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Cultural diversity is the parking parcel for any tourism industry across the entire world (Christiansen et al., 2020). That is why people from different viewpoints, different languages, and different cultures come together to enjoy their holidays or leisure time (Deresky, 2017). Cultural misunderstandings can occur in different ways, including nonverbal communication (Abushihab, 2016). It can occur also because of differences in language or language barrier, differences in social norms and cultural etiquette (Hofstede et al., 2010).
Cultural misunderstandings typically occur when there are language differences between the guest and the service provider (Ángeles et al., 2019). The problem is that service providers cannot be able to understand fully the requirements and expectations of the guest because of this language barrier (Ángeles et al., 2019). An employee was the receptionist at Premier Inn Hotel. There was a guest from Japan, and he came to the front desk in the afternoon to check-in. According to the Japanese culture, it is not good behaviour to state the name of a person if the name is not prompted. However, the receptionist asked the Japanese person for the name to confirm the reservation. That is why the Japanese traveller has become frustrated. I saw that as the receptionist was asking persistently for the name, the guest was becoming increasingly more uncomfortable. This is one scenario of cultural misunderstanding that I have seen, and I was present at that time.
From this experience, I have realised that cultural misunderstandings can occur in different situations. But it can occur easily when cultural norms and cultural behaviours clash with one another (Ángeles et al., 2019). This is crucial for tourism and the hospitality sector. To prevent such cultural misunderstandings, I need to focus on different skill sets so that I can easily handle those cultural misunderstandings. It will be beneficial not only for me but also for the industry. The guest will also be satisfied with the operational culture of Premier Inn Hotel. For instance, I need to develop my communication skills and cultural awareness skills. I need to know about the different cultural norms and expectations of travellers from different ethnicities and backgrounds. In this case, it will be more appropriate to gain an understanding of and develop skills in cultural norms, particularly from common visitors in the hospitality or tourism sector. Cultural awareness skill learning includes learning about different communication styles in different countries, the customs of greeting one another and social etiquette in different cultures. In addition, I need to improve my communication skills so that I can effectively and efficiently navigate interactions in cross-cultural communications. That skill involves the usage of respectful and clear language in front of the guest while interacting with the guest (Chan, 2020). There will be no bias towards specific cultural norms in this case. In addition, I need to be open-minded in learning from the hotel guests about their cultural values and cultural norms. In this way, I can improve my communication skills for better management of cultural misunderstandings. Furthermore, I need to quickly capture the gestures of the guests so that any shuttle observation will provide me with directions on what to do while interacting with hotel guests. It will help me to become flexible while interacting with customers to avoid any cultural misunderstandings. 
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Providing training to the employees to become equipped for the navigation of cross-cultural interactions more respectfully and effectively is required (Maheshkar & Sharma, 2018). This is crucial so that employees can provide exceptional and professional service to hotel guests who come from diverse cultural norms and backgrounds at Premier Inn Hotel. The training plan for employees of Premier Inn Hotel is aimed at enhancing their communication skills and cultural awareness. The objectives of this training program are listed below as follows – 
•	To increase the understanding of different cultural norms and values for the employees.
•	To enhance the communication skills of the employees so that they can interact more effectively with diverse guests.
•	To develop the sensitivity and empathy of the employees regarding cultural differences, guest experiences and language barriers.
•	To provide an understanding of practical strategies to the employees of the company so that they can navigate cross-cultural interactions more practically.
In the training, first of all, there will be a professional workshop and seminar to increase cultural awareness among the employees of Premier Inn Hotel. In the workshop, the speakers will provide an understanding of the importance of cultural sensitivity in the tourism sector. In this workshop, employees will explore different types of cultural norms. Those include different communication styles in different countries, social greetings, common customs, and social etiquette (Moran & Abramson, 2018). Employees are also given different case studies so that they can exercise their role by identifying and addressing different types of cultural misunderstandings in different types of hypothetical scenarios. In this way, they will be able to improve their cultural awareness through this professional workshop (Elkabas, 2018).
