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Component 1: Professional Reflection
Cultural misunderstanding is likely to happen when two or more people from different cultural backgrounds have interactions due to cultural differences among them (Amin, 2020). Not only cultural differences but also differences in languages may cause a nuisance between different people in terms of communication. Cultural misunderstanding and language barriers are crucial issues in the hotel sector, especially in restaurants and bars which affect the service quality and lead to guest dissatisfaction. The people who arrive from Italy are likely to face these issues in the UK due to the differences in culture and language. The main reason for the issues is that all the hospitality staff in the UK are not capable of multilingualism and they have a lack of cultural awareness.
The UK is the country where several people from different regions, languages and cultural backgrounds arrive for various purposes and the hotels have to deal with people from various backgrounds. In the hotel Britannia International, which is located at Canary Wharf, London, a large number of foreign guests take accommodation regularly and the majority of them are Italians. As a result of cultural and lingual differences, several incidents of miscommunication and cultural misunderstanding take place in Britannia International between the hotel staff and the Italian guests. These problems have the most negative impacts on the restaurants and bars of the hotel in terms of understanding, order and serving etiquette (Bezkorovafana et al., 2021). It is a very common problem in restaurants and bars to deliver the wrong dishes due to misinterpretation of the exact needs of the Italian guests. As a result of these incidents, the Italian guests of Britannia International become dissatisfied with the hotel and its services and also feel uncomfortable due to the communication issues. It also hurts the brand image of the hotel which affects its campaign to attract international guests.
To mitigate the issues in Britannia International with the Italian guests, I need to learn and understand the Italian language and culture to properly interpret the needs and preferences of the Italian guests. The problem of a lack of cultural awareness causes unintentional emotional hurts to people who are from a different culture as they have some specific customs which are emotionally attached to them. It is important to know and understand the Italian culture along with the language of the hotel staff as they fear hurting the guests unintentionally with their etiquette. As a beginning step, the staff may learn some basic Italian words to greet the guests in their native language such as 'grazie', which means thank you in Italian. Greeting the Italian guests in their language will make them feel comfortable about the communication which will enhance the guest satisfaction in the hotel. Secondly, I may use virtual assistance systems and AI technologies such as ChatGPT which are now in trend in the hospitality sector and can translate several foreign languages including Italian (Gursoy et al., 2023). I may also try to improve my listening and observing skills to enhance the interpretation of verbal and non-verbal communication of the Italian guests.
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The most common problems in Britannia International are the cultural differences and language barriers between the hotel staff and the Italian guests which affect the service quality and brand image of the hotel. A lack of language competence and cultural awareness among the hotel staff bothers the Italian guests and makes them feel uncomfortable while trying to express their needs. The incidents of delivering wrong orders of food and beverages often occur and awkward situations due to different tastes of etiquette arise due to a lack of cultural awareness among the hotel staff. To mitigate these issues and to enhance guest satisfaction in Britannia International, a training plan is needed for the hotel staff especially to handle the Italian guests.
The training plan will be focused on educating the employees about the Italian language and culture including customs and etiquette to reduce the misunderstanding during a conversation. The language training will improve the understanding of verbal communication and the cultural training will improve the understanding of non-verbal communication along with the etiquette of their preferences (Koc, 2020). It is important to train the employees to efficiently communicate with the guests as they are responsible for informing the guests about the basic hotel policies such as check-in, check-out and other relevant things. The training should also include providing problem-solving knowledge to interpret the exact problems of the Italian guests and to resolve those strategically which will enhance the guest satisfaction in the hotel. A cuisine training course for the F&B employees will help them to understand the food preferences of the Italian guests along with their table manners and expected serving etiquette. It is also important to teach them about the proper ways of taking orders despite the lingual issues to avoid the issues of delivering wrong orders to the Italian guests. To evaluate the success of the training plan, a process of taking feedback from the employees and the guests should be implemented about the procedures and the services of the hotel respectively.
