


Component one- Professional reflection 
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Dinner time in the hotel’s restaurant, we had a marriage proposal. Both were guests of our hotel, and they choose to book a table to celebrate. We decided to surprise them with a bottle of champagne, and we took it to the table to congratulate them. They looked surprised but at the same time offended. They told us that they are Muslim, and they are not allowed alcohol due their religion. We have been asked to remove the bottle and told that they were touched by the gesture but can certainly not accept it. 
I realised that even though we are instructed to treat everyone in the same way, the unseen religious component often leads to confusing situations between persons with diverse backgrounds (De Casadevante, 2023). Religion and culture go together and are inseparable and in hospitality industry is necessary to be familiar with the most important aspects of divergent backgrounds to be able to be empathetic with it. (Beech, 2023) 
The way I see it cultural misunderstanding occurs when a gesture, a word, a social behaviour, intended or not, leads to complications and miscommunications between people from unusual backgrounds. These can go from mild annoyance to extreme anger. I realised that when individuals from unfamiliar cultures engage can reveille awkwardness in understanding each other’s emotions, norms, expressions, or religion. (Subramoney, 2024) We tend to stereotype, to think that our ethnicity is superior to others, to make false assumptions without knowledge of everyone’s customs, to analyse different any body languages or facial expressions. All this can lead to cultural misunderstandings. (McGee, 2019) 
To avoid our restaurant misunderstanding we needed first to revise the guests check in data and verify their traditions, religion and any indicators that can highlight that offering that attention would not offend or insult in any way. To prevent general culture confusions, we must learn about numerous nationalities and civilisations norms before engaging in a conversation with an individual from a different background. Picking up simple words or phrases in someone’s native language also helps a lot. As well as keep a respectful distance, make brief, frequent eye contact, speak slowly and use simple language and address the person politely by their surname. (Henry et al, 2020) Also, we need diversity training to be educated about distinct cultures, how to put them in practice and we need to learn from each other experience with all diverse guests, coworkers, or friends. In addition, organising celebrations for all religious significant dates in our workplace can be an opportunity to gain experience, learn about other civilisations, and make everyone feel welcome at the same time. (Hinnenkamp, 2023)
To create diversity in workplace and in general we need to develop an open mindedness for everyone. Also, to have a substantial knowledge about our own culture and how it influences our communication values, style, and expectation, to be able to identify the strengths, weaknesses, and the possible origins of misunderstandings. Communication skills are essential in cultural diversity. Adjusting our language, tone, and gestures to match formality and politeness will originate credibility and reduce the risk of offence. (LinkedIn,2024) Another important skill that can sustain cultural competence is the ability of being patient. This give you the possibility of listening carefully and be empathic with others to create a positive climate.
 Based on my personal experience be open to change and willing to learn are the two crucial skills in preventing cultural misunderstanding. Taking time to learn about the culture of our colleagues and customers by reading books, attending cultural events, or just asking questions, can be beneficial in educate us about different civilisations. This way we can understand them, and we can respond to specific situations, like the one describe at the beginning of this document, in a particular way. Also, we can avoid uncertainty and negative impact for them and at the same time for us and our company. (Hinner, 2017)
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To avoid any cultural misunderstanding a training plan for our employees must be implemented to ensure they are appropriate equipped to deal with any similar situations. First step must be done before actual hiring the people. In the job description should be specified that we are for persons with foreign languages knowledge, open mindedness, flexibility, and effective communications. Finding the right candidates with a wide range of desired skills will open a path to an effortless way to successfully implement a cross-cultural training to prevent frustration and stress between people due to a lack sensitivity to cultural norms. (Savin & Cosma, 2020)
First step is to assess the company culture to provide the values, behaviours, and norms within the organisation. This can be done through surveys to gather data to reveille in which areas the personnel need cross-cultural training. Also, through analysing the employees feedback, performance statistics and past intercultural incidents (Adekola & Sergi, 2016). 
