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[bookmark: _Toc166421601]Component 1 - Professional reflection

	During my tenure as an employee in the Hampton by Hilton Luton Airport, I encountered a specific case where my colleague went through a cultural clash with a guest in the hotel restaurant during breakfast service. The only other guest sitting at our restaurant seemed to be a possible French speaker since he was trying to communicate with my fellow Asian colleague, who was receiving his order. I can remember the moment when the same guest was speaking in broken English language which was pretty difficult for my co-worker, who was unfamiliar with the guest’s accent, to understand his demands (Hendrycks and et. al., 2020). My colleague was trying to determine what a traditional French dish was for the guest, while the latter thought he needed a totally different one. Meanwhile the guest was getting more and more irritated and was finally yelling at us. Whereas, my colleague, bewildered and feeling offended, gave explanations of dishes in a hard way. The environment turned serious as the guest appeared to be getting upset, and he leaved the restaurant with his breakfast still on the plate.
	In this case of experience, I have been able to identify that there can be a cultural blind side as a result of language barriers, cultural significance, and subliminal oblique. In this instance, however, communication difficulties, cultural difference, and under recognition came together and resulted in misinterpretation. The colleague, who apparently had a good heart, I feel didn't have the necessary skills to explain the case professionally required, and he did not identify the particular cultural factors at play.
	While it is important to develop plan and strategy to prevent similar cultural misunderstandings from happening in the future. I realised the need to develop some of the following skills - Cultural and Social Competence, Understanding and sort of absorbing with the social heterogeneity among our clients is fundamentally the establishment of the world-class client benefit we offer (Koc, 2021). I got to self-teach myself the traditions, conventions and cultural values to work effectively with the differing cast of our clients. Effective Communication, asking for clarification of information and listening actively will reduce an occurrence of misinterpretation. Try to remember that people with hearing impairments may have trouble comprehending you clearly. Be patient and do not speak too fast. Give the person time to comprehend and respond to you. Success in my job as a receptionist requires understanding that different cultures have varied approaches to communication and can sometimes express themselves inaccurately (Kharouf adnd et. al., 2019).
	Emotional Intelligence. I have to develop skill to manage my emotions along with our guests, which could potentially be contributing to dismiss the conflicts while at the same time creating a pleasant and positive experience. For that i have to work on myself and acquire traits of self-control and composure in the most stressful situations. 
           Seek Feedback, I shall inquire from our guest and colleagues about the flaws they encountered after the party and try to learn from my mistakes as well.
Through practising these skills and by adopting such attitude change i will avoid situations of cultural miscommunications and will deliver the highest quality of customer service.



















[bookmark: _Toc166421602]Component 2 -Training Plan

	Here is a training plan for the Hampton by Hilton Luton, which will help all its employee tackling all the issues related to language and cultural barrier.
Objective: The hotel staff is provided with skills needed to deal with different types of people from different cultures to communicate and first avoid any misunderstanding, and thereby deliver world class services and ultimate experience and mitigate miscommunication (Sarhan and et. al., 2020).
For Whom: The front desk, restaurant, and housekeeping teams all these employees will undergo rigorous and advanced training to make them knowledgeable on the hotel industry.

Module 1: For Cultural Competence

· Understanding Cultural Differences: A multicultural societies amalgamation provide a better human experience, helping us to see a wide union of life views, moral principles, rules and way of doing anything (Hampden-Turner and Trompenaars, 2020).
· Cultural Awareness: Identification of cultural shortcomings, preconceptions, and prejudices or their others.
· Cultural Sensitivity: Educating employees to be able to feel the same way to understand the actual meaning of having different cultures and ethnicities.
· Case Studies: Experience the real and eye-opening case studies and group communications to give the students understand the advantages of principles of cultural competence strategies.

