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Component 1
During my Level 4 placement at the Leman Locke hotel, I witnessed a cultural misunderstanding between a German guest and a fellow food and beverage (F&B) employee during the dinner service in the hotel's restaurant. The incident highlighted the complexities of intercultural communication and underscored the need for cultural competence in the hospitality industry.
The scenario unfolded when the German guest, unfamiliar with some British dining customs, expressed dissatisfaction with the way his steak was prepared. He requested his steak to be cooked "rare," but due to a language barrier and different culinary expectations, the steak was served to him more cooked than he preferred. In Germany, "rare" (blutig) typically means very lightly cooked, almost raw, whereas in the UK, the same term can be interpreted with slightly more leniency. The guest, already frustrated by the miscommunication, became visibly upset, and the F&B employee, unsure of how to address the situation, struggled to find a resolution.
Cultural misunderstandings like this one can occur due to differences in language, non-verbal cues, and cultural norms. According to Hofstede's cultural dimensions theory, individualism versus collectivism and high versus low context communication are key aspects that can lead to misinterpretations (Hofstede, Hofstede, & Minkov, 2010). In high-context cultures, such as Germany, much of the communication is implicit and relies heavily on context, whereas in low-context cultures, like the UK, communication is more direct and explicit (Hall, 1976). This disparity can lead to misunderstandings, especially in service settings where expectations and standards vary.
Reflecting on this experience, I recognize the importance of developing several skills and making behavioural changes to prevent such misunderstandings in the future. Firstly, improving language skills is essential. While English is widely spoken in the hospitality industry, having basic knowledge of common phrases in other languages can greatly enhance communication with international guests. Studies have shown that even a minimal effort to speak a guest's native language can significantly improve their experience and perception of service (Lashley, 2018).
Secondly, cultural awareness and sensitivity training are crucial. Understanding the cultural backgrounds of guests and their dining preferences can help prevent misunderstandings. Engaging in cultural competency training can provide F&B employees with the tools to better navigate cross-cultural interactions. For example, learning about different culinary traditions and dining etiquettes can help employees anticipate and meet the expectations of guests from diverse backgrounds (Reisinger & Turner, 2003).
Lastly, developing active listening and empathy skills is vital. Actively listening to guests' concerns and showing empathy can de-escalate potential conflicts and lead to a more positive outcome. This involves not only hearing the words being said but also paying attention to non-verbal cues and emotional tones (Goleman, 2006). By fostering an environment of understanding and respect, F&B employees can build stronger relationships with guests and provide a more personalized service.
In conclusion, the cultural misunderstanding I observed during my placement at the Leman Locke hotel underscored the need for enhanced cultural competence in the hospitality industry. By improving language skills, undergoing cultural awareness training, and developing active listening and empathy, F&B employees can better navigate the complexities of intercultural communication and provide exceptional service to all guests.
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Component 2
Training Plan for Enhancing Cultural Competence in F&B Employees
Objective:
To equip all F&B employees at Leman Locke Hotel with the skills and knowledge necessary to effectively manage cultural misunderstandings and provide exceptional service to guests from diverse backgrounds.
Training Components:
1. Language Skills Enhancement
- Objective: Improve basic language proficiency in key languages spoken by guests.
- Activities:
- Language Workshops: Monthly workshops focusing on common phrases and culinary terms in German, French, Spanish, and Mandarin.
- Language Resources: Provide employees with language guides and mobile apps for quick reference (Bailey, 2020).
- Interactive Sessions: Role-playing exercises where employees practice taking orders and addressing concerns in different languages.
2. Cultural Awareness and Sensitivity Training
- Objective: Increase understanding of cultural differences and dining customs.
- Activities:
  - Cultural Briefings: Weekly briefings on different cultures, focusing on dining etiquette, common dietary preferences, and communication styles (Brown, 2016).
- Guest Speakers: Invite experts on cultural competence to share insights and experiences.
- Case Studies: Discuss real-life scenarios and solutions to cultural misunderstandings observed in the hospitality industry (Zopiatis&Constanti, 2007).
3. Active Listening and Empathy Development
- Objective: Enhance employees' ability to listen actively and show empathy towards guests.
- Activities:
- Workshops on Active Listening: Training sessions that focus on techniques for active listening, such as paraphrasing and reflective responses (Bodie, 2011).
- Empathy Exercises:Role-playing activities where employees practice responding to guest complaints with empathy and understanding (Gentry et al., 2007).
- Feedback Sessions: Regular sessions where employees can share experiences and receive feedback on their interactions with guests.


