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[bookmark: _Toc166514594]Introduction
The following report will discuss a professional reflection including a scenario of cultural misunderstanding. It will unfold an effective training plan for the employees of a restaurant to enhance cultural awareness and will analyse self-reflection regarding the importance of cultural awareness in the hospitality industry. Additionally, it will discuss a training presentation about language awareness and multilingualism. 


[bookmark: _Toc166514595]Component 1 - Professional reflection
Rules Restaurant has gained fame and identity throughout many years and there are many people who do not have the chance to explore this restaurant while visiting London.  However, this well-known place also may experience an incident that can affect the charm of this place. As this restaurant is famous all over the world, many people come here from various corners of the world. Therefore, they convey their own cultural values and use their own language to express thoughts. Following this aspect, a misunderstanding occurred between the food & beverage staff and a guest. A German guest requested the staff not to use Käse in his food, however, the staff was not able to understand the German language and could not realise the request. Käse refers to cheese in the German language and the guest was allergic to cheese, therefore, he faced health issues after eating cheese. A severe misunderstanding occurred following this incident and the situation came under control after the staff apologised sincerely. This type of incident can highly affect the reputation of the restaurant that has been achieved after the hard work of many years. 
This type of incident must be avoided in future and to do so we need to follow some effective skills and adopt some behavioural changes as well. We need to learn communication skills more effectively so that we can understand the guest's preferences and requests. According to Annenkova and Domysheva (2020), the skill of critical thinking must be developed to overcome the challenges of intercultural communication. Considering this aspect, we will try to enhance critical thinking skills along with effective communication skills. According to Aririguzoh (2022), due to globalisation, it has become essential that different cultural and community people work together and interact with each other. To do this effectively, it is important that we learn about different cultures, therefore we will start to learn about those cultures first from where people visit our restaurant the most. On the other hand, according to Dominique (2020), cultural training in business is highly important, therefore I will conduct a cultural training program as well. Additionally, we need to improve our ability to understand the differences between different cultures as I have seen that the staff have the tendency to neglect this difference and judge guests for their cultural behaviour. 
I have seen that the staff of my restaurant are facing these types of cultural misunderstandings during the time of dinner as this can be referred to as the high time when foreign guests visit here. Often the workers fail to understand the preferences of the customers and cannot prepare the food according to their likeness. These aspects produce cultural misunderstandings and guests do not become satisfied with the services. Considering this aspect, it is highly necessary that I prepare an effective training plan for the restaurant staff so that these types of embarrassing incidents do not happen in future.
Reference:
Annenkova, A.V. and Domysheva, S.A., (2020). Developing critical thinking skills for overcoming stereotypes in intercultural communication. European Proceedings of Social and Behavioural Sciences.
Aririguzoh, S., (2022). Communication competencies, culture and SDGs: effective processes to cross-cultural communication. Humanities and Social Sciences Communications, 9(1), pp.1-11.
Dominique, V., (2020). Business cultural training in a globalised economy. Training, Language and Culture, 4(1), pp.33-43.
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Component 2 - Training plan
Step 1: Defining training objectives.
The staff engaged with the duty of taking orders from guests show the tendency of having a cultural misunderstanding the most. Therefore, the training will be conducted specially for these staff and they will be provided knowledge regarding the objectives of the training. This will let them easily understand the reason behind the training and the duties and responsibilities they are expected to perform after the training (Deresky, 2017). 
Step 2: Identifying the topics and skills.
The skills and the topics that are going to be covered in the training program will be identified from before to execute the process effectively. These topics will be entirely relevant to the business needs and will be identified considering the areas that the staff need to learn. These cultural and language awareness skills will be highly beneficial to understand the preferences of the guests. Additionally, it will help to satisfy them and will enhance the business growth. Through this training, staff will learn effective communication skills, and critical thinking skills as well as will come to know regarding various cultural aspects. 

