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Currently, I am employed in the Food and Beverage (F&B) section of the Premier Inn, Castle Marina, which is situated in the city of Nottingham. Upon a particular occasion, a customer of a different ethnic background contacts the food establishment's customer service department to inquire about vegetarian options. At some point every step of the process, a cross-cultural misunderstanding develops, and it has to do with language and food.
Because the guest comes from a culture where being vegetarian is typically associated with religious beliefs, they have particular expectations about how the meal will be prepared. On the other hand, I may be serving someone a dish that does not fit their tastes since I am part of the eating and drinking service and am thus oblivious to these economic and social nuances. Misunderstandings across cultures could arise due to a variety of factors, including differences in communication styles, language barriers, and cultural norms. The guest may try to avoid directly addressing eating habits by using indirect references or making assumptions about them (Pusiran et al., 2020). This can lead to my confusion.
Modifications to behaviour and self-reflection:
In order to prevent such misunderstandings across cultures in the future, I need to work on honing the following skills:
· Cultural awareness programs: It is recommended that individuals take part in programmes that focus on intercultural awareness for the purpose to acquire a more in-depth understanding of the varied trends in habits, culinary habits, and forms of interpersonal interaction that are linked with different societies. Due to the fact that this has occurred, I am going to be more prepared to identify any cultural nuances that may be present in my interactions with visitors.
· Language proficiency: Improving my ability to speak foreign languages is one of my top priorities, and I want to become better at understanding and interpreting culturally specific expressions related to food preferences. Therefore, as a consequence of this, I am going to equipped to effectively communicate with guests who represent a wide range of backgrounds and experiences.
· Creating a schedule for learning: Establish a routine of practicing paying close attention with the goal to improve your ability to understand the things that are significant to the people who are visiting your site (Ghosh and Jhamb, 2021). By giving careful consideration to every aspect of my appearance, I am enabled to ensure that I possess a comprehensive comprehension of the requirements that they have of me.
· Clear communication: For the purpose of validating the choices of the customers, it is essential to ask explanation questions whenever there is confusion. In order to guarantee that their standards are met, it is essential to inquire in a courteous manner about any specific dietary restrictions or cultural queries that these individuals have to deal with. Inspire those who attend to be candid about their choices by setting up an exchange of thoughts with them. There are a number of plausible approaches available for achieving this objective, including in-person contacts, written feedback, and questionnaires. In the event that I make a conscious effort to solicit feedback, I will be able to consistently improve my understanding of the numerous needs that visitors have.
When I apply these changes and keep improving my skills, I can help make Premier Inn, Castle Marina a more welcoming and respectful place to work for people of various backgrounds and interests. The chance of visitors suffering from cultural misconceptions will be reduced as a result of this activity (Giousmpasoglou and Marinakou, 2021).
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The training plan has been created based on the above stated scenario. The elements of the plan are explored as follows:
Objective: The objective of this training plan is to learn required skills so that I am able to avoid cultural misunderstandings in the near future.
Components of training
The elements of the training program have been stated as follow:
Cultural awareness training: The approach for the classroom instruction of workers will begin with the implementation of a comprehensive cultural literacy campaign as its launching point. Employees are provided with the chance to learn about the many customs and standards of culture that come with interacting with customers throughout this training. It will be crucial to have an in-depth understanding of the complexities linked with various cultures in order to foresee and manage such misunderstandings.
Enhancement of language skills, encompassing: As part of the training programme, employees will participate in communication sessions to enhance their ability to comprehend and meet the needs of customers with a variety of language preferences (Kukreti and Dani, 2020). The major focus of this portion of the curriculum is going to concentrate on gaining an awareness of culturally unique expressions, especially with relation to inclinations for food preparation. This attempt is being undertaken with the intention of ensuring that all aspects of the workforce have the capacity to engage effectively with guests who represent a wide range of different ethnic categories.
Methods including active learning: Paying close attention to what visitors have to say is of the highest significance in order to comprehend their preferences. As part of the training agenda, there are going to sessions presented on various methodologies for active listening. The importance of carefully observing both spoken and unspoken signals will be stressed in these workshops. Through the utilisation of realistic scenarios and exercises, the staff will develop the skill of identifying nuanced cues that could convey cultural preferences.
More efficient methods of explanation: It is intended to give personnel with education on the technique of answering clarifying inquiries in circumstances when there is doubt about the desires of customers (Bhardwajc and Jyoti, 2022). This training will be provided in the future. By providing them with concrete examples, this classroom instruction aspect will help employees learn how to ask questions in a polite and self-assured way. We want to foster an environment of forward-thinking interaction in order to reduce the occurrence of misconceptions.
Putting the feedback loop into practice: It is anticipated that the construction of an exchange of information with guests would be among the key elements of the training plan. Personnel will get instruction on the value of directly requesting consumer opinions on what they experienced throughout their stay. Employees will get a valuable resource for understanding and meeting the diverse needs of visitors when they provide them with this input.