There will also be another training program to improve the communication skills of the employees of Premier Inn Hotel. In this training, employees will be able to learn different techniques for active listening. Experts will provide an understanding of how to listen more attentively and concentrate on different types of subtle cues. Those cues are important because they are the indicator of any confusion or discomfort zone of a guest (Nedelko & Brzozowski, 2020). In addition, there will be learning on how to grab respectful and clear communication interaction with the hotel guests. Furthermore, it will help employers confirm their understanding by clarifying questions related to cultural diversity. That training program will also offer some basic language-related access so that it can assist the employees of the company in more effective communication with other guests (Mugford, 2023).
Furthermore, the employees must provide basic language learning training in popular languages like Japanese, Spanish, etc. Guests of these languages are across the entire world. Hence, it will be easier for employees to make better communications. This is relevant for all the employees of the Premier Inn Hotel.
Throughout this training plan, Premier Inn Hotel will provide different types of resources like materials regarding cultural sensitivity training and effective access to the support of language tools. Those resources will help employees apply what they have learned from this training program in real-world cases. Premier Inn Hotel will also receive feedback regularly from the employees. It will help the company to assess and justify the effectiveness of this training program to identify other areas for making improvements for a better competitive advantage in the tourism sector (Fenner, 2019).
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Reflective learning is important because it provides a handy approach to focus on practical and real-life situations by applying theoretical learning (Trompenaars & Hampden-Turner, 2021). There are different types of reflective learning approaches. One of the most popular approaches for self-reflection is Gibbs’ reflective method (Jones & Coffey, 2017). 
The first component of this reflective cycle is the description of learning (Christiansen et al., 2020). First of all, I did not underestimate the importance of cultural awareness in the hospitality and tourism sector so much. However, I have been able to recognise that the hospitality sector or tourism sector involves serving different types of guests who come from diverse backgrounds, cultures, and different social norms. Furthermore, I have come across a particular event, and I have seen how cultural misunderstandings can occur while at Premier Inn Hotel. That is why, over time, through my personal experiences and my other learning opportunities, I have been able to understand the significance of cultural awareness for success in the tourism sector more effectively and efficiently.
The second part of this reflective cycle is feelings. Before the occurrence of that particular cultural misunderstanding with Japanese guests at Premier Inn Hotel, I felt that I had the required capability to make effective interactions with guests from different cultures. However, I have experienced that particular event of discomfort and uncertainty. At that time, I realised that I do not have the required capabilities and skill sets to navigate cultural diversity issues while interacting with guests from different countries and different language barriers. This feeling has motivated me to look for different opportunities where I can learn to improve my cultural awareness and other skill sets to grow in this hospitality sector.
Through different experiences, I came gradually to evaluate the immense importance of cultural awareness for success in the tourism industry. The experience of cultural misunderstanding with Japanese guests at Premier Inn Hotel has made me realise how easily these types of cultural misunderstandings can occur at the entity. In addition, I have been able to realise the potential impact of those cultural misunderstandings on the satisfaction of the hotel guests.
From those experiences, I have started to analyse the factors behind the cultural misunderstandings and how to improve the implications for more proactive interactions with hotel guests. I have been able to realise that cultural awareness is not understanding different norms, cultural values, and languages. Cultural awareness is more than respecting and recognising the individual needs and preferences of hotel guests (Deresky, 2017).
That is why I have decided to improve my skill set based on my action plan. My action plan is to participate in different training programs and workshops where cultural diversity is the main point of learning. In those training programs, I will be able to improve my communication skill and cultural awareness skills.
In this case, I will attend in different professional seminars on hospitality management. I will take different courses on how to manage guests more effectively and efficiently. Additionally, I will try to find out part-time jobs in different hotels so that I can better learn practically. I will also try to learn different languages on basic terms. This would increase my employability skills.
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