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Scenario: While on my job as a bartender in the Bar of the Marriott Delta Hotels Hotel during the evening shift, a French man who was staying there talked me into ordering a cocktail. The customer tried to order using short broken English, there is a misunderstanding on my end of the preference. I did my best to comply with their request and the result was a good cocktail, but it appeared that it was somehow not as they needed. The overall experience of the show becomes frustrating and disappointing to the audience, thus affecting the mood of their state. Cultural misunderstandings of this kind can be seen in the fact that we have different communication styles and different ideas about what an ideal relationship is like (Andreevic, 2020). In the French culture, an indirect conversation is quite typical, and the visitors may believe that it is improper to state their preferences in a foreign language, which may contribute to the discomfort caused by the decreased incomprehensibility. In addition, Western culture normally acknowledges and esteems direct communication in which customers want their orders to be very clear to bartenders. Having met these challenges, I can say that one of the lessons learned that means a lot to me is the development of intercultural competence and communication. Among the issues that require immediate attention is my knowledge of cultural differences, specifically with guests from French as we work with them frequently (Ge, 2020). Through this, I became acquainted with intricate customs and manners of the French people, which are critical for gestures and the indirect language in communication.
For the second expectation, I need to improve my language competency, especially in French, to communicate with guests from different countries and backgrounds. Besides the fact that English is the most commonly used language in the international hospitality context, learning the nominal phrases and sentence greetings in the language of the guest is a very easy approach to maintaining smooth communication and ensuring the full experience of staying in your hotel (Sanvitale, 2020). Besides, an appreciative spirit for harmony and respect when dealing with guests from different worlds must be my big focus. Rather than being quick just to meet the orders, I will slow down to hear them out, confirm the doubts or that they have understood, and communicate the requirements they want me to prepare accordingly. For the next journey, I shall explore the possibilities of cultural programs and language classes that can help me gain advanced cultural sensitivity and communication skills. Through wider awareness and quick response to requests from guests of various cultures, I can prevent cultural misapprehension towards one another and create a more equal, positive hospitality culture at the Marriott Delta Hotels bar.
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Cultural Sensitivity Training: Employees at Marriott Delta Hotels are required to complete a curriculum that covers the specifics of cultural differences, with a focus on French culture. During these times, we will focus on different aspects, for instance, the way of expressing your opinion, the gestures (hand movements) and traditions of the French society. Experts in different cultural areas will be partners and conduct workshops and seminars to enable learners to engrave diverse cultural backgrounds (Catana and Toma, 2021). Moreover, staffers are going to be motivated to take part in the process of communication by volunteering information from their own experience which will only result in the deepening of mutual understanding and compassion among us.
Language Proficiency Enhancement: Marriott Delta Hotels realized that mastery of language is a crucial factor in the superb services provided to guests who are from diverse cultural practices. For the start of this integrated language program, learning materials will be provided to staff members together with additional materials focusing on expressing short greetings and simple phrases in the main languages spoken by guests, such as French. The staff would be given chances to build up language skills through role-playing exercises and interactive activities so they will be more confident and their language proficiency will improve (Catana and Toma, 2021). In addition, the staff will be instructed to use bilingual signage and communications materials devised to meet the diverse needs of different visitors and fashion the ideal environment for them.
Effective Communication Strategies: Effective communication, it is noteworthy, makes delivery of hospitality services super-efficient. Consequently, active listening abilities and nonverbal communication cues will be trained in personnel to help them better understand the guest's needs and enable them to respond accordingly. Staff will be oriented on effectively expressing themselves orally so that they can listen actively as well as ask clarifying questions and paraphrase the delivery to ensure its accuracy (Neupane and Khanal, 2022). Translation machines or helping hands will be there for the staff and they will be able to break down language barriers with the guests who come from different cultural and linguistic backgrounds.
This training program at the Marriott Delta Hotel is expected to have a major impact on the staff with the ability to acquire pertinent skills and grasp that would be needed for dealing respectively with guests from different cultural backgrounds. As these employees now have the requisite knowledge, communication and links are promoted, and a friendly environment for guests is created. Through cultural gap filling, which is why the program exists, the end experience is best, utmost of to improve the guests and their satisfaction. Staffers will be able to cope with the language preferences, culture perception and respond alike to guests expects and the demands. At the end of the day, the whole project is dedicated to the creation of a community which becomes more and more tolerant towards diversity and where each guest truly feels respected and above all understood. The provision of constant learning and interactive platforms such as cultural competence training will culminate in the team staff of Marriot Delta Hotels Hotel being pillars to understanding between different people and improving the quality of services.
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I utilized the Gibbs Reflective Cycle, which encompasses six key stages: XML is a description language, emotions are expressed via feelings, evaluation is done through appraisal of the thoughts, analysis is accomplished by appraisal of the ideas, and conclusion is followed by a soft plan of action. With this model, I had the opportunity to analyze, evaluate and shape my experiences, feelings, and insights into an essential scheme that facilitated the identification of my conscious state and, consequently, formulation of useful suggestions for later betterment
Description: At the beginning it was all clear for me that I know not a lot about cultural awareness in the hospitality industry, which I actually misunderstood as fundamental knowledge as for example correct behavior and language skills. My front desk job at a Marriott Delta Hotel and cultural training classes not only widened my outlook, but also, I came to know different aspects of the life at the same time. I was constantly made aware that fostering cultural tolerance starts from acceptance of behavior alone; this is beyond specific behaviors when working with hotel guests from different cultural backgrounds (Alharits, 2023b).
Feelings: This understanding brought me the level of humility with the reflection that diversity is a phenomenal gift to humanity and melting the diversity in the context of universal friendship certainly is an indispensable precondition to create harmonious relationships. As I tried to feel dressed up and fancy like them, I learned about the various perspectives and traditions of each guest which helped my multicultural understanding grow (Alharits, 2023b).
Evaluation: Acemplary studies of Neupane and Khānal (2022) have shown that the language plays a meaningful role in making the guests feel more connected and happier with the staff which results in job satisfaction. Through (2020), she (Farah Effendi) emphasized the role of empathy and cultural sensitivity as the main ingredients to be incorporated for productive customer interactions.
Analysis: Empathy and humility in a multicultural contacts became a realization to me that cultural awareness is not only a skill or rather, something that one uses but it is a fundamental component of exceptional customer service (Effendi, 2020). It means offering high quality services and creating an atmosphere which make guests feel honored and welcome, regardless of their cultural backgrounds.
Conclusion: An important thing which I acquired in that situation is that cultural sensitivity is more than just being polite to people with different culture. It shaped my attitude to guest service. Therefore, my goal is to persist in the process of improving my cultural intelligence either by learning or by helping people in my team understand diversity in cultures and engage in cultural diversity actions within our hotel (Barreto and Mayya, 2022).
Action Plan: My aim is to always prepare individually planned cultural diversity ways for the hotel daily operations, with the idea of an inclusive where every guest is welcome and respected. Through celebrating cultural literacy as a stronghold of multiculturalism, we can create a space transcending our guests’ diverse backgrounds, while delivering the very spirit of hospitality (Hynes, 2021).
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LANGUAGE AWARENESS SKILLS