Constantly assessing and enhancing performance: The training programme for employees will stress the importance of regular self-assessment and professional growth. Around the year, there will be reviews and training sessions to make sure that workers keep their cultural competency and capacity to handle different situations up to date (Sihombing, 2021). With this ongoing dedication to growing and gaining knowledge, Premier Inn, Castle Marina will be able to contribute to the construction of an environment that is closer to culture and friendly to clients from all different kinds of life experiences.
Implementation of plan
The training plan will be implemented with the use of following steps:
The initial step will be to schedule the training and learning programs in advance so that I can accommodate my availability to join as much programs as possible.
The next step is to use different training methods and collaborate with different experts so that understanding can be facilitated.
The last step will be to share experiences with others so that a collaborative environment can be created.
Monitoring and continuous assessment
This is the last step which includes continues monitoring of the entire program though comparison of actual outcomes with the set standards. This will allow to analyse the deviations and take necessary steps.
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As part of my thoughtful discussion on the significance of cultural comprehension in the restaurant and hotel industry, I will use Gibbs' Reflective Cycle.
Description:
When I first started working in the hotel sector, my understanding of the cultural differences that exist there was inadequate. Recognising the importance of cultural variation in influencing visitors' tastes and deadlines, I engaged with them based on conventional norms.
Feelings:
With the growing frequency of cultural misunderstandings, I realised the importance of being cognizant of multiple cultures. I only became motivated to enhance my talents when I recognised that these attitudes could diminish the level of satisfaction that visitors experience. Upon this realisation, I felt an irresistible urge to dedicate myself to enhancing my skills.
Evaluation:
My little cultural expertise has hindered my ability to effectively and efficiently interact with travellers. I require to enhance my cultural sensitivity. Based on my personal experiences, I have reached the conclusion that this is something I have realised. An imperative lies in the adoption of a more nuanced and personalised strategy, rather than embracing a one-size-fits-all plan. This is because the plan will be essential. Consequently, the likelihood of success is increased. This remark is justified by the diverse nature of the hospitality sector, which encompasses various facets. Having a comprehensive knowledge of diverse cultures is not only courteous, but also advantageous in providing a personalised and well-received service to individuals.
Analysis:
I have come to learn via my personal experiences that cultural understanding goes beyond surface barriers. I now possess the ability to understand this specific facet of the problem. Given previous events, I have come to the conclusion that this is the most logical explanation. In order to achieve the objective of this activity, it is crucial to possess a comprehensive understanding of human interactions, culinary expertise, and cultural customs. In a 2020 study conducted by Markkanen and colleagues, it was found that previous experiences have shown the importance of having both language competency and the ability to recognise non-verbal cues in order to prevent misunderstandings. This was exemplified by the fact that prior experiences yielded evidence supporting this assertion. 
Conclusion:
It is possible to conclude that interacting with individuals from diverse cultural origins can be a good experience. Given its impact on consumer enjoyment and service quality, I have recognised the importance of this component. This component is responsible for both of these occurrences. Regarding the strategy implemented by my hotel, it is crucial to offer a hospitable reception to individuals from many cultural backgrounds. 
Strategic Plan:
In order to attain success, I have devised a strategic plan to enhance my knowledge and skills, so facilitating my progress towards my objective. This plan was devised with the intention of attaining the objective that I have established for myself. I have set several important goals for myself, with the primary focus being on enhancing my skills in intercultural communication, advancing my language proficiency, and showcasing a sincere interest in and understanding of diverse ethnic cultures. I have established these goals for myself. Moreover, the improvements I have made will not only benefit my career advancement but also help the overall functioning of the hotel. This is due to the fact that they will be advantageous for both the hotel and the employee. 
Personal impact:
This contact has greatly changed my perspective on the ability to understand diverse civilizations. This transition has occurred as a result of the implementation of novel information. Specifically, this is attributed to the profound influence that each of these incidents has had on my personal perspective. Adeani et al. (2020) argue that cultural competence is crucial for the success of business owners in the tourism sector due to the ever-changing nature of the industry and the presence of a wide range of tourists. This is due to the diverse backgrounds of various tourists. More precisely, the continuous advancement of the tourism business is the underlying explanation for this phenomenon. Consequently, it is crucial for me to continuously improve my performance in this area. The reason for this is because our clientele has diverse demands, and I aim to ensure that each and every one of them will have an exceptional encounter.
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The study offers an analysis of the advantages of being able to speak multiple languages, in addition to providing options for training. Training is of the utmost importance to have an awareness of multiple linguistic cultures and an understanding of their consciousness. A sample of the German language is presented in this presentation as an example.  A discussion about the significance of displaying politeness in a professional environment
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Superior support to consumers:

