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Task 1
[bookmark: _Toc166515637]Component 1: Professional reflection
I have had a bad experience while performing as an F&B employee in a private hotel in the hospitality industry of the UK. The clash between the French guest and myself would be listed as one of the most memorable incidents of my life as it happened at the initial stage of my professional career. Now coming to the incident, I was working as an F&D employee in a reputed hotel after completing my academic career in business management. My lack of knowledge about foreign languages and culture was the main reason behind the incident. A French guest ordered a dish with 'sauce' for dinner. I had no knowledge about that in French 'sauce' often referred to as the savoury sauce. In general, I assumed it was an order of syrup and served their dish with maple syrup and it started to begin conflicts and dissatisfaction with the guests (Ndiuini and Baum, 2021). Initially, I was unaware of the mistake and did not find their disappointment to be one of the reasons behind the negative feedback for the organisation from international clients. They have told me about the issues while delivering the dish. However, I did not understand the issue as I did not know French as well. These guests were very polite and thus I did not find any issue with my mistake and serving. However, in the end, they encountered a fault with the manager and then I was able to know about the incident that had happened to me (Nimri et al., 2021). These cultural differences might be listed as the major reasons behind the different culinary norms and language differences while dealing with international clients in the hospitality industry. To resist such incidents, I am now able to speak various languages fluently as I have understood that language barriers might be one of the major obstacles for me in the hospitality and hotel industry. Besides that, from my overview, I can now suggest that businesses might provide language training options to their staff and try to construct clear communication channels for them to deal with international clients where languages might not be a barrier for individuals (Bulchand, 2022). It would be helpful for individuals to express guest preferences and clarify their orders effectively by understanding their words and expressions effectively. This might mitigate misunderstanding in the future and enhance guest satisfaction effectively by fostering a culturally sensitive environment within the workplace. This particular incident has reflected a lot on me to identify the importance of foreign languages in the hotel industry to dealing with international clients. I have decided to focus more on learning new foreign languages in the future as it will help me to understand the guest's orders and expressions along with cultural initiatives effectively. Along with it might have a great positive impact on my professional career as it will offer a wide opportunity to join renowned hotels in the tourism and hotel industry effectively. Thus, to resolve future cultural misunderstandings like this, effective knowledge of foreign languages and cultural values would be the best solution for me. 

[bookmark: _Toc166515638]Component 2: Training plan
[bookmark: _Toc166515639]1. Introduction
Knowledge of foreign languages and effective communication are essential in doing a job in the global hospitality and hotel industry. To mitigate language barriers, integrating seamless interaction with guests and communicating with international guests this training plan is being presented to boost the employee performance effectively. 
[bookmark: _Toc166515640]2. Assessment for identifying needs
Before conducting a training session, an effective understanding of the needs and requirements of employees based on individual requirements is essential. Thus, a diverse solution for boosting language skills can be implemented within a business by assessing the needs initially. For example, an individual knows French well but struggles a lot with communicating with Chinese while other nights differ from this requirement (West et al., 2021). 
[bookmark: _Toc166515641]3. Language Training Modules
3.1 French
1. Pronunciation practice with basic French language fundamentals. 
2. Common phases are learning options with vocabulary related to the hospitality industry.
3. Various role-playing scenarios to stimulate interactions with French guests. 
3.2 German
1. Structure and grammatical knowledge in the German language.
2. German vocabs based on hotel operations such as guest dealings, dining and others. 
3. Cultural insights on German etiquette and customs to improve their preferences and needs. 
3.3 Chinese
1. Mandarin basics about the Chinese language such as essential phrases for hospitality.
2. Training on cultural sensitivity to understand Chinese preferences and customs.
3. Writing styles to deal with commonly used characters. 
[bookmark: _Toc166515642]4. Training delivery
I think interactive workshops might be the best solution for training delivery systems while enclosing various online modules open for employees on their self-learning and review would be another better option for them. Besides that, language-enhancing programs based on conversational skill development and cors developmental collaboration will be used to support a learning workplace(Groot and Davis, 2021). 
[bookmark: _Toc166515643]5. Assessment and support
Regular assessment of language proficiency along with peer monitoring programs will be organised by the company to boost the language skills of their employees. Apart from that, continuous professional development opportunities might be more supportive for individuals to engage more in learning new language skills effectively.
[bookmark: _Toc166515644]6. Training on cultural sensitivity
Making employees aware of cultural nuances along with various communication styles in French, Chinese and German culture would be followed by the company. Behind this, the company will guide their employees to respect all cultural norms related to tripping, dining and personal space (Cohen et al., 2020). 
[bookmark: _Toc166515645]7. Feedback evaluation and continuous improvement
Solicit feedback from both staff along international guests will be evaluated to measure the improvement of language skills of the employees within the workplace. Based on the valuation necessary training will be provided to them to boost their understanding and language proficiency and cultural understanding more in the future. 
[bookmark: _Toc166515646]8. Conclusion
This component has been constructed to outline a staff training plan on behalf of a hotel business to enhance the language skills of their staff effectively. French, Chinese and German have been used as the most effective foreign language to learn by staff in the hotel business. All of the necessary steps of the training have been planned effectively in this component and evaluated with a great description.


