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Component 1: Professional Reflection 
The language and the cultural barriers considered to be the main restrictions for enabling harmony between the two distinct individuals (Reindrawati, 2023, p. 2164240). 
This kind of instance often observed in hotels and restaurants where interaction between multilingual individuals is present. A scenario like this I observed recently during my trip where interaction between a Japanese F&B employee with a European resident resulted in a conflict due to different behavioural patterns and their acceptance in their own native country. My overall experience with these cultural differences and their issues has described through Driscoll’s Model.
Driscoll’s Model 
What?
The way of occurrence of cultural misunderstanding 
The misunderstanding between two distinctive individuals can occur due the cultural differences and differences in behaviours. Every country has its own way of projecting particular behaviours, whereas these behavioural patterns not accepted in other countries. I recently went on a foreign trip where I faced this kind of conflict between two different individuals coming from a different country.
In this scenario, a Japanese F&B employee was interacting with European customers at Hilton Hotel during breakfast service. These F&B employees have a habit of speaking while someone is talking. This kind of behaviour highly accepted by Japanese culture and see as a friendly gesture according to them. On the other hand, interrupting while someone else is talking is an ill habit and not accepted specifically in European culture. While accepting the order from the European customers, this Japanese employee was constantly interrupting the European customers and as this not accepted by their culture the conflict started. The interaction between the two individuals was intense. This finally led to a complaint to the higher official of the hotel by this European individual about this scenario occurring early in the morning during breakfast. This was the first time I understood the basics of cultural conflict individuals generally have while they are commuting to other countries.
So What?
Skills or behavioural changes which needs to develop 
This particular scenario has enabled me to learn about the consequences of interacting with different cultures without respecting values. The Japanese employee should have respect for his customers in order to retain the reputation of the hotel chain where the incident occurred. On the other hand, this customer is also responsible for understanding his perspective. However, this incident has occurred within the hotel premises and between an employee and customers, and according to Calma and Dickson-Deane, 2020, the customer opinion in the business is always correct. In this context, the hotel council should be rectifying their mistakes on behalf of the Japanese employee and restrict the matter from going further in order to retain their future reputation. 
Now What? 
In order to prevent the scenario from occurring again in their hotel premises, the hotel chain should train their employees according to the standards required in this industry to promote customer loyalty. Secured and positive training should implement in order to facilitate the development of skills like Active listening and empathy while interacting with diverse cultured individuals (Lähdesmäki, and Koistinen, 2021, p. 50). Effective engagement is also another skill the employee should develop irrespective of their cultural preferences


Component 2: Training plan 
Improvement in the hotel can adopt by implementation of the secured training plan and inclusion of Level 4 placement hotel staff training will help this company to ensure positive customer experience amid the differences between two distinct individuals. 
	Identifying skill gap 
	Training objectives 
	Type  of training 
	Measurement 
	Timeline
	Training materials required 

	Active Listening 
	The main Objectives of this training include active listening skill within an employee to ensure harmony and bond between the two different individuals. This type of skill is highly required to avoid further occurrence of this above scenario. 
	The employees should trained to include attention in their work by limiting distraction from other factors while interacting with the customers.
	Allowing stroop tests in regular intervals during the training (Burger et al., 2020, p. 60).

	4 - 5  months 
	Materials to conduct the stroop test. 


	Empathy 
	 This skill is highly required in order to enhance the above-mentioned skill further. This particular skill is also valid to personalise the self-communication among employees and allows customers to validate their feelings to the employees.
	The employees allowed engaging in observation patterns and the developing reflection analysis within them. This type of training within the employees will enable them to observe the customers according to the difference in mind-sets. In addition to this, reflection analysis will enable them to highlight their own experiences while interacting with other individuals.
	The reflective thinking among the employees and individuals can measured through the Five-point Likert Scale (Al-Qarni, 2024, p. 196).
Apart from that observation patterns within an individual can be measured through Physiological measure.  This will help to monitor all the reactions of a person.

	2- 3 months 
	Usage of software’s for allowing Spearman’s R for correlations and Mann Whitney T-test methods.
In addition to this, tools and machines for physiological tests.

	Effective  engagement 
	Effective engagement as the skill will allow the individual to interact with the customer by understanding their perspective and also regulating their perception and conveying them to the   customer according to the situation that arises between the conversations. This particular skills development within the employee will allow restriction of conflict like the above scenario further.
	Multimedia content and  interactive  presentation can be  included  in order to enhance the engagement skills  among the  employees 
	  These results and tests can measured through the surveys and non-survey methods (Braun et al., 2021, p. 650). 

	6-7 months 
	An effective questionnaire and online tools to establish communication among the employees.



