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Component1
Hospitality organizations that are progressively operating establish real challenges for their employees and managers to cooperate and efficiently work with people from various cultural environments. Due to this growth, many problems may relate to intercultural communication between managers and employees as well as between employees and hotel guests from different cultural backgrounds. The anthropologist Edward Taylor defined culture as, “That complex whole which includes knowledge, belief, art, morals laws, custom, and other capabilities acquired by man as a member of society” (Taylor, 1871). I agree with this quotation as culture is a mix of aspects that must be considered. That’s why it is significant not only to speak a foreign language but also to be informed of cultural differences which exist in different countries, as they usually make the difference and create misunderstandings and lead to ineffective practices  in  managing.
An unpleasant situation happened between the bartender and a guest, at breakfast. A guest was refused alcoholic drinks as the policy of the restaurant was that alcohol is not served in the dining area during breakfast. The guest was offended by this refusal and has treated the bar staff with disrespect. He also didn’t like the expression” mate” used to his address.  The manager was involved in order to solve this conflict. As the manager found out later, after a discussion with the guest, the guest was coming from a country where such rules don’t exist, and he didn't realise that the rule is for everyone and the staff didn’t have an issue with him personally. He was explained that every guest is welcomed and treated with respect in the hotel and as a gesture of kindness he was offered a free drink to enjoy later or in his room. Regarding the expression “mate” in his address, the manager expressed his apologies and reminded the staff to remain professional and not to use such open and friendly expressions as someone might get it offensive.  
In this case, the guest judged the situation from an ethnocentric perspective, as he was interpreting the situation by the standards and norms of his own culture. Thus, it is important, when traveling to be open and respectful to other cultures.  Another important element is to bear in mind the different definitions of right and wrong for both cultures. This means an ability to see and understand differences between one’s own and other persons’ cultures and countries, accepting them and reacting accordingly in both conversation and behaviour. It is a must that culturally competent people should have a great combination of approaches, knowledge, and competencies that sustain them to build good relations and communicate efficiently with people of different cultures.
It is important, nowadays, with globalisation and freedom to travel around the globe that each individual analyse and study the destination before visiting it and respect the culture, traditions, and other national aspects. At the same time, representatives of businesses that interact with foreign customers, must get familiar with the diversity of guests they have, and treat them and their culture with respect in order to avoid any cultural misunderstandings. Therefore, training programs and cultural studies must be offered to employees. 

Component 2 - Training Plan on Cultural Differences
    Cultural awareness is fundamental in the hospitality industry, where communication with guests from diverse cultural backgrounds happens daily. As new placement students join our hotel, I think it's essential to help them understand and respect the cultural differences of our guests in order to be able to provide exceptional service and avoid misunderstandings. Below, I’ll present an internal 3 days training plan that will provide new employees and placement students the knowledge and skills required to deal with cross-cultural interactions effectively. This plan will be introduced as a regular training program for new and existing staff, reminding them of cultural diversity in the hospitality industry as well as other aspects of general culture.

Day 1 Understanding Cultural Diversity 
In the first day, placement students will be introduced to cultural diversity in the hospitality industry. At this level, they will be presented a general statistics of guests visiting our hotel and the countries where they come from. In addition to this, the staff will be explained the importance of cultural sensitivity in guest interactions and its effect on business success.
Activities such as icebreakers, group discussions, and case studies will be performed. Where possible, international students will be invited to talk about their native cultural norms, stereotypes, traditions, and perceptions.  At this point, I will explain how cultural differences can impact guest expectations and perceptions in the hotel industry with real-life examples and how to deal with them as a professional.
Day 2 Communication Skills 
The second day of training is aimed at presenting effective communication techniques in cross-cultural contexts, within the hotel industry, based on active listening, empathy, and non-verbal communication. The staff will be explained and then through role-playing exercises will practice how to adjust communication style and language to match the cultural needs of guests. Staff will interact between them, practicing basic phrases and greetings in commonly spoken languages by our hotel guests.
Day 3 Cultural Awareness in Serving Guests 
Staff will be presented with a general overview of cultural preferences and taboos related to dining, seating, and tipping, as well as the importance of dietary restrictions, religious practices, and food preferences amongst guests. As a manager, I will present strategies for addressing cultural misunderstandings and resolving guest complaints. Staff will be reminded that it is vital to remember that what satisfies customers from one culture might offend others and that “culture-oriented” service experience, influences guest’s satisfaction and further loyalty.
   Placement staff will be offered buddies to work alongside, who can provide feedback and share their experience, as well as help on specific occasions. During their placement, staff will have the    serve people from different cultures and backgrounds as our team is very diverse and friendly.
   As a extra help, placement staff will be given access to cultural sensitivity handbooks, language guides, and online training modules, in order to continuously train themselves.
    By completing this cultural sensitivity training program, placement staff will be familiarised with the knowledge and skills necessary to approach various guests respectfully. This training program will help us ensure that all guests receive exceptional service with respect to their diverse backgrounds and preferences. Together, we will create memorable experiences for every guest, regardless of their or our cultural background.