[bookmark: _f3ueeeh1n5l6][bookmark: _Toc166515647]Component 3: Student self-reflection
Driscoll’s Reflective Model
Description (What?) 
Driscoll’s Reflective Model has provided me with valuable insights into the understanding of cultural awareness within the hospitality industry. Personally I feel cultural awareness is extremely important in eliminating language barriers within any type of industry. Embracing cultural awareness has the capability of enhancing customer satisfaction since the customers feel a sense of respect. Since the hospitality industry is a union of various cultures, appreciating cultural differences plays a significant role. Intercultural awareness has the capability to create authentic customer experience thereby promoting inclusion. Cross-cultural knowledge enables an organisation to build positive interactions and helps in the mitigation of organisational challenges. Inclusion and diversity promote understanding between cultures and results in a harmonious global community. Additionally, I believe, the hospitality sector has the power to preserve rich cultural heritage and aims in the conservation of traditional beliefs. Through this self-assessment method, I have felt the importance of foreign language and its significance in the hospitality industry (Janse, 2024). 
Evaluation and Analysis (So what?) 
Initially, I used to think having a strength in the global language which is English spoken by the majority of the population is enough. However, my mindset has completely changed over time after the incident that happened to me. Formerly I assumed that sauce within the French Community is completely different from other countries. Being an F&B employee at a private hotel I thought sauce in French meant a simple maple syrup thereby resulting in dissatisfaction among guests. Since our company fosters a culture of providing and accepting feedback, I have gained knowledge regarding the various cultural dimensions that lie throughout the globe. Through such unexpected experiences during my days as an employee, I have analysed that cultural awareness is essential in navigating through complexities. I have learnt that if I had a basic knowledge of French this kind of incident could have been avoided. Furthermore, I have evaluated that I need to foster a culture of continuous learning and development which would help me stay ahead of the potential risks that might arise. I gained valuable insights into the importance of cross-cultural dimensions which would be favourable for my career growth as well as the company growth (Joseph, 2023).  
Action Plan (Now What?) 
The overall experience was important for me to understand the value of diverse cultures since this incident made me aware of the rich French culture. Through Driscoll’s Reflective Model, I have learnt that I need to invest a lot of time and effort in several courses. I would enrol in courses which would help me understand the French language in a better way and easily. Applying in various online courses which aim at teaching French to candidates would be favourable for the overall success of the private hotel. Furthermore, I believe my lack of knowledge regarding French could be turned into a potential strength with the adoption of continuous learning and practising. 




[bookmark: _Toc166515648]Component 4: Training presentation
[bookmark: _Toc166515649]Introduction
[image: ]
This language awareness training presentation has been constructed to train staff and popular foreign languages. The benefits of multilingualism and the importance of language awareness will be mentioned. The following presentation will be based on the learning of French as individuals from France visit more in the UK tourism compared with others. 
[bookmark: _Toc166515650]Benefits of multilingualism
[image: ]
In dealing with diverse guests in hospitality multilingualism is very essential. For example, French is spoken everywhere in Belgium, Switzerland, Canada and others. Learning a foreign language to become multilingual would open a wide opportunity for individuals to connect with guests from various regions easily (McKinney et al., 2024). 
[bookmark: _Toc166515651]Importance of language awareness skills
Spreading language awareness skills is very essential to make employees working in the hospitality industry more aware of the importance of dealing with international clients fluently. Besides that, language is the most essential carrier to understand the needs and demands of the next person. 
[bookmark: _Toc166515652]Difficulties in Learning French
[image: ]
Learning French is moderately difficult for individuals who are English speakers. It has a variety of complexity in pronunciation as well as grammar compared with English. Effective dedication and more practice can easily fight against the difficulty of the language. Thus, a clear focus on learning might reduce the time of learning French (Maheshkar and Sharma, 2018). 
[bookmark: _Toc166515653]Politeness and impoliteness in a business context
Politeness in consumer service is very essential in the hotel industry for business interactions. For example, in the French language addressing someone with 'Madame' or 'Monsieur' might show respect to the listener. Impolite behaviour includes rude behaviour with guests along with the usage of informal language and interrupting guests during the conversation (Abramson and Moran, 2018). 
[bookmark: _Toc166515654]Polite gestures to adopt
[image: ]
‘Comment puis-je vous aider?' demonstrates polite manners by staff on attentiveness that means 'How can I help You?' in English. Besides that, 'Merci Beaucoup' is another polite expression that means 'Thank you very much' in English. Thus, providing language support in French might be dedicated to the excessive guest comfort on their travels (Christiansen et al., 2020). 
[bookmark: _Toc166515655]Impolite behaviours to avoid
Some impolite behaviours are strictly prohibited by staff in the Imperial London Hotel. For instance, using 'tu' instead of using 'vous' would be listed as the impolite and informal language in hospitality. Too loud speaking with guests along with behaving rudely would be the impolite behaviour of staff to the international guests (Aronin, 2022). 
[bookmark: _Toc166515656]Example
Imperial London Hotel offers a French language training programme to their staff. It is highly helpful for the employees of the company to enhance guest interactions and cultural understanding effectively. For instance, elevating service standards mostly while dealing with French guests this training programme was very helpful for the company. It has easily fostered inclusivity and boosted guest satisfaction (Berthele, 2021). 
[bookmark: _Toc166515657]Conclusion
[image: ]
The whole presentation has highlighted the key elements of the training in a specific foreign language. French have been selected for this training programme. The polite and impolite tones along with the core examples have been introduced in this presentation. After that, a brief overview of the difficulties of learning French, Imperial London Hotel has been chosen as an organisation to organise staff training programs to boost the language skills of staff effectively. 
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