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[bookmark: _Toc166608563]Component 1 - Professional Reflection

During the Level 4 placement at Hotel Hilton, I noticed a cultural incongruence that took its toll in the restaurant section where the dinner service was at its peak numbers. It was exactly this situation where Marco - the junior employee from the F&B sector - met Mrs. Sato from Japan (USHAKOV et al., 2020). The miscommunication started because of the habitual gesture of hospitality of Western dining etiquette that is fully known by the hostess, and the guest may perceive it differently.
In his urge to be polite, Marco heatedly stuffed the glass which was half full with wine disregarding whether Mrs. Sato wanted more or not. In contrast, in Japan, they wait till the last sip with a full cup, and then the guest can signal for more. Incidentally, serving oneself a drink can be perceived as a gesture of rudeness because it's customary that the one who's sitting at the table next will do this job. Mr. Marco means it well and he just wants to have a nice time, but the effect of comfortability has gone away because Mrs. Sato has to be intentionally consuming wine more than she needs.
After the given scenario, I acknowledged how many cultural gaps might arise even in simple day-to-day talks due to misunderstanding. This accident represents the rationale of cultural understanding in particular within a multicultural hotel that admits guests who come from many countries in the world (Talawanich and Wattanacharoensil, 2020). The little details related to the dining and hospitality traditions of a culture are often the ones that are different the most, up to the point that something considered a common courtesy in one country could be interpreted as overbearing or even impolite in another one.
For this very reason, the effectiveness of cultural sensitivity education should be improved among all hotel staff members as a means of preventing such misunderstandings from recurring. This can be accomplished via wide-ranged training that deals with the language barrier issues and informs employees about our visitors' different cultural customs and dining manners. Other staff should try to ask open-ended questions about guests when meeting them for the first time and do it humbly, this is one of the very effective strategies that most likely will help to avoid disrespect (Sonawane, 2020).
In addition to that, behavior will change to become more aware and observant of guests' expressions and facilities that meet their needs. Employees are advised to learn how to pick up on non-verbal signs, which may indicate discomfort or dissatisfaction and become the basis for adjusting their approach. Regular information sharing with employees will be another go-to strategy that can be used to create a working environment where such useful skills are identified and mentored across the firm.
Through my experience of the altercation between Marco and Mrs. Sato, I was inspired and deepened my knowledge that cultural diversities may manifest even in such small and seemingly ordinary things that influence guest satisfaction. Through my experience, these qualities at Hilton Hotel have made me more self-aware and empathetic, as well as enhanced my understanding of what our guests go through, thus making them even more valued guests (Shen, Chen, and Qiu, 2021). This experiential learning has been highly valuable in my progress as a professional in hospitality, understanding that a multicultural approach is much needed for today's global service market.