Module 2: Effective Communication

· Active Listening: Skills for careful listening, neutral questioning, and purely informative ways of speaking.
· Clear Communication: A plan that keeps in the audience's minds several things: language barriers, hearing loss and the difficulty of hearing.
· Non-Verbal Communication: To understand the significance of every single detail in the communication process and understand the purpose accordingly.
Module 3: Developing Expertise and Continual Improvement

The Importance of Feedback: To analyse the service ratings that are signed by all colleagues and guests in order to develop service skills (Drouvelis and  Paiardini, 2022).
Receiving Feedback: This includes hearing others’ opinions, let alone the ability to act on its positive and negative aspects.
Training Methods:
· Interactive presentations and discussions
· Practical assignments and group projects.
· Role-playing and scenario-based training.
· Question and Answer sessions and feedback sessions which can be used to fetch ideas and information during various circumstances.
Training Schedule:
Module 1: Cultural Competence implies that health professionals tend to take into account this diversity in the delivery of culturally appropriate and effective care (2 hours).
Module 2: Information on Effective Communication (2 hours)
Module 3: Emotional Intelligence (2 hours)
Module 4: The class will seek feedback on how to improve herself as a trainer (1 hour)
Training Evaluation:
	The trainings surveys are to be administered to examine knowledge and attitude shifts.
Visitors in the store will note how staff manage their relationships with team members, customers, and suppliers.
· Consumer views of fellow workers.
· Training effectiveness review and assessment.
Training Resources:
	Abled and professionals facilitators specialized on cross-cultural communication, language coaching and meditation, Feedback and evaluation tools.
Implementation Plan:
	Organise sessions for everybody for within the next 6 week. Establish a mechanism that would allow for the regular coaching and supporting of the staff members. Develop training modules for new employees to participate in orientation sessions.
	By implementing this training plan, Hampton by Hilton Luton Hotel staff will be equipped to handle cultural differences, language barriers, and communication challenges, ensuring a world-class customer experience and preventing cultural misunderstandings.





















[bookmark: _Toc166421603]Component 3 - Student self-reflection

The Gibbs Reflective Cycle is one of the evident tools (Adeani Febriani, and Syafryadin, 2020) that I will use to spill the essence of culture in the hospitality industry. I will do so by exploring my personal journey in the area of leadership.
	Description: The limited awareness that I mentally described meant just I should have the ability to show respect and interest in people's culture. But overtime, I realised that the virtue I leaned so much onto and almost thought to be the exact truth was this respectfulness and politeness that I systematically showed to people from different cultures and I didn’t realize how broad and far-reaching these beliefs could be.
	Feelings: Through the multi-cultural guest interaction, dynamically changing work environments that I experienced in this industry, I was forced to educate myself to learn new things and later on to consider certain cultures (Mohamed, 2019). In the end, my experience consisted of the mixed feelings which are closely tied with probing the limits of the open to all approach.
	Evaluation: I understood that being mindful of cultures is very important. Regardless of its size and positioning, art of hospitality deals with exploring and finding solutions for small details of communication types, dietary preferences, religious beliefs, also customer's ideas of the quality of hospitality itself. Through these significance sometimes we are falling into the trap of misunderstanding, tensions and even insults for the guests.
	Analysis: My interaction with a guest from a different ethnic group and the feedback from both customers who were overjoyed with my services and those who were dissatisfied and unhappy with my services that gave me the clear understanding (Ríos-Martín and et. al., 2019). That how can i work and improve myself to increase the customer experience.
	Conclusion: Culture-awareness is an essential asset of an employee that displays the two individual qualities of courtesy and hospitality. This is done through the creation of environments that accommodate all guests and who personally feel honoured and respected. It provide with a platform which is continuous education, awareness, adaptability to meet the needs and choices of visitors belonging to different cultures.
	Action Plan: Hence my aim is to try to have new cultures information through various modes such as training programs, reading material, and engaging with different peoples. Doing that for my guests to monitor their reaction and care for the reasonability of my actions to the cultural parameters will be among the things. I will do to verify that my action as culture related. Over this, I will also make an effort to lead cultural understanding programs that can in turn be utilized by the hotels I work with for enhanced inclusiveness as well as reduced otherness felt by a given guest.
[bookmark: OBJ_PREFIX_DWT165_com_zimbra_date][bookmark: OBJ_PREFIX_DWT164_com_zimbra_date]	Cultural awareness has become the foundational concept that is embraced by every hospitality institution. In addition, it is the heart of the hospitality industry. This is what it is about: opening a global patent to today's cultures with most people immersing to an entirely new world and delivering all of our top best services to all of the guests without any barrier.



