Guests perceive a heightened feeling of warmth and gratitude when communicated with in their own language. Barcelona hotels that have multilingual staff are capable of accommodating a diverse clientele and fostering more robust partnerships.

Elevated Level of Guest Contentment:

Providing assistance to guests in their native language enhances their overall experience while they are visiting. An example could be a hotel employee in Paris who has a high level of proficiency in the French language. This individual has a deep understanding of the preferences of guests who speak French.




Reaching a Global Audience:

Hotel staff who possess a high level of proficiency in multiple languages are able to efficiently accommodate a significant volume of customers. The hotel workers in Berlin are proficient in both German and Mandarin languages. Its main emphasis is on luring international tourists who stay in hotels.

Being Culturally Sensitive:

Cultural awareness refers to having a deep understanding and knowledge of different cultural practices, beliefs, and values. Staff workers who possess proficiency in numerous languages have a heightened comprehension and admiration for cultural nuances. Italian-speaking staff in Rome would have a distinct advantage when communicating with locals due to the language barrier.
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Clearly expressing one's thoughts:

The ability to speak multiple languages fluently helps to ensure that guests are satisfied by preventing any confusion that could potentially damage their experience. Because they have received instruction in German business manners, hotel personnel in Vienna, for example, are able to communicate effectively with local corporate clients.

The Importance of Etiquette in a Professional Context:

When interacting with people from the organisation, it is crucial to know how to be polite and professional at the appropriate times. In order to highlight this point, it is considered polite to address guests in a professional manner by using the German word "Sie" when conducting business in a hotel in Zurich. In addition to demonstrating competence, this communicates respect.

Developing a Trusting Relationship:

The capacity to connect with guests on a personal level through the use of language contributes to the creation of an experience that is unforgettable. For instance, a hotel in Madrid would go out of its way to ensure that its guests have a pleasant experience by employing staff members who are able to communicate in Spanish.

Resolving Problems in an Efficient Manner:

It is necessary to have a high level of linguistic comprehension in order to resolve the concerns of visitors in a manner that is both respectful and professional. Staff members at a hotel in Lisbon, for example, who have undergone training in the Portuguese language are better equipped to empathise with clients and resolve any complaints they may have.
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It is possible that native English speakers will find the differences in syntax to be particularly problematic. The degree of difficulty that individuals experience when it comes to learning might vary greatly. There is a large quantity of materials and language classes that are available, which is the flip side of the coin.
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Language challenges in hospitality industry
The hospitality staff can face certain challenges in the industry which can include following:
Linguistics differences often reflect levels of formality and communication styles which changes with the cultures

Misinterpretations are common among staff if the language differences are huge
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When addressing persons, it is considered acceptable to use official names and to identify them with the proper nicknames. An establishment in Munich would do well to show its business guests the greatest of courtesy by calling them "Herr" or "Frau" before their final name. Educating hotel employees to be fluent in other languages improves service for guests, encourages them to be sensitive to other cultures, and helps the tourism industry attract and retain a broad international customer.