[bookmark: _Toc166608564]Component 2 - Training Plan

[bookmark: _Toc166608565]Objective:
To create and operate food and beverage training for all the employees of Hilton Hotel to help the employees know international dining etiquette and cultural norms to reduce culturally incompatible experiences and improve guest satisfaction.
[bookmark: _Toc166608566]Aims:
· Train your F&B staff to name a few, on diverse cultural practices and dining etiquette.
· Engage in communication to ensure well-performed tasks which will also help to understand and respect guest preference.
· Create an atmosphere that is accepting and safe in every encounter with the guests (Rua Gámez, 2023).
[bookmark: _Toc166608567]Training Plan Overview:
The training program outlined in this section has been specially prepared for tackling the cultural differences highlighted during restaurant services customer care sessions as per Marco and Mrs. Sato’s dispute. Through employees sensitizing their cultural background and refining communication strategies, we will be in a better position to guarantee that our customers get acknowledged and valued while having an awesome time at our restaurant.
The initial module of our training plan, "Introduction to Cultural Awareness," goes for two hours and provides information on cultural awareness in the travel and hospitality sector. It stresses realizing the unique cultural backgrounds of our guests and treating them respectfully and genuinely (Perelló Company, 2020). There is a section here with interactive presentations and spatial guest speakers from various stages of the dining lives, as they provide their experience and cultural expectations of the fee.
This will be followed by the second module, "International Condiment Culture," which will be three hours long. It depicts a comprehensive overview of rituals in cultural and practical foodways, particularly from such key regions as Asia, Europe, the Middle East, and the Americas. By doing role-playing simulation practice sessions, the participants will learn when each drink should be served, how they can serve and take the meals, and why they need to know the non-verbal cues.
The third one of the modules, "Effective Communication and Guest Interaction" the second one, deals with the techniques that improve communication with the guests duration of the two hours (King and Tang, 2019). Among other things, entering this area implies that you should know how to ask open-ended questions about eating preferences, and create an understanding of non-verbal communication. 
The last module, "The Real-Word Application and Feedback," involves one hour when learners get to apply the learned skills in a controlled environment using actors as guests who will be monitored and guided through the dining experience. This is then followed by monthly follow-ups(s) which include ongoing support. 
[bookmark: _Toc166608568]Implementation:
Our training program has already been prepared. We will commence from next month starting with a pilot session for new employees and gradually including all of our existing F&B team members. That is, each module will be led by a crew of in-house pioneers who exhibited exclusive mastery in cultural competency and are supposed external experts in cross-cultural communication (Kenyon, Robinson, and Musgrave, 2020). Thus, our staff through this training plan will be equipped with essential skills and knowledge for catering to the cultural diversity situation and thereby, this plan will help to reinforce the Hilton’s commitment to provide first-class guest service and hospitality. 

[bookmark: _Toc166608569]Component 3 - Student Self-Reflection

I have decided to use Gibbs’ Reflective Cycle to reflect on my cultural awareness development in the hospitality field because this cycle contains six stages and gives me adequate time for reflection. 
[bookmark: _Toc166608570]Description
Cultural competence lessons started from the first days when I was working at the Hilton Hotel and I observed diversified cases of communication among staff and the guests, for instance. From the case of Marco and Mrs. Sato when an act being done with good intentions led to awkwardness, which was caused due to cultural differences, I could infer that a situation that these two cultures are not aware of becomes a matter of comfort of both.
[bookmark: _Toc166608571]Feelings
At first, I felt extremely confused as well as surprised that the way we behave towards each other can cause great problems both in small and big questions (Jung et al., 2019). Through this episode, what I realized was that there lies the possibility of similar calamities in my forthcoming days. On the downside, it awakened a keen curiosity in understanding the basis of cultural practices and norms to shy away from blunders such as these.
[bookmark: _Toc166608572]Evaluation
This was a critical moment that gave me good lessons. It came out that there was no conduct about cultural sensitivity in our training. Note there were also some positive outcomes: Marco drew personal experience from the time and the management team accepted ideas from the participants. But like the other misstep which was the lack of proactive training on nuances of culture was a fault.
[bookmark: _Toc166608573]Analysis
The subsequent readings and the seminars gave us more insight into the fact that cultural awareness can't be just about preventing embarrassing mistakes; it is all about allowing everyone to be comfortable in the hospitality realm (Böhme, 2023). Research findings stem from the idea that culturally aware service translates into increased guest satisfaction and loyalty. Being a global readily accessible to any market poses the challenge of understanding the different cultural nuances and discretions that affect guests’ perceptions.
[bookmark: _Toc166608574]Conclusion
This contemplation sure has made it manifest to me that I used to have a very shallow awareness of how cultural differences work. Real cultural competency goes beyond just understanding and appreciating varied cultural norms; it defines a person's or institution's awareness and appreciation for the uniqueness of each culture. It’s again about establishing a connection with guests that leaves them wondering how they manage to create the impression that they appreciate and respect them.
[bookmark: _Toc166608575]Action Plan
To enhance my cultural competence, I will:
· Engage More Deeply with Cultural Training: Sight in and in the long run to be involved in and help to organize training that would address cultural sensitivity.
· Continuous Learning: Through the reading of journals and participation in practical activities, I will always ensure my understanding of cultural trends and commonalities are up to date.
· Feedback Mechanism: Create a feedback channel to get inside the opinion of guests and adapt solutions based on their experience.
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Good morning, everyone.