To organise the training procedures, the hotel should prepare a workshop with the employees as it is a proven method of educating the hospitality employees (McCartney and Kwok, 2023). The experts in the hospitality sector may be invited as guest lecturers in the workshop to help the employees with their knowledge and experiences. The experts in the Italian language may also join the campaign to teach the employees about the language and the basic phrases to communicate with the Italian guests. The workshop should include some role-play exercises to understand the customs and etiquette of Italian culture and to increase cultural adaptability among the employees. The language training and role-play exercises will help the employees serve the Italian guests better and it will also increase the bonding among the staff. There should be a group discussion session where all the employees will share their knowledge from training about the Italian language and cultural awareness (Guilherme and Sawyer, 2021). The authority should ensure that each employee shares their feedback to identify the shortcomings of the workshop session and to find ways to improve those.
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There are several self-reflection models and to write the student self-reflection part, I will use Kolb's experiential learning cycle as a self-reflection model. This model is known as an influential learning model for learning through reflection and action (Morris, 2020). It includes four stages which are Concrete Experience, Observation and Reflection, Abstract Conceptualisation and Active Experimentation.
Concrete Experience: Guests from various regions and cultural backgrounds including Italian guests come to Britannia International and dine in the restaurants and bars of the hotel. The Italian guests feel uncomfortable expressing their needs due to a lack of lingual knowledge and cultural awareness among the staff of Britannia International. The staff and the guests both struggle to communicate with each other and as a result, delivery of wrong orders and conflicts because of cultural differences often take place. These things make the guests dissatisfied with the services and put down the reputation of the hotel in their eyes.
Observation and Reflection: The language barriers and a lack of cultural awareness among the staff make the customers of personalised services which leads to guest discomfort. The staff feel frustrated as they are unable to serve their best to the Italian customers which brings doubt among them about their abilities. The staff analysed the reasons behind the communication issues and identified the importance of having multilingual knowledge and cultural awareness to serve the Italian guests. The reflection is there is a need for improvement in the communication skills of the staff to take orders efficiently and to understand the gestures to provide the guests with their preferred etiquette. An improvement in cultural awareness is also important to avoid hurting the guests unintentionally by violating any of their customs or cultural norms (Lim and Ok, 2021).
Abstract Conceptualisation: In this stage, the staff try to find a way to improve their services based on their knowledge about the experience they are facing with the Italian guests. They try to fill the communication gap and avoid misunderstandings between them and the Italian guests by improving their methods of interaction. They become aware of the importance of understanding and speaking the Italian language to communicate properly with the Italian guests and to provide them with personalised services. They start understanding the importance of cultural resilience and awareness of different customs, taboos and etiquettes to avoid conflicts with the Italian guests and to provide them with a comfortable ambience. These conceptualisations among the hotel staff increase their adaptability to different cultures and improve their resilience skills. These open a way for the staff to improve their communication skills along with their customer handling behaviour. Abstract conceptualisation helps to provide a direction to adapt required behaviour for certain situations and in this case, it will help the staff to mitigate the issues with the Italian guests (Tuerlan and Scott, 2021).
Active Experimentation: In this stage, the staff will apply the concepts which they have developed in the Abstract Conceptualisation stage to take practical actions. They will try learning the Italian language and will use basic Italian phrases such as 'grazie' to greet the Italian guests and to make them comfortable with communication. They will try learning Italian customs and norms to avoid conflicts and to provide the guests with a personalised service which will increase guest satisfaction as well as the hotel's reputation.
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¢ Ability of communicating in different languages

(Schroedler, 2021).

* Increases involvement in globalisation.

¢ Communicationwith international guests.

* Improves cultural awareness.

® Mitigates language barriers.
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BENEFITS OF LANGUAGE
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(Beaudrle et al., 2021).

Enhance vocabulary.

Improve communication skills.

Better problem-solving.

Improve hotel’s reputation and brand image.

Ze Aswareness





image5.jpeg
RVIEW OF THE ITA
LANG

° DerlvegJ fA Latin in the Roman age.

¢ Officiallyused in Italy, Vatican City, Sun Marino and
Switzerland.

e Easy to learn for English speakers (Madeddu, 2022).
¢ Preference for formal dressing and formal language.
* Time consciousness and punctuality.
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CONCLUSION

Discussion on overview of the Italian language.

Discussion is based on Britannia Hotel International
London.

Significance of multilingualism.
Benefits of language awareness skills.
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INTRODUCTIO

Britannia International L\(|)tel London is situated in
London, UK.

® It has two on-site restaurants and bars
(Britanniahotels.com, 2024).

The hotel has wifi facility.
® Convenient for business travellers.
® Pet friendly hotel.





