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During the communication of two people, who speak different languages, a misunderstanding is likely to happen due to language barriers. The misunderstandings may happen due to wrong interpretation of a language or through body language, as different cultures have different ways of non-verbal communication (Irwin, 2020). The main problem is that everyone is not aware of the cultures and when they deal with people from different cultures, the issues such as contextual differences and wrong perceptions may occur. People from some cultures are likely to be sensitive about their cultural norms such as the people of Greece and Italy, who might get hurt because of unintentional strikes on their beliefs. 
In the UK, several people from different countries regularly arrive and the hotels must attend to international guests from different countries who come from different cultures. In Rossington Hall Doncaster several people from all over the world arrive most people are from Spain, Germany, and Italy. There often cultural misunderstandings occur as the hotels must deal with several people of different languages and cultures at a time, which the problems with Spanish people are the most. The guests suffer from communication problems as they face obstacles in expressing their needs and preferences to the hotel staff. The problem becomes more complex when it comes to food and beverages as there are often issues of wrong orders due to a lack of fluent communication. There are also some issues with the services as people from different cultures have a taboo about services which they expect for themselves (Koc, 2020). Moreover, cultural differences, language barriers, contextual differences and wrong perceptions affect the services of Rossington Hall Doncaster and leave a negative impact on the hotel's image of international customers.
To prevent the issues of cultural misunderstandings in Rossington Hall Doncaster, I need to develop my understanding of the Spanish language first to recognise the exact needs of the Spanish guests. I need to learn some basic Spanish words to greet the guests in their native language as this may help to make them comfortable and minimise the risks of misinterpretation of phrases. Using phrases such as ‘bienvenida’ and ‘gracious’ which represent welcome and thank you respectively may help to enhance the communication with the Spanish guests (Makmudhov, 2020). It is important for me and all the staff to understand the preferences of the Spanish customers in terms of food or beverage choices or the services they are used to. It is difficult to learn the Spanish language and understand their culture to serve them better as it may consume a lot of time and managing that time will be difficult. I may take help from technology such as voice translators or language detection apps to improve my understanding of the Spanish language and to avoid misunderstandings. I also need to work on resilience skills to avoid the annoyance of both the guests and myself in the time of misunderstanding. Observing the behaviours of the Spanish guests may help me to get an idea about what kind of etiquette they expect and how they want to be treated. Observing and learning about the behaviour will help me and the staff to provide a comfortable ambience to the Spanish guests which also will improve the value of the hotel.
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Component 2: Training Plan
There are several problems which arise in Rossington Hall Doncaster while handling the guests from Spain which are mainly because of language barriers and cultural differences. The hotel staff are unable to understand most of the requirements of the Spanish customers and that leads to delivery of wrong orders, guest dissatisfaction and other hazards. To deal with these issues, the hotel needs to implement a training plan for the staff to take care of the guests handle operations smoothly and avoid misunderstandings. The training programme will include cultural training, communication training, order-taking training, guest service training, etiquette training and training in getting feedback.
The cultural training will include teaching the Spanish culture to the staff and making them aware of different Spanish traditions, customs and beliefs along with their body language and food preferences. The cultural training will make the staff aware of the norms and traditions of Spanish culture which will minimise misunderstandings in non-verbal communication (Yurur et al., 2021). The communication training will improve the communication skills of the staff which includes language fluency, gestures and listening skills to understand the exact needs of the guests. The enhanced communication skills of the staff will help to interpret the requirements of the Spanish customers smoothly and it will help to avoid the complications that arise due to language barriers. The order-taking training will include cuisine training about various Spanish dishes and the food preferences of the Spanish people including special diets. It will also include the skill training of understanding the exact needs of the customers while they are ordering food with sufficient knowledge of Spanish dishes and the preferences of the Spanish guests. The guest service training will include skill training in identifying the needs of the guests, resilience in guest handling and providing a positive atmosphere to the guests. Providing good service and positive behaviour to the guests will improve the image of Rossington Hall Doncaster and improving the guest service skills will help the staff to avoid awkward situations with the foreign guests. The etiquette training will include professional grooming, etiquette of welcoming the guests, handling complaints, room service etiquette, dining etiquette and problem-solving skills. This training will raise the hospitality standard of the hotel, improve the services, and reduce the complications of cultural misunderstandings with proper hospitality management (Padma and Ahn, 2020).
It is important to include the process of taking feedback in the training plan of the hotel staff to assess the services and to collect data about the preferences of the guests. The training plan is aimed to serve the guests better and especially to avoid lingual and cultural misunderstandings with the Spanish guests. The feedback will provide an evaluation of the plan and determine its success, it will also help to understand the revisiting behaviour of the guests in the hotel (Park et al., 2020). 
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Component 3: Student Self-Reflection
To discuss the student self-reflection part, I will use the self-reflection model of Gibb’s reflective cycle. This model contains six stages which are description, feelings, evaluation, analysis, conclusion, and action plan (Adeani et al., 2020).