Introduction

Today, through this talk | am going to demonstrate
major advantages of multilingualism and language
awareness emphasizing particularly on Italian, the
language with the variegated considerations(Ait-
Milouk and Jiang, 2020).

If we get the multi-lingual capability, our customer
interaction will become amazingly elevated and,
therefore, all the guests will get perfectly satisfied
with the service.
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Importance of Multilingualism in Hospitality

ENHANCED COMMUNICATION: THE GUEST'S NATIVE PERSONALIZED SERVICE: TEACH CLIENTS TO LISTEN COMPETITIVE ADVANTAGE: THE ABILITY TO ISOLATE
LANGUAGE ACT AS AN EFFECTIVE MEDIUM OF DIRECT AND OFFER SERVICES THAT ARE TAILORED TO THE THE HILTON HOTEL BRAND FROM THE COMPETITION
COMMUNICATION, WHICH IN TURN ENHANCES THE CULTURAL NORMS AND EXPECTATIONS(GORTER, THROUGH THE CREATION OF A CULTURALLY

COMFORT AND TRUST LEVELS OF SUCH INDIVIDUAL. CENOZ AND DER WORP, 2021). RESPONSIVE ENVIRONMENT.
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Understanding Italian - Basics in Hospitality

Key Phrases (Polite Expressions):

* "Buongiorno/Buonasera" — a amicable and polite greeting depending on the time of day.

* " Come posso assistervi oggi?" (How may | help you today?) - Expresses a desire for helping.
* " Grazie mille per aver scelto Hilton Hotel." - Shows gratitude for the preference shown.
Key Phrases (Impolite to Avoid):

* It is not advisable to use an informal language of “tu” unless the guest has given a
permission(Liao and Bartie, 2021).

* With none other consent such as shoulder squeezes without personal invitation and using one's
first names without introducing oneself.
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Real-Life
Scenario -
Positive
Impact of
Language
Awareness

Scenario Description:

* ltaly is the home to a guest he/she arrives at
Hilton and the greeting receptionist immediately
switches to Italian language which is fluent.

* The guest feels at home, and the language that
is obvious to him, bring ease of travel
stress(Moghe et al., 2022).

Outcome:

* The visitor posts a great testimonial with the
language skills allowed implied as the striking
part of the service.
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Training Workshops: For instance, the class
offers language workshops with a focus on
the Italian language and other prominently
spoken European languages.

Training and Language Resources: Supplying staff
| | tati members with the short reference cards
mpiementation written using key phrases and cultural

at Hilton Hotel tips(Zaidi, 2020).

Feedback Mechanism: Requesting visitors to
comments more specifically the way and the
culture that they enjoyed the most.
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Conclusion

On the whole, the addition of multilingual capacity in particular languages such as Italian not
only makes us to improve and explore more but also aids in ensuring the success of our hybrid
cultural competence, what makes it the highlight of our organization's identity.

Hilton Hotel is not about being just present but about being a part of our guests’ life and
transforming them into culture keeper.

The mutual understanding of different cultures and languages that we advocate create a
conducive environment an integral part of the current globalization trend, our clientele.









Conclusion

On the whole, the addition of multilingual capacity in particular languages such as Italian not 

only makes us to improve and explore more but also aids in ensuring the success of our hybrid 

cultural competence, what makes it the highlight of our organization's identity. 

Hilton Hotel is not about being just present but about being a part of our guests’ life and 

transforming them into culture keeper. 