The above training plan can increase the chances of including a positive attitude among the employees during critical scenarios discussed above. Skills like active listening and engagement measures are highly important for regulating employees according to industrial standards. This will further help every worker belonging to this hospitality industry to limit conflict with foreign customers and showcase a positive attitude despite the lingual or any other cultural differences. The training, in this case, should be consistent in order to mould the worker according to the different scenarios. In the hospitality industry, the workers or the employees will face different scenarios based on cultural diversity and in order to combat them effectively, regular training is highly appreciated.


Component 3: Student self-reflection 
Kolb’s Reflective Model (reflect on your own understanding of the
Importance of cultural awareness within the hospitality industry
The hospitality businesses should include cultural awareness in order to increase operations and growth of the company (Oriade et al., 2021, p. 102699). This is the only industry where amalgamation of different cultures occurs and higher awareness regarding diverse cultures helps the business to achieve effective opportunities. Nhamo et al., 2020, opined that, In the midst of globalisation, every business including the hospitality business is required to expand its horizons in order to promote growth and stability in the business. 
This is the only industry where promotion of the growth and business expansion would require them to embrace cultural diversity. In this context, the promotion of cultural awareness among the employees would help them to create competitive communications and decisions. In this section, my perspective regarding cultural awareness will state. In addition to this, I will also reflect on my change of understanding about cultural diversity and inclusion over the span of time. My overall knowledge and experience regarding this cultural awareness process will be stated with the usage of Kolb’s reflective cycle (Hanisyah et al., 2023, p. 66).
Concrete Experience
How did your understanding of the subject change over time?
My perception of cultural conflicts is highly based on macro issues like the formation of wars to debate over abortion. I used to believe that allowing cultural education and awareness could eliminate the factors contributing to wars and abortion. After observing the scenario, where there was a conflict between F&B Japanese employees with a European customer, my whole perception of cultural awareness and its importance has changed drastically. I have understood that every culture has its own contribution to raising an individual and this highly impacts their behaviour in the future. The conflict arises when these two different individuals with distinct behavioural patterns meet with each other.
Reflective Observation
Importance of Experience
The above experience was highly important for me as it completely changed my own perceptions and values effectively. Earlier I was accustomed to macro issues and equalised the cultural conflict with economic crises like war, slavery, and abortions. However, this recent event based on cultural conflict in the hotel of Hilton Ltd has enabled my perception based on cultural conflicts and its awareness of a micro perspective.
Abstract Conceptualization
Learning as a result of experience
The above experiences have created awareness within me about the importance of respect and acceptance of different individuals. In order to avoid conflict in every area specifically in the hospitality industry respect, and acceptance of individual differences is the only resolution to the issues 
Active Experimentation 
In the future, I would like to include these learning’s derived from my experiences while I was on my trip. I would like to include respect while interacting with every person whether they are natives of my own country or belong to other countries and have different perspectives about life and values. In addition to this, I would like to add the skills of acceptance within me and go to lengths in order to achieve them effectively. I personally believe that in order to avoid conflict based on cultural differences, whether it is micro or macro acceptance of differences is the key resolution to the problems.


Component 4: Training presentation 
Slide 1:  Importance of language awareness skills for hotel staff.
[image: ]
Slide 2: Introduction 


Language Awareness skills are extremely important for the hotel staff, as it enables them to communicate freely with global customers. Lack of language skills among the staff of hotel business will deplete the reputation and customer satisfactions (Christiansen et al., 2020).
Speaker Notes 
Language awareness is an effective medium through which the hotel industry can develop itself to adhere to the norms of globalisation. Having a language barrier between the employees and customers can create issues in allowing guests on a global level and establishing stable communication with them. Language barriers will also deplete the hotel business in terms of customer satisfaction.
Slide 3: Benefits of Multilingualism


Multilingualism enables the hotel business to expand their business and to gain opportunities overseas easily. In addition to this, cultural sensitivity can be included among the hotel staff which will help them to reduce potential conflicts. The networking skills of the business will also increase with the addition of multilingualism.
Speaker Notes: 
Multilingualism has several benefits, specifically in terms of the hotel industry.   In the era of globalisation, the adoption of multilingualism is the only process through which language barriers can be eliminated and cultural diversity can be promoted. Multilingualism helps to include cultural sensitivity among the workforce of the hotel business, further reducing the chance of conflicts. The expansion process of the hotel business will increase significantly by the adoption of multilingualism (Abramson and Moran, 2018). Lastly, the networking skills of the business present in this industry will also increase.
Slide 4: Learning Russian as an effective European language


Where is the language spoken? Is it hard to learn?
The Russian language is the most difficult language for the Hotel staff to learn, specifically for the English natives (Erkinovna, 2023). Despite its difficulties, Russian is the official language of Belarus and also of other countries. This is the most preached language in the whole of Europe.
Speaker Notes: 
Multilingualism among hotel staff will enhance the business productivity operating globally. In this context, apart from native languages, learning Russian can benefit the hotel staff effectively. Russian is the most common language spoken across Europe. The majority of the European customers are likely to speak Russian apart from English. Russian is official for Kazakhstan, Belarus, and Kyrgyzstan. However, it is also commonly used in Ukraine, Central Asia, and others. The Russian language is hard to learn for every hotel staff member, but it will help in the future.
Slide 5: Identifying the polite and impolite context in cultural awareness across the hospitality industry.