Description: Several international guests arrive in Rossington Hall Doncaster regularly; among them the majority of guests are from Spain and there are huge misunderstandings between the hotel staff and the Spanish guests due to lingual and cultural differences. The hotel staff struggle to understand the preferences and needs of the Spanish guests due to language barriers and that leads to wrong services and guest dissatisfaction. The lack of knowledge of the hotel staff about the Spanish language and Spanish culture often leads to conflicts between the guests and the staff which affects the reputation of Rossington Hall Doncaster.
Feelings: The staff want to serve the Spanish guests as well as the other guests, but the undesired situation where the staff are unable to serve their best, makes them get frustrated. The staff want to interpret their actual needs and orders, but the limitations of their language skills prevent them from serving the best. I also witnessed the struggles of the Spanish guests who also get frustrated by the difficulties in communication with the hotel staff. The responsibility of the hotel staff is to keep up the hotel's reputation, but the cultural differences and language barriers make them feel insecure that they might offend the emotions of the Spanish guests. In these situations, I realised that I needed to find some ways to enhance the communication process between the hotel staff and the Spanish guests.
Evaluation: Cultural misunderstandings affect the guest experiences and impact negatively on the hotel's reputation (Liu et al., 2022). These misunderstandings lead to confusion about basic hotel policies among the guests such as reservation, services, check-in, and check-out policies.
Analysis: The hotel needs to imply language and cultural training for the employees. They should consider proper grooming of the staff and improve their resilience skills to handle the undesired situations. They should consider the use of virtual multi-lingual assistance tools to reduce miscommunication with the Spanish guests.
Conclusion: Language barriers and cultural misunderstandings affect the guest experience and hotel reputation which is faced by Rossington Hall Doncaster. The hotel should consider implementing some training processes for the staff to improve their communication skills (Ushakov et al., 2020). Overcoming cultural misunderstandings and language barriers will improve the overall service of the hotel to the Spanish guests. 
Action Plan: A training plan is needed for the hotel staff including language training, cultural training, etiquette training, cuisine training and evaluation. Some changes are needed in the recruitment process, by recruiting employees who have proficiency in the Spanish language and recruiting bilingual employees to enhance communication. The implementation of multilingual translator technologies is needed in the hotel such as virtual interpreters and digital translators. A feedback programme is needed from both the staff and the guests to identify the flaws of the operations and to find ways for improvement.
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Component 4: Training Presentation

Introduction
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Description automatically generated]
The Rossington Hall was established at the time of King Henry VI, which was a property of Salvyn family, located in Doncaster, South Yorkshire. It was formerly known as ‘Shooters Hills’ when it belonged to James Stovin, the town clerk of Doncaster in 1778 (Rossington Hall, 2024). The original building was destroyed by fire and the new building was made in 1883 and now it offers accommodation, wedding arrangements and has a restaurant named The Library Restaurant. This discussion is about the problems faced by the hotel in handling Spanish guests and a training plan which may allow the hotel employees to become more efficient in handling the Spanish guests.
Importance of Multilingualism
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Multilingualism plays a crucial role in the hospitality sector, especially in hotels where guests of several different languages arrive regularly. Multilingual staff make the guests feel comfortable in terms of communication and it increases the warmth of welcoming the guests (Budiarsa, 2021). Adapting multilingualism in hotels helps to reduce the chances of lingual misunderstandings and conflicts related to language barriers. It is important for attracting new guests of different language backgrounds by communicating in their comfortable language which enhances the business of the hotels. It also enhances guest satisfaction by interpreting their exact needs and serving them in the way they want (Yang et al., 2022).
Significance of Multilingual Communication Skills
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Communication skills are important in the hotel industry; it increases the value of the hotel to the guests by communicating with them in their native language. Multilingual communication skills enhance the efficiency of communication and reduce the language barriers between the hotel staff and the guests (Liu et al., 2022). Multilingual communication skills include understanding the culture and customs related to the people from that language background, which enhances cultural resilience. It also enhances the query-solving processes by understanding the exact problems of the guests. Moreover, language awareness and multilingual communication skills reflect professionalism of a hotel which increases the brand image of the hotel.
Outline of the Spanish Language
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The Spanish language is not only limited to Spain, it is also popular and vastly spoken in Latin American countries such as Peru, Argentina, Mexico and so on (Ardila, 2020). As Spanish is one of the European languages, it is considered as easy to learn for the people who speak English. Spanish terms such as 'bienvenida' and 'gracious' are widely used in hotels in the UK to greet Spanish guests which represent welcome and thank you respectively. There are several customs, especially table manners associated with the people who speak Spanish and they have specific preferences in foods. 
Conclusion
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This discussion reflects the importance of multilingualism and multilingual communication skills in the hospitality industry, especially in the hotels. The problems in dealing with the Spanish guests in Rossington Hall Doncaster and a proposed training plan for the hotel staff have been discussed. Multilingualism and language awareness not only enhance communication but also reduce cultural misunderstandings. The understanding of the Spanish cultures and etiquettes will help the hotel staff to serve them better and to avoid conflicts.
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OUTLINE OF THE SPANISH LANGUAGE
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