Slide 9



The determination of linguistic culture and awareness is of the utmost importance. It is possible to determine cultural awareness by using the German language as an alternative. Language proficiency is of the utmost importance. The importance of communication in the corporate world cannot be overstated.
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Cultural diversity is a concept

which states the presence of

different cultural groups and

differences in communities,

societies and organisations based

on factors like ethnicity, values,

beliefs and traditions etc.
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Superior support to consumers: 

Communicating in a guest's native tongue makes 

them feel more at ease and appreciated. Staff members that are bilingual in 

Spanish and English

Elevated Level of Guest Contentment: 

Helping tourists in the language they speak is 

a great way to make their stay more enjoyable for everyone. 

Reaching a Global Audience: 

With employees fluent in more than one language, the 

hotel can advertise to and interact with a diverse group of potential guests. 

Being Culturally Sensitive: 

Staff members who are fluent in more than one tongue 

are often better able to comprehend and respect cultural differences. 
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Expressing Ideas Clearly:



Staying fluent in many languages helps keep guests happy by avoiding any 

confusion that might ruin their experience. 

Custom in a Business Setting:



In company interactions, knowing how to be nice and professional at the 

right times is essential. 

Establishing Trust:



The ability to connect with visitors on a personal level via language helps 

create an unforgettable experience. 

Effectively Resolving Issues:



Resolving visitor concerns in a respectful and professional manner requires 

a high level of verbal understanding. 
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Where exactly is it said? 



The chosen language is German which is used in the Swiss nation, 

Liechtenstein, Luxembourg, and Deutschland as these are the most 

populous German-speaking countries.

Can one easily learn it? 



Different people have different levels of learning challenges, however 

native English speakers may find the syntax variations particularly taxing. 

However, the language is found challenging to be learnt by people.



On the other hand, there is a large availability of materials and language 

classes which can used by people to learn the language.
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INDUSTRY



These etiquettes can demonstrate exceptional services of the staff and create 

positive guest experiences



The body language and facial expressions of staff are considered as a part of 

language in hospitality industry



Politeness is a basic manner which every staff in hospitality needs to have
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

The staff should use official names and

identify them with the proper nicknames

so that guest can be made feel welcomed.



In Munich - "Herr" or "Frau" before their

final name which makes them feel

respected as these are the terms which

are most commonly used in German



Educating hotel employees to be fluent

in other languages improves service for

guests and make them more comfortable



It demonstrates sensitiveness to other

cultures
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ONCLUSION



It is essential to determine language culture and awareness



With example of German language, cultural awareness can be determined



Multilingualism is essential in hospitality industry as the staff has to cater 

different individuals on an everyday basis. 



It is important to focus on communication, linguistic barriers and body 

language in businesses like hospitality industry.


image10.emf
R

EFERENCES



Adeani, I.S., Febriani, R.B. and Syafryadin, S., 2020. Using

GIBBS’reflective cycle in making reflections of literary

analysis. Indonesian EFL Journal, 6(2), pp.139-148.



Bhardwajc, A. and Jyoti, D., 2022. Impact of Internship on the Perception

and Personality Development of the Students in Hotel

Industry. INTERNATIONAL JOURNAL OF SPECIAL EDUCATION, 37(3).



Ghosh, P. and Jhamb, D., 2021. How is the influence of hotel internship

service quality a measurable factor in student interns’ behavioral intentions?

Mediating Role of Interns’ Satisfaction. Journal of Teaching in Travel &

Tourism, 21(3), pp.290-311.



Giousmpasoglou, C. and Marinakou, E., 2021. Hotel internships and student

satisfaction as key determinant to career intention. Journal of Tourism

Research, 25, pp.42-67.


image11.emf
T

HANK

Y

OU


image1.emf
BMIH5003 F

OREIGN

L

ANGUAGES

& C

ULTURAL

A

WARENESS

TRAINING PRESENTATION


