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[bookmark: _Toc166171009]Component 1 – Professional Reflection 

The fact that I happen to work on the frontline of the hospitality industry in Primer Inn Loughborough in Leicester, UK, where I meet guests from different cultures, is a common phenomenon for me. I remember a time that is still vivid in my memory, when one of our guests, who did not speak except German, had come. This experience happened at the hotel restaurant where I was working as a waiter during the breakfast service, and just that, it brought to my attention that cultural miscommunication exists (Jackson, 2014).
I got lost in translation during my conversation with the guest, as she was speaking in German at faster than my understanding could keep up. In the start, it was pretty hard of me to grasp the meaning of the guest with all the language barrier being come across my way. In my rush to guess their concerns based solely on my hand movements and very few words that I knew in English, I could almost taste the discontent on both sides (Christiansen, Branch and Karmowska, 2020). Even though I dedicated my time and effort to see things through the guest’s eyes, the interaction profoundly hit me with an understanding of how such routine tasks could make me feel outside, teaching me that communication matters much in providing good service.
Going back at this event, as I see, I recognize several reasons that caused the cultural embarrassment. First off, my inability to fully comprehend the guest's German remarks hindered me from having fluent communication with her. A lack of a common language immanently led to misinterpretations, creating frustration and dissatisfaction (Deresky, 2017). The issue could have more difficulties when cultural differences in the communication manner and expectations are taken into account. Self-esteem in the guest that I had perceived as being assertive could have been a cultural norm in German communication, while my perspectives to clarify might have seemed misinterpretation or incorrect from their perspectives.  In order to deal with this problem I would love to join German language learning course on online platform. It would improve my basic understanding of the language and help me to communicate clearly. 
Reflection using Kolb's Model
Concrete Experience: At the time, I faced the situation of a cultural misunderstanding with a Japanese customer in the hotel restaurant during dinner service.
Reflective Observation: I have come to the understanding that my presumption about the guest's liking for wasabi was based on my own cultural viewpoint, thus, I wrongly assumed their request. The guest's response showed that he was uneasy, which proved that the cultural misunderstandings have an effect on the guest experience.
Abstract Conceptualization: I can see that the cultural differences concerning communication styles and dining etiquette caused the communication to be misunderstood. In order to avoid such cases from happening in the future, I have to develop cultural sensitivity and communication skills which include active listening, questioning the assumptions and educating myself about various cultural practices (Koppel, Tom Van Dyke and Kavanaugh, 2023).
Active Experimentation: In the future, I will intentionally stop making assumptions based on my own cultural perspective and will start to pay more attention to what the guest likes by having good communication. I will look for possibilities to learn about other cultures and to use this knowledge to make my service approach more diverse and inclusive, this will, in turn, enable me to improve the guest experience and to create a more inclusive environment in the restaurant.
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Placement Hotel has dedicated itself to serving guests who are from culturally varied backgrounds at the greatest possible level. With the goal of ensuring that all staff members can successfully communicate and interact with customers, we recommend a Cultural Competence Training Plan that has been developed for all purposes including those associated with language barriers (Chandan Maheshkar and Sharma, 2018). This plan prepares employees to attain high levels of language competency, cultural understanding and interpersonal skills so that they can easily navigate cross-cultural variations and offer perfect customer service.
Training Objectives
Develop language proficiency: Equip your workers with a basic knowledge of the languages of your guests, such as German, in order to prevent any problems concerning understanding and communication.
Increase cultural awareness: Educate the staff members about beliefs, norms and customs along with varying communication styles that are usually found with different nationalities to show sensitivity and respect (Trompenaars, 2020).
Enhance interpersonal skills: Give employees the tools for making friends in a foreign setting, controlling conflicts and regulating disputes in a cross-cultural environment.
Training components
Language Training: Staff will be taught basic language phrases and greetings in the groups of languages guests can respond to as the net of intercourse increases. By using communication skill games and mimic role-playing exercises workers will be able to better learn by building fundamental language knowledge which will help you to successfully overcome the language problem.
Cultural Awareness Workshops: The lectures on cultural diversity aim to make employees see how important this concept is in their guest service; guest-hospitality interactions will be used as examples throughout the lectures (Munya Andrews, 2018). The usage of case studies, as well as real-life scenarios, will be practised to deepen awareness of cultural divergence and suggest suitable solutions, hence a good sense of empathy and insight will be recognized among employees.
Interpersonal Skills Development: Employees will be given a communication skills training class which will concentrate on skills of active listening, empathy, and body language. As a final result, they will get the tools to interact with guests from different backgrounds (Darby and Karni, 2019). Some of examples of such techniques will be given to make people realize the role of patience, flexibility and other forms of adaptability to cultural context to the conflict-solving process.
Implementation strategy 
Schedule regular training sessions: Take the cultural competence training on board by integrating it into staff members' ongoing development programs together with workshops on a quarterly or on-need basis.
Utilize a variety of training methods: Do not put off the exercise by offering a combination of classroom instruction, workshop participation, online courses, and practical exercises that appeal to everyone.
Provide resources and support: Provide employees with language materials, cultural handbooks and language-aiding services to help people stay on track with their language competence (Nedelko and Brzozowski, 2020).
Foster a culture of inclusion: Encourage an open and respectful communication not limiting to employees, which at the same time shows the value of cultural diversity in the guest service experience improvement.