Component 4 – Training presentation
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IMPORTANCE OF EFFECTIVE COMMUNICATION

* Effective communication helps organisations in making
sure that proper accommodation of consumers needs and
preferences. Language Awareness Skills can allow
organisation, specifically in the hospitality industry to
communicate and interact with consumers (Aronin, 2022).
Effective communication can help the facilitator to provide
customised and  personalised  services, mitigate
miscommunications and conflicts and create an positive
environment that can lead to enhanced customer

satisfaction.
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MODERN EUROPEAN LANGUAGE

* The languages are French-speaking in nature and are native speakers in France, Belgium,
Switzerland, Canada and many different African countries. Showcase the importance and increase
the efficiency of a tourist management system that enables companies to earn more (Job, Becken,
and Lane, 2020). High standards of written French with a lot of syntactic construction. Motivate the
team and language programs.
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LEARNING CAPABILITIES

* One of the most important reasons to learn French is because it is a beautiful
language. It is rich, melodic, and full of love. French is also a language of
analysis. It organizes ideas and builds critical thinking. This is a very useful
language for discussion and negotiation. Furthermore, the grammar and
vocabulary can also hinder the learning process and some difficulties in mastering

the skills.
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POLITENESS IN BUSINESS CONTEXT

Importance of Politeness: It encourages such kindness form of communication after which

views the hotel itself as the beneficiary.

- Greeting - Within the context of French dominant business scfting, the most common
and polite way of grecting is the handshake (Formal) and peck on the individual cheeks
(Informal).

- Meeting — The individuals with French-speaking background prefers direct

communication with in person meeting and contact.

- Hierarchy — The hicrarchy plays an important role in differentiating the social
structuring. Disrespecting to the customary hicrarchy of the French culture can severely

damage the relationship.
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BENEFITS OF MULTILINGUALISM

« Enhancing Guest Experience: Language fluency among our team members in the guests'

language serves as our image igniter and our communication bridge (Grutman, 2019).

« Increasing Business Opportunities: We will start targeting international tourists, which

will help us to be more reach and broaden the audience as well as those clients.

* Improving Customer Satisfaction: The phrases used in positions should be decent enough
and consistent with the guests' expectations if any of them is to receive a higher

satisfaction level (Nguyen and Nagase, 2019).
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CASE STUDIES FOR HAMPTON BY HILTON

* Success Stories: Let those anecdotes speak for themselves- that time, for example, clients
were really appreciated because customers communicated in two languages with us

helped a lot.

« Customer Testimonials: Allow audience reviews, which could be positive comments on
staff language proficiency or other kind of language fluency. This could boost the

motivation.





image9.png
REFERENCES

 Aronin, L.,2022. An advanced guide to multilingualism. Edinburgh University Press.
* Grutman, R,, 2019. Multilingualism. In Routledge encyclopedia of translation studies (pp. 341-346). Routledge.

* Job, H., Becken, S.and Lane, B., 2020. Protected Areas in a neoliberal world and the role of tourism in
supporting conservation and sustainable development: an assessment of strategic planning, zoning, impact
monitoring, and tourism management at natural World Heritage Sites. In Protected areas, sustainable
tourism and neo-liberal governance policies (pp. 1-22). Routledge.

* Grutman, R,, 2019. Multilingualism. In Routledge encyclopedia of translation studies (pp. 341-346). Routledge.

* Nguyen,T.L.H. and Nagase, K., 2019.The influence of total quality management on customer
satisfaction. International journal of healthcare management, |2(4), pp.277-285.





image1.png
FOREIGN LANGUAGE
AND CULTURAL
AWARENESS

STUDENT NAME: CLAUDIA BUTNARIU
STUDENT ID: 2239415





image2.png
MULTILINGUALISM

- Multilingualism can be denoted as the method of interaction and
engagement between the socicties, institutions, individuals and a
group of individuals while leveraging more than one language,

primarily be the native language (Grutman, 2019).

- Inspiration from the world of languages covers up multilingualism
itself as well as professional language competence in hospitality
industry. French language being the official language of the
Montreal metropolis, and it is also an internationally recognized
language spoken in different parts of the world, therefore making it

our official language through which we communicate.





