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[bookmark: _Toc166860553]Component 1 - Professional reflection
At breakfast in the hotel restaurant, I saw a French visitor and a British waiter misunderstand one other culturally when I was on placement at the Premier Inn Tamworth Central. When the server, trying to give the French visitor great service, repeatedly stopped his dinner to see how he was doing, the guest looked irritated and perplexed. Mealtimes are private and unhurried events in French society, hence several interruptions might be interpreted as rude and invasive. The need of appreciating and comprehending cultural variations in hospitality situations was brought to light by this occurrence. Many times, disparities in expectations, cultural norms, and communication methods lead to cultural miscommunication. France's high score on the uncertainty avoidance index, which is part of Hofstede's cultural dimensions theory, suggests a desire for well-defined institutions and little disruptions to daily routines (Hofstede, Hofstede, and Minkov, 2010). This idea helps to clarify why the French visitor was offended by the waiter's frequent check-ins, which are more typical in British society where proactive customer service is highly appreciated. Thinking back on this occurrence, I see that avoiding future misconceptions of this kind requires the development of cultural sensitivity and intelligence. Cultural intelligence is the ability to comprehend and adjust to many cultural situations; this may be attained via exposure to many cultures and ongoing education (Earley and Ang, 2003). I have to study up on French cultural customs, particularly with relation to eating manners. This includes recognising how important privacy is and that, once a meal has started, customers want as little interruptions as possible (Maheshkar and Sharma, 2018). I have to learn particular skills and adopt new behaviours to avoid misconceptions of this kind. Firstly, I must improve my cultural understanding via focused study and training. I want to go to etiquette and French culture-related courses. In order to better grasp cultural variations in business and hospitality contexts, I will also use materials like the Handbook of Research on Cross-Cultural Business Education (Maheshkar and Sharma, 2018). Second, I can more accurately determine how comfortable visitors are and modify my behaviour in accordance with that. For instance, reading little signs from visitors, including their facial expressions and body language, might reveal information about their inclination for conversation. Growing in empathy and active listening will also help me to better meet the demands and preferences of my visitors without imposing my own cultural standards (Hofstede, Hofstede, and Minkov, 2010). Lastly, encouraging candid dialogue and asking for input from visitors can improve the calibre of the service. Encouragement of customers to provide their preferences and comments enables more individualised service and points out areas that need work. Establishing feedback systems, like comment cards or follow-up emails, can provide important information about the experiences of visitors and draw attention to cultural issues that need to be resolved (Earley and Ang, 2003). Lastly, this encounter has brought home how crucial cultural sensitivity and flexibility are in the hospitality sector. Through developing my observational abilities, cultural intelligence, and open communication, I can provide visitors from all cultural backgrounds more considerate and individualised service. At the Premier Inn Tamworth Central hotel, preserving excellent service standards and guaranteeing happy guest experiences need ongoing learning and adaptation.

[bookmark: _Toc166860554]Component 2. Training plan 
[bookmark: _Toc166860555]Training on Cultural Adaptability and Sensitivity
These subject stresses the need of appreciating and understanding different cultural backgrounds in order to improve the cultural sensitivity and flexibility of hotel workers. Employees will participate in role-playing exercises, simulations, and cultural sensitivity evaluations during interactive seminars intended to increase their capacity to adapt to different cultural situations. These exercises enable employees to understand and appreciate cultural variations, which guarantees more pleasant and courteous encounters with guests. Staff members will learn, for instance, how important it is to French culture to have privacy during meals and how to minimise needless disruption. The hotel will be more inclusive and friendly by having staff members who are culturally aware as they will be better able to satisfy the demands and expectations of visitors from different backgrounds (Earley and Ang, 2003). Using materials such as Thomas and Inkson's Cultural Intelligence, this course will offer theoretical underpinnings and doable approaches for acquiring cultural competency (Thomas and Inkson, 2010). 
[bookmark: _Toc166860556]
Communications Skills Focused on the Guest 
This training emphasises guest-centric service while enhancing both verbal and nonverbal communication skills appropriate to various cultural settings. Staff members will be trained on how to politely and successfully engage with visitors from different cultural backgrounds via the use of real-life situations and guest feedback analysis. For example, as is traditional in French culture, employees will have practice reacting to requests from guests for seclusion and few disruptions during meals. Staff members will get practice in these areas through communication activities, which will guarantee they can read and react suitably to cultural clues from visitors. Employees will be able to offer greater service, building stronger bonds and raising visitor satisfaction, if they are able to enhance these abilities. Preventing misconceptions and making sure every visitor has a good time are mostly dependent on effective communication (Hofstede, Hofstede, and Minkov, 2010). To enable workers successfully negotiate various cultural communication styles, Meyer's The Culture Map will also be included into the training (Meyer, 2014).
[bookmark: _Toc166860557] 
Maintaining Cultural Competency 
The purpose of this continuous training and development programme is to maintain staff members informed about new cultural trends and cultural competency best practices. To guarantee ongoing development, peer learning groups, and online cultural competency courses will be accessible, along with monthly training updates. The hotel wants to keep up high levels of cultural competency so that employees are constantly ready to satisfy a varied customer. Employees who routinely update their knowledge and abilities will be able to offer more individualised and courteous service, which will raise visitor satisfaction and loyalty levels generally. To stay excellent in the international hospitality industry, one must never stop studying. Staff members will, for instance, participate in seminars and debates on contemporary cultural trends and how they affect the provision of services (Deresky, 2017). 
[bookmark: _Toc166860558]