Step 3: An effective delivery method
The entire training can be conducted through digital methods or traditional methods. Therefore, it is important to choose the most effective way to deliver the training and considering this fact, Rules Restaurant will choose the digital mode to train the employees (Hampden-Turner and Trompenaars, 2020). 

Step 4: Delivering the training.
The training will take place three days a week and will continue for three months. The restaurant will hire a cultural expert to deliver the training and staff will come to know about various cultural aspects and will acquire knowledge about different cultures. To enhance the effectiveness of the training workers will be trained through slide-based learning as it will help to reduce distractions. 

Step 5: Tracking the progress.
During the training process, the progress of the employees will be measured to understand if they are able to acquire the knowledge. After completing the training employees will need to give some assessments through which their understanding will be clear enough. The score they will get from the assessments will be beneficial to understanding which employees have benefitted from the training and who needs to be trained again (Hofstede et al., 2010). 


Reference
Deresky, H. (2017) International Management: Managing Across Borders and Cultures: Text and Cases. 9th Ed. Harlow: Pearson Education Ltd.
Hampden-Turner, C. and Trompenaars, F. (2020) Riding the Waves of Culture. 4th Ed. London: John Murray Press.
[bookmark: _Toc166514597]Hofstede, G., Hofstede, G.J. and Minkov, M. (2010) Cultures and organizations: software of the mind. 3rd Ed. New York: McGraw-Hill.


Component 3 - Student self-reflection
The self-reflection is simply taking time to evaluate self-wrongs and rights, behaviours and attitudes, thoughts and emotions. Therefore, using the Gibbs reflective cycle my reflection can be easily based on the cultural awareness within the hospitality industry (Koukpaki and Adams, 2020). Certain skills which I learned during modules about this were multitasking, teamwork skills, customer service, different languages and problem-solving skills. I also developed communication skills, all these skills were important for me as they would help me further my career opportunities. I was given a live assignment for handling 20 guests at a time during a corporate event where I used my skills learned during the modules and successfully tackled them with ease. Initially, I was unable to take on the responsibilities of so many customers altogether and provide them with services as per their requirements.
While learning all these skills I was quite worried and tensed as they provided direct live exposure for learning and implementing the different skills (Cohen et al., 2021). Without any past experiences and knowledge about the different skills, it was a bit difficult for me to understand the relation between different tasks and where to use which skills. Having cultural awareness is very important in the hospitality industry as it leads to a better experience of customer service. When we are able to understand the culture and norms of the customer, we are able to provide more appropriate and personalised services. Cultural awareness is basically an ongoing process, it keeps on changing over time and due to this understanding, the curiosity, cultural issues and conversations of society is very important.
The things which went well were especially when all the team members were cooperating and coordinating with each other in times of difficulties. Overall, the work produced by all was qualitative and for which we were appreciated by our respective supervisors. Moreover, certain things did not go as well as expected because of a lack of skills. I was weak in communicating in different languages which was a barrier for me in conveying accurate information to the customers. The reason behind the things which went well was because of the peer support, support by our teachers, friends, librarians and other staff members (Lee and Harris, 2020). They were in constant support for us, even if I personally faced problems a number of times still, they were polite and genuinely helped me without getting frustrated. However, through this experience, I was slowly and gradually able to do this in a much better way than before. 
I have learned that for any career or future, higher studies hard work and patience are very much required. In addition to this, I also observed that theoretical learning is not the only way to succeed but also the live exposure is needed. The process of learning and developing skills are never ending thus one must not stop gaining knowledge. 
However, I need to get involved in debating activities, work with several members and complete the task within the deadline provided, which will help me enhance my skills in less than six months.