The mutual understanding of different cultures and languages that we advocate create a 

conducive environment an integral part of the current globalization trend, our clientele.


image8.emf
References

Ait-Mlouk, A. and Jiang, L. (2020). KBot: A Knowledge Graph Based ChatBot for Natural Language
Understanding Over Linked Data. IEEE Access, 8, pp.149220-149230.
doi:https://doi.org/10.1109/access.2020.3016142.

Gorter, D., Cenoz, J. and der Worp, K. van (2021). The linguistic landscape as a resource for
language learning and raising language awareness. Journal of Spanish Language Teaching, 8(2),
pp.1-21. doi:https://doi.org/10.1080/23247797.2021.2014029.

Liao, M.-H. and Bartie, P. (2021). Translating Heritage: a study of visitors’ experiences mediated
through multilingual audio guides in Edinburgh Castle. Journal of Heritage Tourism, pp.1-13.
doi:https://doi.org/10.1080/1743873x.2021.1976786.

Moghe, N., Razumovskaia, E., Guillou, L., Vuli¢, 1., Korhonen, A. and Birch, A. (2022).
MULTI3NLU++: A Multilingual, Multi-Intent, Multi-Domain Dataset for Natural Language
Understanding in Task-Oriented Dialogue. [online] arXiv.org. Available at:
https://arxiv.org/abs/2212.10455 [Accessed 14 May 2024].

Zaidi, R. (2020). Dual-Language Books: Enhancing Engagement and Language Awareness. Journal
of Literacy Research, 52(3), pp.269-292. doi:https://doi.org/10.1177/1086296x20939559.









References

•

Ait-Mlouk, A. and Jiang, L. (2020). KBot: A Knowledge Graph Based ChatBotfor Natural Language 

Understanding Over Linked Data. IEEE Access, 8, pp.149220–149230. 

doi:https://doi.org/10.1109/access.2020.3016142.

•

Gorter, D., Cenoz, J. and der Worp, K. van (2021). The linguistic landscape as a resource for 

language learning and raising language awareness. Journal of Spanish Language Teaching, 8(2), 

pp.1–21. doi:https://doi.org/10.1080/23247797.2021.2014029.

•

Liao, M.-H. and Bartie, P. (2021). Translating Heritage: a study of visitors’ experiences mediated 

through multilingual audio guides in Edinburgh Castle. Journal of Heritage Tourism, pp.1–13. 

doi:https://doi.org/10.1080/1743873x.2021.1976786.

•

Moghe, N., Razumovskaia, E., Guillou, L., Vulić, I., Korhonen, A. and Birch, A. (2022). 

MULTI3NLU++: A Multilingual, Multi-Intent, Multi-Domain Dataset for Natural Language 

Understanding in Task-Oriented Dialogue. [online] arXiv.org. Available at: 

https://arxiv.org/abs/2212.10455 [Accessed 14 May 2024].

•

Zaidi, R. (2020). Dual-Language Books: Enhancing Engagement and Language Awareness. Journal 

of Literacy Research, 52(3), pp.269–292. doi:https://doi.org/10.1177/1086296x20939559.


image9.emf
Thank you


Microsoft_PowerPoint_Slide1.sldx






Thank you







image1.png







image2.svg

  
.MsftOfcThm_Accent1_Fill_v2 {
 fill:#4472C4; 
}
.MsftOfcThm_Accent1_Stroke_v2 {
 stroke:#4472C4; 
}

       











image1.emf
Title: Enhancing Guest Experience through Multilingualism 

and Language Awareness

Setting: Hilton Hotel - Level 4 Placement

Language Focus: Italian

Student Name:Nicoleta Aurelia Monafu

Student ID:2245344


Microsoft_PowerPoint_Slide.sldx




Title: Enhancing Guest Experience through Multilingualism and Language Awareness
Setting: Hilton Hotel - Level 4 Placement
Language Focus: Italian

Student Name:Nicoleta Aurelia Monafu

Student ID:2245344























Tl Coancin Gt St rogh llingai.





