]Action Plan:
As I progress further, I am determined to pursue continuous cultural competence development as well as other learning. For example, we facilitate the cultural diversity orientation, we let the candidates read the literature about cultural diversity issues, and we invite colleagues' and guests’s viewpoints (Huselid, 1995). I also plan to work for an organisation that takes steps to create a culture of diversity that promotes sensitivity and respect in the workplace.
Through presenting my views on cultural awareness within the hospitality industry and critical thinking, I gained knowledge that entering the field of hospitality means a lack of cauldron and hence there is the necessity of always having an open mind to learn and enhance my development. The above reflection has reinforced my belief that I have an important role to play in providing a high-quality service that meets the cultural diversity of my guests and those preferences to ensure that the company achieve organisational goals.
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