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 Professional Reflection 


I worked as a front of house employee in a well-known hotel where several guests stays during their tours, the guests stays in the hotel are both local and international travellers. I have recently faced a challenge in attending an international guest who was Dutch speaking person and cultural misunderstanding took place. Cultural misunderstanding is the situation which took place when two or more people speak the same language but their understanding of things is different or they mean something else. The misunderstanding between me and the Dutch person took place because of cultural background and experience. I asked the guest that how was your experience and he replied its fine, so as a British person, I thought the person is not satisfied with the services of the hotel and I also thought that he means it was not good enough. On the other hand, guest means all was good and he is okay with the services of the hotel because Dutch are used to being open, frank and honest when it comes to giving opinions. I figured out this things later when my manager took over the conversation with him. That time, I started asking him unnecessary questions unknowingly and it somehow start bothering him. 


Later, I realised my mistake and my manager made me realise that this kind of conversation creates bad experience for the guests and it will lead to loss of customers in the long run. Now, I have decided that I need to develop some skills as well as some behavioural change in my personality. Firstly, I need to develop flexibility as it will help me to respond to the changing circumstances at my work. In terms of diversity, flexibility means staying open and try to understand the other person's perspective. I also have to expand my knowledge and learn about the cultures and biases, being in a job in which I have to attend several people from different backgrounds, it is very crucial for me to recognise my biases as once I understand this I can approach interactions with others with more open mindedness and quickly able to realise when these biases are affecting my judgement. I will also focus on active listening with the use internet, several known communicators share tips and tricks of active listening which will I follow and implement it in my professional life so that I can quickly grab the crisp of the talk. I will focus on adding empathy in my behaviour. It is the art of feeling and seeing the situation of another or seeing the world as the person sees it. It will give me exposure to understand other's perception and I can align with their words or actions. All these changes will help me as a front of house employee, I can attend and serve the guests in a better manner as well as I will make less mistakes in my professional setting.
Self-Reflection 


In order to write the self-reflection, Gibbs reflective model is applied which helps in expressing my learning experience during the preparation of the presentation. Gibbs reflective cycle is consist of 5 stages which defines total feeling of an individual in a particular setting (Adeani, and et. al., 2020). These stages are:
· Description – During the preparing the presentation which I prepared on Multilingualism in my training which I am completing in a well-known hotel. As a hospitality management professional I was there and I learned the importance of multilingualism along with my peers. All the trainees including me do the research over multilingualism do get the core of the concept. From this presentation, I have gathered the knowledge of how significant is to be a multilingual in a hospitality industry as well as it also helps me on a personal level, like it improves my communication skill. 
· Feelings – I was excited before the preparation of presentation as I was eagerly waiting to get into the concept of multilingualism and looking to amend the skills of presentation. Initially, I faced trouble in managing time for the preparation of the presentation due to the non-flexibility in the working hours. After completing the preparation of presentation I felt much confident because the results I achieved was appreciated by my manager. Also, peers who are part of this preparation brings the best out of them as they are also confident what they learned in terms of creating a presentation which is attractive.  
· Evaluation – From the preparation point of view, the most positive outcome was that I became capable of collaborating with others in a professional setting. This not only develop my communication skill but also eliminate my hesitation in presenting a work in front of many. For me the only negative part in this scenario was limited input of other peers, I feel that my contribution in preparing the presentation was much more than other members of my group. Everything in preparation period goes well or according to the plan except the situation of gathering the most relevant references for the work (Ningrum and Ariani, 2020).   
· Conclusion – After the evaluation of the situation, I have concluded that I have learned many things from this experience. I have acknowledge that what makes a person different or how he can stand out as an exception by adding small things in his or her attributes like having a skill of presentation or be a multilingual in a hospitality management. Another thing I also want to reflect my understanding of the subject change over time. With the preparation of the presentation, I have recognised that the understanding of multilingualism is a very new thing for me and developing a presentation upgrade my skills of preparing a presentation. 
· Action – In order to improve the contribution of others in the preparation of the presentation, I want to take the authority so that I can realise them the importance of contribution. I also want to make the difference in my approach of preparing a presentation, the reluctant change of me in the beginning of learning a new thing was major drawback (Grutman, 2019).  I need to have a growth oriented approach towards learning of new things rather than been reluctant to the change. 
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