4. Continuous Learning and Improvement
- Objective: Ensure ongoing development of cultural competence among staff.
- Activities:
-Regular Assessments: Quarterly assessments to evaluate employees' progress in language skills and cultural awareness.
- Feedback Loop: Establish a system where employees can provide feedback on the training program and suggest improvements.
  - Recognition Program: Implement a recognition program to reward employees who demonstrate exceptional cultural competence (Lashley & Morrison, 2000).
Implementation Timeline:
Month 1:
- Launch language workshops and provide language resources.
- Begin weekly cultural briefings and schedule guest speakers.
- Conduct the first workshop on active listening.
Month 2:
- Continue language workshops and cultural briefings.
- Introduce empathy exercises and role-playing activities.
- Establish feedback sessions for employees.
Month 3:
- Conduct the first quarterly assessment.
- Gather feedback from employees and make necessary adjustments to the training plan.
- Implement the recognition program.
Evaluation and Feedback:
- Quarterly Assessments: Use assessments to measure improvements in language proficiency and cultural awareness.
- Employee Feedback: Collect regular feedback from employees to identify areas of improvement and ensure the training remains relevant and effective.
- Guest Satisfaction Surveys: Monitor guest feedback to evaluate the impact of the training on service quality.
This training plan aims to enhance the cultural competence of F&B employees at Leman Locke Hotel, ensuring they are well-equipped to handle cultural misunderstandings and provide exceptional service to a diverse clientele. By focusing on language skills, cultural awareness, active listening, and empathy, the hotel can foster a more inclusive and welcoming environment for all guests.
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Component 3
Self-Reflection on Cultural Awareness in the Hospitality Industry
Using Gibbs' Reflective Cycle (1988) as my framework, I will critically reflect on my understanding of the importance of cultural awareness within the hospitality industry. This model involves six stages: description, feelings, evaluation, analysis, conclusion, and action plan. Through this reflection, I aim to gain deeper insights into how my understanding has evolved and how I can continue to develop my cultural competence.
Description
During my Level 4 placement at the Leman Locke hotel, I encountered an incident involving an Italian guest that highlighted the significance of cultural awareness. The guest was unhappy with the speed of the dinner service, expecting a more relaxed, leisurely pace typical of Italian dining culture. The F&B staff, accustomed to a faster-paced service, were unaware of this cultural expectation, leading to dissatisfaction and frustration on the part of the guest.
Feelings
Initially, I felt a sense of discomfort and helplessness as I watched the situation unfold. I empathized with the Italian guest, who felt rushed and unable to enjoy his meal fully, and with the staff, who were merely following the standard service protocol. This incident made me acutely aware of the cultural nuances that can significantly impact guest satisfaction.
Evaluation
Reflecting on this incident, I recognized both positive and negative aspects. On the positive side, the situation served as a critical learning experience, emphasizing the need for cultural sensitivity. However, the negative impact was the evident discomfort and dissatisfaction of the guest, which could have been avoided with better cultural understanding.
Analysis
Before this experience, my understanding of cultural awareness was limited to basic etiquette and politeness. This incident deepened my appreciation of its complexity and critical importance in hospitality. As noted by Matveev and Nelson (2004), effective cross-cultural communication involves understanding the deeper values and norms that influence behaviour and expectations.
Through this experience, I learned that cultural competence is not just about avoiding misunderstandings but enhancing the overall guest experience. According to Bennett (2013), cultural awareness involves recognizing and adapting to different cultural expectations and practices. For instance, Italians often value a slower dining experience, where meals are savoured and social interactions are enjoyed, as highlighted by Hall (1976) in his research on cultural context.
Conclusion
The experience underscored the importance of continuous learning and adaptation. It is not enough to rely on initial training; cultural competence must be an ongoing process of learning and development. I realized the necessity of proactive engagement with cultural learning resources and seeking feedback to improve my interactions with guests from diverse backgrounds.