According to Nedelko and Brzozowski, 2020, Smiling while greeting customers is accepted across the world. Lack of cultural sensitivity and talking rudely with customers deplete the goodwill of the hotel business.
Speaker Notes
 In terms of politeness, showing a smile while greeting every customer is an essential aspect that can imply cultural awareness and is accepted all over the world. In terms of impoliteness, talking rudely with customers and lack of cultural sensitivity can deplete hotel business goodwill. 
Slide 6: Understanding the importance of language awareness skills in Hilton Ltd.
[image: ]
Multilingualism is adopted across the workforce in Hilton Ltd (Hiltonglobalfoundation, 2023).This company hires or trains employees to implement these soft skills within the workforce effectively.
Speaker Notes: 
Hilton Ltd understands the language awareness aspect and they usually hire or train an employee based on these particular soft skills. Apart from qualification and hard skills, multilingualism helps employees to retain their customers and promotes customer satisfaction on a global level.
Slide 7: Conclusion 


In conclusion, the adoption of language awareness is the only process through which the hotel industry can benefit from global expansions effectively. The training or hiring of the staff with these particular soft skills can elevate the business operation and satisfy the customer on a global level.
Speaker Notes: 
This slide concludes the importance of language awareness in the hotel industry.
Slide 8: References 


Slide 9: Thank you
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Benefits of Multilingualism

Multilingualism enables the hotel business to expand their business and to gain opportunities overseas easily.  In addition to this, cultural sensitivity can be included among the hotel staff which will help them to reduce potential conflicts. The networking skills of the business will also increase with the addition of multilingualism.











(Diverse Learning: Celebrating Multilingualism in Schools | Varthana, 2024)





Multilingualism has several benefits, specifically in terms of the hotel industry.   In the era of globalisation, the adoption of multilingualism is the only process through which language barriers can be eliminated and cultural diversity can be promoted. Multilingualism helps to include cultural sensitivity among the workforce of the hotel business, further reducing the chance of conflicts. The expansion process of the hotel business will increase significantly by the adoption of multilingualism (Abramson and Moran, 2018). Lastly, the networking skills of the business present in this industry will also increase.
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Learning Russian as an effective European language

Where is the language spoken? Is it hard to learn?

The Russian language is the most difficult language for the Hotel staff to learn, specifically for the English natives (Erkinovna, 2023). Despite its difficulties, Russian is the official language of Belarus and also of other countries. This is the most preached language in the whole of Europe.







(Wikipedia contributors, 2013)





Multilingualism among hotel staff will enhance the business productivity operating globally. In this context, apart from native languages, learning Russian can benefit the hotel staff effectively. Russian is the most common language spoken across Europe. The majority of the European customers are likely to speak Russian apart from English. Russian is official for Kazakhstan, Belarus, and Kyrgyzstan. However, it is also commonly used in Ukraine, Central Asia, and others. The Russian language is hard to learn for every hotel staff member, but it will help in the future.
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Identifying the polite and impolite context in cultural awareness across the hospitality industry.

According to Nedelko and Brzozowski, 2020, Smiling while greeting customers is accepted across the world.Lack of cultural sensitivity and talking rudely with customers deplete the goodwill of the hotel business.







(Ligori, 2020)





In terms of politeness, showing a smile while greeting every customer is an essential aspect that can imply cultural awareness and is accepted all over the world.  In terms of impoliteness, talking rudely with customers and lack of cultural sensitivity can deplete hotel business goodwill. 
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Conclusion 

In conclusion, the adoption of language awareness is the only process through which the hotel industry can benefit from global expansions effectively. The training or hiring of the staff with these particular soft skills can elevate the business operation and satisfy the customer on a global level.









This slide concludes the importance of language awareness in the hotel industry.
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Slide1.sldx
Importance of language awareness skills for hotel staff.

Language Awareness skills are extremely important for the hotel staff, as it enables them to communicate freely with global customers. Lack of language skills among the staff of hotel business will deplete the reputation and customer satisfactions (Christiansen et al., 2020).







(Innovate Recruitment Agency, 2023)





Language awareness is an effective medium through which the hotel industry can develop itself to adhere to the norms of globalisation. Having a language barrier between the employees and customers can create issues in allowing guests on a global level and establishing stable communication with them. Language barriers will also deplete the hotel business in terms of customer satisfaction.
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