Evaluate training effectiveness: Get feedback from employees using surveys and in-situation assessments to measure the program's impact and find places for improvement.
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Component 3 - Student self-reflection
Reflectively, I see the interrelationship between cultural awareness and the hospitality industry as I go through with this experience for myself. In the course of time, I have developed a personality on this topic, constituted by personal experiences, working relationships, and acknowledgement of the different places where people meet between the hospitality and travel sphere.
At the very beginning, I only had a vague cognition of the cultural awareness originating from the hospitality industry. It was not until I came to grasp the depth of cultural factors affecting the hospitality branch that my understanding of cultural awareness within this industry became clearer (Neil Remington Abramson and Moran, 2018). Although I agreed with the view and understood that friendliness and respectful manners were the foundation for treating fellow citizens from various backgrounds, I was unsure if my comprehension was all-encompassing and profound. I was mostly concerned with creating cultural sensitivity which would make guests feel comfortable and safe as opposed to universally enjoying their guest encounters and learning more about the culture of the host.
Interestingly, through the life of my exposure to different guests and workmates from different cultural background, my perspectives went through a transformation. What comes to my mind are situations like the one when Mr. Akio from Japan who was not sure to start communicating with our colleagues due to shy feelings caused by a language barrier and cultural differences (Hofstede and Minkov, 2010). Catching them in their indifference towards exchanging remarks reminds me how important it is for everyone to be culturally sensitive to create a friendly and equal place to belong. Consequently, I realized that this meeting was a warning to me, that I needed to rethink my communication with tourists and recognize that culture is something that cannot be changed by just one group of people.
Another piece of evidence served ahead given statements was the ultimate recognition of the significance of cultural association in the hospitality business. It might range from aiding the Indians with food preferences in our establishment during their stay to entertainment the Muslims who are celebrating Ramadan. The main idea was to achieve the best experience for everyone by teaching and practising tolerance. I figured out that cultural consciousness isn’t only a professional responsibility but a top-notch tool that helps us to discern and anticipate needs and preferences of every guest.
I went further than just dealing with the cultural awareness of the moment; during the exploration of its broad implications on the matters related to the guests during the discussion session. I have learnt to see how inter-cultural awareness dramatically defines all the different aspects of the hospitality industry such as menu design, planning of events, marketing strategies and human resources management (Abelha et al., 2020). Following this line of thought, we should take the step to include diverse cuisines in our offerings and this, in turn, can provide clients with their desired choice of meals and at the same time celebrate cultural heritage, therefore promoting inclusivity.
When I reviewed myself, I reckoned that cultural open-mindedness is not a stable reality but rather an infinite journey of personal improvement. It needs to be characterized by humility, keen curiosity, and being able to critically observe and dismiss prejudices and stereotypes. The incorporation of cultural diversification into our professional backdrop means that our roles are enriched, we become more broadminded, and there comes a sense of global communal experience in the hospitality sector.
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Component 4 – Training presentation
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The Power of Multilingualism in Hospitality
In the present world, hotels work not only as places where people from different cultural and linguistic environments meet but also as bridges of cultures connecting different countries. In effect, hotel staff as first contact agents, become a primary contributor to the establishment and sustenance of cordial and hospitable surroundings for guests (Maya Angela Smith, 2019). Bilingual/multi-language features will enable the staff to connect without many barriers, understand the needs of the diverse group and provide custom-fit services that lead the visitors. The German language is from its origin being as one of the major European languages that are being spoken.




Slide 2
[image: ]
The Importance of German Language Skills
German, which is not limited to Germany but is spoken also in Austria, Switzerland, and a part of Belgium and Luxembourg. Like other languages in Europe, it is considered as one of the minority languages. Therefore, its strength would go along with the popularity of the brand among a wider audience base. Cases of its widespread use thus demonstrate its significance as language of business, culture, and communication (Pułaczewska, 2019).
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In a business German setting, titles are used to address someone (e.g., "Herr") and formal greetings are also periodically used.) and "Frau" (Mrs. /Ms.) italics and the initial of the last name are an accepted form of citation (Noelle and Strohschein, 2011). 
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Language Awareness in Hospitality
Multilingual workers add a personal touch to the guest service, and make guests more content and loyal through effective assistance and attention, which is a key to the global world. This room attendant with a good command of German will be able to greet all German speakers warmly, removing any communication barriers. Language awareness is not only the issue of verbal interactions, but it covers signage, menus, and promotional materials as well, which enhance the clarity and accessibility of our guests who are from all kinds of language backgrounds. 
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Overcoming Language Barriers
Training staff on basic German phrases of their own makes them capable of initiating a dialogue with visitors and help them out, even if they are not proficient in German. One instance, the all-time favourite demonstration of ours, is the waiter greeting a German-speaking customer with "Guten Tag" and offering a bilingual menu which testifies their attentiveness to the customer's local culture
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Embracing Multilingualism for Exceptional Hospitality
In conclusion, through the attraction of multilingualism and teaching workers language awareness, the accommodators can provide great services that will meet the expectations of their clients. Through the appreciation of the significance of languages such as German and the hiring of knowledgeable staff, hotels would be capable of satisfying the needs of the visitors in many ways, the quality of services could be improved.
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