Reference
Cohen, C., Bauer, E. and Minniear, J., (2021). Exploring how language exposure shapes oral narrative skills in French-English emergent bilingual first graders. Linguistics and Education, 63, p.100905.
Koukpaki, A.S.F. and Adams, K., (2020). Enhancing professional growth and the learning and development function through reflective practices: an autoethnographic narrative approach. European Journal of Training and Development, 44(8/9), pp.805-827.
Lee, E.M. and Harris, J., (2020), December. Counterspaces, Counterstructures: Low‐Income, First‐Generation, And Working‐Class Students’ Peer Support At Selective Colleges 1. In Sociological Forum (Vol. 35, No. 4, pp. 1135-1156).
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The benefits of multilingualism 
There are various types of benefits of multilingualism, especially for hotel staff it is highly essential to know multiple languages. Multilingualism helps to learn multiple languages as well as increases the capability to remember things easily. Additionally, it enhances employability and helps to grow productivity, therefore, it is highly beneficial to gain the ability to multilingualism (Fox et al., 2019).
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The importance of language awareness skills for hotel staff
Knowledge of languages helps to enhance the experience of the guests as well as makes sure that their preferences are fulfilled. When the staff of the hotel communicate with guests effectively, they are able to provide them with concerned and personalised services. Therefore, the customers get satisfaction from the services and the overall business of the hotel is enhanced (Gafar, 2022). 
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German is considered to be a branch of Indo-European languages and there are around 515 million people all over the world who speak German. Many people in the countries of Europe, Southern Africa, North America and Oceania communicate in German. Many of these people visit the Rules Restaurant, therefore, the restaurant staff can get high benefits by learning this language. It will be easier for them to understand the needs of the guests and provide them with services according to their preferences (Muñoz and Singleton, 2019). 
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English speakers may face difficulties while learning German as it is much more complicated and difficult than English. There are various types of complex grammar rules in the cases of gendered nouns, verb conjugations and grammatical cases. The sentence structure differs, and the spoken particles have the tendency to change the entire meaning. However, there are many aspects in which German has similarities with English and it eases the learning process to an extent (Stewart, 2023). 
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The staff of the restaurant must pay attention to the polite and impolite behaviour considered in German culture. As it can play a significant role in the satisfaction of the guests, therefore they need to acquire information regarding this aspect. Talking in a loud voice on the phone, communicating with people loudly and listening to loud music is considered to be an impolite behaviour in German culture. Apart from this in this culture, it is polite to call everyone by their family name. Therefore, staff can also consider this aspect also for benefits in the business (Turner and Schools, 2019). 
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Examples from the hotel industry. 
The hotel industry is one of the fastest growing industries in the world and the growth has evolved a lot due to globalisation. Various people from various cultures come to hotels, therefore, the staff must be aware enough of different languages. A renowned hotel situated in Edinburgh called Hilton Edinburgh Carlton arranges various programmes to enhance language awareness among the workers. It considers the fact very well that this awareness plays a significant role in determining the growth of the hotel’s business.


Reference
Fox, R., Corretjer, O. and Webb, K., (2019). Benefits of foreign language learning and bilingualism: An analysis of published empirical research 2012–2019. Foreign Language Annals, 52(4), pp.699-726.
Gafar, S., (2022). Is German hard to learn? A detailed analysis. [Online] Available at: https://www.heylama.com/blog/is-it-hard-to-learn-german [Accessed 4 May 2024].
Muñoz, C. and Singleton, D., (2019). Age and multilingualism. Twelve lectures on multilingualism, pp.213-230.
Stewart, J., (2023). Reveling in the Untranslatable: On the Beauty and Complexity of the German Language. [Online] Available at: https://lithub.com/reveling-in-the-untranslatable-on-the-beauty-and-complexity-of-the-german-language/ [Accessed 4 May 2024].
Turner, M. and Schools, M., (2019). Multilingualism as a Resource and a Goal. Using and Learning Languages in Mainstream Schools. Cham: Springer Nature.
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The hotel industry is an industry which faces many changes and challenges and considering this aspect the staff of this industry must be well trained and skilled enough. These elements play a significant role in determining the success of the business as well as enriching the overall experience of the guests. To conclude it can be said that due to globalisation it has become highly important for the hotel industry to remain aware of different languages and cultures. It not only enhances the experience and satisfaction of the customers but also helps to enrich the business. 
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