Execution Schedule 
The monthly sessions will be used for the training to guarantee ongoing education and reinforcement of cultural competences. Assessments taken before and after training will measure knowledge acquisition and self-assurance in managing cross-cultural situations. Reviewing performance on a regular basis will track how well acquired abilities are being used. Online language learning resources will be available, as will scholarly literature including Hofstede's cultural dimensions theory and Earley and Ang's findings on cultural intelligence (Hofstede, Hofstede, and Minkov, 2010). Through the execution of this extensive training programme, Premier Inn Tamworth Central Hotel can guarantee that all staff members are competent in managing cross-cultural interactions, improving the whole guest experience and bolstering the hotel's standing for inclusion and first-rate service. The personnel will be able to keep current on cultural changes and uphold a high level of cultural competency with ongoing education and feedback (Christiansen, Branch and Karmowska, 2020).

[bookmark: _Toc166860559]Component 3. Student self-reflection 
[bookmark: _Toc166860560]Reflection-in-Action
I ran across a scenario at the Premier Inn Tamworth Central hotel that had a big impact on how I understood cultural sensitivity in the hospitality sector. Working in the hotel bar during dinner service, I saw a British barman chatting with a French-speaking visitor who was getting more and more irritated. The barman mispronounced the guest's request for a certain French wine since he was not familiar with French wine culture or pronunciation, so he offered an other kind. Wine plays a major role in French meal traditions, hence the visitor felt mistreated and misinterpreted. The need of cultural sensitivity and literacy in service was brought home by this experience. Seeing the visitor was upset, I intervened to clear up the confusion and make sure the guest got the right wine, thinking back on how quick action may reduce cultural tension (Schön, 2017). 
[bookmark: _Toc166860561]
Reflection-on-Action
Later, as I thought back on this experience, I assessed critically my first conception of cultural awareness. At first, I thought that everyone liked when services were quick and polite. But this experience made clear that service needs to be adapted and culturally aware to satisfy a wide range of visitors. Cultural intelligence, according to Earley and Ang (2003), is the ability to behave successfully in cross-cultural contexts in addition to knowing them. I came to see that the guest had felt underappreciated since the barman was unfamiliar with French wine culture and lingo. This thought got me to thinking about how more cultural awareness and understanding may avoid these kinds of miscommunications and improve visitor happiness. My knowledge of cultural awareness has changed over time from a simple recognition of cultural variances to a more sophisticated comprehension of the intricacies involved. At first, I believed that polite and effective service would do. But after much thought and study, I now see that cultural awareness is a deep regard for and adjustment to many cultural conventions and preferences. For comprehending these variations, especially in how different cultures handle communication styles and service expectations, Hofstede's cultural dimensions theory has offered a helpful framework (Hofstede, Hofstede, and Minkov, 2010). 