Second, the most important aspect of training is to build awareness to recognise that differences exist and to find a way to allow us to gain control of our actions and behaviours and adapt them to each other’s. A perfect way to achieve this is to implement plans that summarise online sources, periodic lectures, meetings with presentations about distinct cultures, recommend books and journals for extra data. Also, organise gatherings with people with unusual backgrounds to create a special and casual environment for them to interact and exchange opinions, expectations, experience and to practice having a dialogue with persons with not so good language knowledge. (Neverlien, 2022)
Third, create open lines of communications to encourage continuous learning, where employees can have respectful and transparent discussions. This way they will improve their active listening, any communication problems and learn about each other’s experience and customs. (Kivenzor, 2018)
Training should also include examples of language that is not appropriate and let everyone know how important is to use of the right words and phrases. Give specific examples and explain why they are unacceptable so employees can develop a better understanding. Some verbal expressions can be fine for us but for other culture can be offensive (Minja et al, 2023). By creating a cultural wellbeing team to oversee that everyone is feeling comfortable to speak up about unacceptable behaviours and language, the company gives the opportunity to each person to be empowered, respected and to be part of process of shaping an inclusive and diverse multicultural environment. (Henry et al, 2020)
Another part of training can include overseas business trips and by rotation people can attend different delegations to foreign countries locations to gain new perceptions from their workplace about local behaviours and norms. 
Not all of us know about religious or national heritages of our colleagues or guests. Planning celebrations for the most important dates, significant for diverse backgrounds, as part of training plan, is an opportunity for people to interact and know each other. These activities can boost their morale and trust, build connections, knowledge and make a path to break stereotypes or the wrong perception of unusual backgrounds, religions, and societies. 
All these methods of delivering cultural awareness must provide flexibility to ensure wider participation and engagement. It needs to be accessible for all people and to cater to different learning styles and preferences. 
The last step so this training plan to be complete is to evaluate the results to see if it was effective and what impact had on the employee’s behaviour. Also, to reveille the necessary improvements to build a perfect capability for navigating through cultural differences in workplace. (Zhou, 2021)
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A current trend that is having an impressive impact on the hospitality industry is globalisation. Today I have seen people from different background working together, sharing the same passion, and thriving for the same goals within the companies. Having diversity is bringing new perspective, ideas, and points of view in a business but also a risk of cultural conflicts. (Malik, 2017) I have seen, during my long time working in the industry multiple cases of cultural misunderstandings. Hospitality is a continuous culture exchange between employees, employees and guests, and between guests themselves. Engaging through discussions, when booking a room or ordering a meal, or even to an open and relax dialogue, they can share specific cultural perceptions arising from their history, cuisine, traditions, music, and appearances. (Hornsby, 2020) That is why I think that cultural awareness is essential and should be implemented from the first shift. Because people have unique way of understanding facts, norms, and language, and from the lack of knowledge, a respectful discussion or a friendly talk can lead to minor conflicts or to extreme anger. (Channel 1, 2021) 
But I was not thinking always like that. Before I came to this country, I did not have many interactions with people from another background. So, everything I knew about different societies I learned from news, books, or school information. My opinions were form based on stereotypes that were formed with time. Coming to UK was a complete shock for me. All my perception about other cultures took an essential turn. Beside realising that I was wrong to stereotype persons without researching first or get to know them, I faced this diversity through my workplace, where I met incredible people with amazing traditions, norms, and languages.
 I realised that having cultural awareness, I can make others feel respected, valued, and supported for who they are. Also, I discovered defining characteristics of different cultures, the way I can adapt to its demands and changed my attitude toward diversity and inclusion. (Lu & Wan, 2018)
The experience that I described, relating to the couple that were celebrating their proposal in marriage, among others experience regarding cultural misunderstanding that I was involved in, made me aware that not everything you see, think or feel is right for everyone. I learned that first you check and then you act, making sure your actions do not hurt or humiliate. Also, I felt disappointed that I did not have enough knowledge. 
For me now having culture awareness is crucial. It made me aware that a person’s culture is not just the way they eat, dress, or the colour of their skin. (Sharma, 2018) It is also about religion, traditions, experiences, and everything is not seen through our eyes. I am not afraid anymore to ask questions, to go to different venues with diverse food or activities and to listen to remarkable stories or life experiences from a foreign background. This way I can discover and appreciate other people’s values, beliefs, and customs, and we can get together without judgement or prejudice. (Henry et al, 2020)
Being part of lots of cultural misunderstanding inspire me to join this course and to research more about different cultures to make me able to avoid misjudging someone who is different, to learn how to communicate and build a stronger relation with the others and to make it easy for me to explore the world through its people culture. I am sure that being more cultural aware I am part of people who are contributing into make the world a better place. 
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