Active listening: Paying attention to guests' language preferences and
responding appropriately.
Non-verbal communication: Understanding cultural cues and gestures to
enhance communication.

Language tools: Providing multilingual signage, menus, and translation
services to accommodate diverse guests(Zan et al., 2024).
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EXAMPLES FROMTHE HOTEL INDUSTRY

- Scenario I: A Spanish-speaking guest arrives at the front desk. Staff greet them with "Buenos dias” and offer assistance in

Spanish, enhancing the guest experience.

- Scenario 2: A French-speaking guest requests room service. Staff address them as "Madame" and ensure clear communication

to fulfill their order accurately.

- Scenario 3: A German-speaking guest attends a business meeting. Staff use formal titles and express gratitude in German,

fostering a professional atmosphere(Kim, 2024).
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CONCLUSION

= Multilingualism and language awareness are essential skills for Marriott Hotel staff to provide exceptional
service to international guests.

= Embracing linguistic diversity enhances guest satisfaction, fosters cultural understanding, and strengthens the
hotel's reputation.
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INTRODUCTION =

© Welcome to the training session on the importance of
multilingualism and language awareness for Marriott Hotel
staff.

- Objective: To understand the benefits of multilingualism and D E L T A

develop language awareness skills to enhance guest

satisfaction and communication. HOTELS

MARRIOTT
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BENEFITS OF MULTILINGUALISM

- Multilingualism improves guest satisfaction by facilitating

effective communication with international guests.

- Increases customer loyalty and positive reviews, leading to
improved hotel reputation and revenue.

- Enhances cultural competence and demonstrates respect for

diverse guests(Mangalam et al., 2024)
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LANGUAGE CHOICE: FRENCH

French is spoken in France, Canada, Belgium, and parts of
Africa.

Considered moderately difficult to learn due to complex
grammar and pronunciation.

Politeness: Addressing guests with "Monsieur" or "Madame"

and using formal titles like "Monsieur le Directeur" (Mr.

Director) in business contexts(Zan et al., 2024).
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