Component 3 - Student reflection
   Globalization has increased freedom of movement between countries, and the growing interdependence of national economies, boosting cultural diversity in many industries. Hospitality is not an exception as it is one of the industries which is seen as a melting pot of cultural variety, both in terms of the staff and clientele, with people from all over the globe coming together. 
   I was born in Moldova, a country that historically was influenced by many other countries as it was part of other Empires, until it regained its independence in 1991. We, as a nation, have been influenced in all aspects, including culture, language, traditions, and even food. I grew in a country with a formal and reserved approach, where the managers are always right and customers may blame staff, and that usually can’t be challenged as the rule is “the customer is always right”. Since I moved to the UK, in 2017 I discovered a new world, a place where everyone is respected and has the right to have a different opinion without offending others. According to Globe 2020, British culture is classified as indulgent and I agree with this. English people generally demonstrate enthusiasm to achieve their impulses and desires, enjoy life, and have fun. They possess a positive attitude and tend towards optimism. In addition, they place a higher degree of importance on leisure time, act as they please, and spend money as they wish. This finding helped me understand what cultural differentiation is between these countries. Since I started university, I convinced myself and educated myself that everyone is different and must be treated with respect and listened to. Over time, I changed my behaviour when going to restaurants as I used to have high expectations from staff. In time, I accepted that hospitality is not only about me being served, it is about our interaction, about feelings and emotions. I always appreciate that the staff has the patience to explain things that are culturally different for me. I am lucky to have many friends from different cultures and we interact and exchange our knowledge and improve on cultural diversity with respect to each other.
As I gained more experience from university courses, placement and individual reading, I realized that cultural awareness is not just about politeness—it's a fundamental aspect of providing exceptional service and creating meaningful guest experiences, where both the staff and the guests are happy. 

Component 4 – Training presentation
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WIDELY SPOKEN AROUND THE WORLD,
FRENCH IS AN OFFICIAL LANGUAGE IN MANY COUNTRIES.
IT IS THE SECOND MOST WIDELY LEARNED FOREIGN
LANGUAGE AFTER ENGLISH.
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Complex grammar Rich literary tradition,

and pronunciation cultural heritage, and
global influence, French
opens doors to enhanced
communication, deeper
cultural understanding, and @
increased guest
satisfaction.
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The complexity of French phonetics, including nasal vowels and liaisons, can pose challenges for language
learners. Additionally, mastering French verb conjugations and grammatical gender agreements requires
attention to detail and consistent practice.

Despite its challenges, learning French opens doors to a rich cultural tapestry and a wealth of opportunities in

the hospitality industry. For hotel staff, language awareness skills are indispensable in navigating the
intricacies of French etiquette, particularly in a business context.
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¢ Being too early or too late

"Madame" or "Monsieur,"

“Comment ¢a va?”

"s'il vous plait" (please)

"merci beaucoup" (thank you very much)
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Essential French Vocabulary for Hotel Receptionists

When checking in a guest, you can ask for their identification by
saying “Puis-je avoir votre piéece d'identité?” which means “May |
have your identification?”

When it comes to payment, you can ask for it by saying
“Comment souhaitez-vous payer?” which means “How would you
like to pay?”

You can ask a guest if they would like a room with a view by
saying “Souhaitez-vous une chambre avec vue?” or

Ask if they would like breakfast included by saying “Voulez-vous
le petit-déjeuner inclus?”.
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- We offer language training
programs, cultural immersion
experiences, and practical language
practice to develop fluency and
proficiency in French.
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Benefits of possessing foreign languages:

1.Global Opportunities and Cultural Connection
2.Extended Market Diversity

3.High Guest Experience

4.Professionalism and Reputation

5.Respect and Cultural Sensitivity
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The IBIS hotel is interconnected with international
markets, including French-speaking regions, through
alliances, franchises, and corporate networks.

Employees who possess French language skills can
effectively communicate with counterparts, negotiate
agreements, and participate in collaborative
initiatives, thereby expanding business opportunities
and driving growth for their establishments.
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" A front desk receptionist
welcoming French-speaking guests
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A waiter communicating menu
options and taking orders in French
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