Lessons Gained
The encounter with the French-speaking visitor made me see that providing outstanding service requires cultural understanding. I discovered that cultural sensitivity is just as important for service as efficiency and friendliness. For instance, knowing the importance of wine in French culture and how to pronounce typical wine names correctly might have avoided the mistake and increased the guest's feeling of respect and worth. Developing enduring loyalty and promoting good visitor experiences depend on this understanding. I now work very hard to find out about the cultural tastes and expectations of our varied customer base. Moreover, the important role of cultural understanding in hospitality cannot be overstated for a number of reasons. By guaranteeing polite and culturally suitable interactions and averting any disputes and misunderstandings, it raises visitor satisfaction. Because customers feel appreciated and respected irrespective of their cultural background, this understanding also enhances the hotel's reputation for quality and inclusion. It also helps to create a more peaceful workplace as employees get to understand and value the cultural diversity amongst one another. Meyer (2014) highlights the need of cultural competency in the modern globalised environment where companies have to negotiate a more varied terrain. 
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Campus France. (... The Subtleties of the French
Language.

Premier Inn

> French is commonly spoken in a umber.of African countries as well as in France,
Canada, Belgium and Switzerland.

> Differences in pronunciation and grammar provide a moderate challenge for
English speakers (Lewis, 2014)

> Using titles such as "Monsieus” or "Madame" is considered polite behaviour
(Maheshkar and Sharma, 2018)

> Greetings with "Bonjour” (good morning) or "Bonsoir” (good evening) are
mandatory.

> Priority one is formal address unless first names are allowed.

> Using your first name without permission s one of the impolite actions.
> Too carly familiarity is seen as impolite and unprofessional.

> Speaking over someone else is considered rude.

> It is easier to establish solid work connections when one is aware of these
intricacies

> High-quality service depends on knowing French language and culture (Hofstede,
Hofstede, and Minkov, 2010)
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Do and Don’t

Don’t!

Formally say "bonjour" (good morning) or
"bonsoir" (good evening).

Use the initial names of your guests only with
their consent.

Use formal titles such as “Monsieur™ or
“Madame™

Do not interrupt.

Use a friendly and polite tone with everyone
you talk to.

Avoid slang and casual language.

When possible, offer meals and other details
in French.

Do not assume preferences.

Give visitors plenty of opportunity to explain
themselves and politely clear up any
confusion.

Never assume anything because of cultural
clichés.

Premier Inn
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Conclusion Premier Inn

Knowledge of many languages and multilingualism improves the pleasure of visitors.
Take down obstacles to communication.

Raising the standard of Premier Inn Tamworth Central service.

Knowing the subtleties of culture enables courteous and individualized treatment.
Makes a place feel friendly.

Upholds the hotel's stellar and inclusive reputation.

Greeting visitors in their mother tongue improves their stay.

Materials in several languages should be provided.

It takes ongoing commitment to language learning.

Staff members are equipped to handle the various demands of visitors from abroad
Promotes recurring business and visitor loyalty.

Continually leam and grow.

Enroll in the next language seminars.

Give criticism so that things may be improved constantly.

Setting these talents as priorities keeps you ahead of the competition in the international market.
Give every visitor outstanding service.
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Introduction

Premier Inn

hospitalityinsights ehl edu. (n.d.). The best languages to learn for
‘business and the hospitality industry.
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Premier Inn

Importance of language awareness

Knowledge of languages s essential for hospitality.

Perception of cultural subtleties improves the experience of
visitors (Hofstede, Hofstede, and Minkov, 2010).

It guarantees proper contacts to follow cultural conventions and
decorum.

A friendly environment is created when one establishes rapport
and trust with visitors.

Helps to avoid disputes and misunderstandings resulting

from cultural misinterpretations (Meyer, 2014).

Being aware of many meanings of gestures and words prevents
offence.

Guest satisfaction is increased with cultural sensitivity training.

Promotes a peaceful and effective work atmosphere.

HEI! Hey! HALLO!
SANNU! i Ha01 1y« Hola!

SC.0

Petty, L. (2023). What is the Importance of Effective Communication in
the Hospitality Industry? [

o)
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K Y benefits Premier Inn

O The happiness and comfort of the guests increased
(Maheshkar and Sharma, 2018)

»

o

Greater settlement of issues.

0O Global market competitive advantage (Deresky,
2017).

O More cooperation and staff involvement (Deresky,

2017).

Abby (2021). 16 Reasons Learning a Second Language Opens Your
World
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