Action Plan
Moving forward, I plan to take several steps to enhance my cultural competence:
1. Engage in Continuous Learning: Participate in cultural awareness workshops and training programs regularly.
2. Seek Feedback:Actively seek feedback from peers and supervisors on my interactions with guests from different cultures.
3. Develop Empathy: Practice empathy by putting myself in the guests' shoes to better understand their perspectives and expectations.
4. Cultural Research: Study the dining customs and expectations of our key guest demographics to better anticipate their needs and preferences.
Conclusion
This reflection has significantly deepened my understanding of the importance of cultural awareness in the hospitality industry. By continuously developing my cultural competence, I can contribute to creating a more inclusive and welcoming environment for all guests. The insights gained from this experience will guide my future interactions and professional development.
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FOCUS LANGUAGE: SPANISH

- Where is Spanish Spoken?

- Spain, most Latin American countries (e.g., Mexico, Argentina, Colombia), and
parts of the United States.

- Widely spoken as a second language globally.
- Difficulty Level
- Spanish is considered relatively easy for English speakers.
- Simple pronunciation and grammar rules (Lightbown& Spada, 2013).
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POLITENESS IN SPANISH BUSINESS CONTEXT

- Formal Address
- Use "usted" instead of "tu" for formal situations.
- Titles are important, e.g., "Sefor" (Mr.), "Sefiora" (Mrs.), "Sefiorita" (Miss) (Méndez
Garcia, 2010).
- Personal Space and Greetings
- A handshake or kiss on the cheek is common.
- Indirect Communication
- Spaniards may use more indirect language to be polite.
- Avoid overly direct or blunt language (Lewis, 20086).
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PRACTICAL EXAMPLES IN HOTEL INDUSTRY

- Language Training Programs
- Offer regular Spanish language classes for staff.
- Use language learning apps and resources.

- Cultural Workshops

- Conduct workshops on Spanish culture and business
etiquette.

- Invite guest speakers for immersive learning experiences.
- Feedback and Continuous Improvement
- Gather guest feedback on language services.

- Continuously update training materials based on feedback
and new insights.
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CONCLUSION

- Multilingualism and language awareness are crucial for enhancing guest
satisfaction and operational efficiency.

- Focusing on Spanish, we see practical ways to implement these skills at
Leman Locke Hotel.

- Call to Action

- Let's commit to improving our language skills and cultural awareness to better
serve our diverse guests.
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We will focus on the benefits for hotel staff and
provide practical examples, using Spanish as
our reference language.
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BENEFITS OF MULTILINGUALISM

- Enhanced Guest Experience

- Guests feel more comfortable and valued when addressed in their native
language.

- Increases guest satisfaction and loyalty (Liu, 2016).
- Improved Communication

- Reduces misunderstandings and errors in service.

- Facilitates smoother operations (Dewaele& Wei, 2012).
- Competitive Advantage

- Attracts a broader clientele from
diverse backgrounds.

- Enhances the hotel's
reputation and marketability
(Riemer, 2007).
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IMPORTANCE OF LANGUAGE AWARENESS
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- Understanding Cultural Nuances
- Awareness of language differences help in understanding cultural contexts.
- Prevents potential cultural misunderstandings (Byram, 1997).
- Professionalism and Politeness
- Knowing what is considered polite or impolite can impact guest relations.
- Demonstrates respect and cultural sensitivity (Spencer-Oatey, 2008).
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