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1. [bookmark: _Toc28776][bookmark: _Toc166769935]Component 1:
In the Mercure Liverpool Atlantic Tower Hotel, I observed an incident during a dinner service. A server that was eager to share the delights for which we are renowned. The guests were not able to understand my offer as they had very little knowledge of the English language. The guest was trying to communicate in French language and the employee does not know French language. The situation got frustrating for the guests and me as they were unable to understand each other. At that moment I realized that there is a significant role of cultural knowledge and the need to teach the basics of all important languages to all the employees in hospitality businesses. The situation was very embarrassing for me due to a lack of knowledge about different languages and it also caused discomfort to the guest. It made me realize that there is a significant need for language training for the employees (Kamal Abdien and Jacob, 2019). My effort to be friendly with the guests was overshadowed by a lack of cultural knowledge. These incidents make it evident that despite the best friendly services there is a significant need for knowledge of different languages that will help the employees better understand their guests and make their all efforts fruitful.
This incident made me reflect on the fact that there is a significant need for language training. Providing the staff with all the basic knowledge related to language sensitivity (Roque, and Ramos, 2019). This will assist the employees to perform better and fulfill the needs of the customers. It is the basic need of hospitality services to make customers happy and satisfied with services. The employees must have great communication skills to understand the needs of the customers (Agarwal, 2021). Making them able to understand not only the words but also the body language of the employees. So it is important for the employees to not only know the menu but also to effectively understand guests. Therefore to ensure that such accidents do not occur again in the future it is important to know various languages and other norms related to hotel services (Bharwani and Jauhari, 2017). Further, it is important to practice active listening to improve services. All these efforts will assist us in ensuring that guests feel they are respected. Increasing the satisfaction level of the customers is the priority of hospitality services. So ensuring that customers are greatly satisfied and employees can effectively comply with the needs of the customers is the most important role of the hospitality industry (Sharma and Srivastava, 2018).
In the changing world of hospitality knowledge of different languages is very much significant. As there is a need to serve guests from different backgrounds. Making it necessary to have general knowledge about their languages and preferences is important to ensure their satisfaction.  This incident ensures that only good intentions are not enough there is a further need to understand guest effectively.  Therefore the employees must be trained to effectively serve the guests from all around the world. Ensuring that they are being respectful in their interaction and there are no chances of any type of misunderstanding.
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	[bookmark: _Toc4071]Phase
	Operation
	People
	Sales

	Core
	- Mercure Liverpool Atlantic Tower Hotel needs to implement cultural sensitivity protocols to increase performance of the employees (Ibrahim et al., 2017).
- Introduce basic language learning tools to the employees that will result in better performance of the employees.
	- Mercure Liverpool Atlantic Tower Hotel needs to conduct cultural awareness workshops to increase the awareness of the employees.
- Begin language proficiency assessments to further increase the knowledge of the employees
	- There is further need to Train on culturally sensitive sales approaches for the effective performance of Mercure Liverpool Atlantic Tower Hotel 
- Introduce multilingual sales book to have proper knowledge that employees can have easy access to

	Foundation
	- Establish ongoing cultural training sessions to improve performance of the employees at Mercure Liverpool Atlantic Tower Hotel 
- Set up language practice groups to ensure continuous growth of the employees
	- Develop interpersonal skills with a focus on cultural respect for the better performance of the employees this is to increase the satisfaction level of the emplyees (Nazarian et al., 2017).
- Enhance language learning skills with advanced modules to ensure better performance
	-  Further Role-play scenarios will assist in culturally diverse sales interactions
- Practicing language skills in the context of sales

	Advance
	- Employees at the Mercure Liverpool Atlantic Tower Hotel needs to integrate advanced cultural knowledge into daily operations. This is important as there is need for continuous improvement as the cultural practices are diverse in culture for people belonging to different cultures (Baradarani and Kilic, 2018).  
- Utilizing language learning software for staff at Mercure Liverpool Atlantic Tower Hotel will significantly increase the performance of the employees.
	- Emplyees at Mercure Liverpool Atlantic Tower Hotel needs to  Master cultural sensitiveness in guest interactions
- There is further need to achieve conversational fluency in multiple languages to effectively deal with customers from different backgrounds
	- Mercure Liverpool Atlantic Tower Hotel needs to customize sales strategies to diverse cultural backgrounds
- Mercure Liverpool Atlantic Tower Hotel further need to implement language-specific sales promotions

	Development
	- The development phase will include evaluation and refinement of cultural sensitivity practices
- There is further need to assess language proficiency and progress to ensure effective performance of the employees with all types of customers from different backgrounds. This will ensure long term effective performance of the employees at the Mercure Liverpool Atlantic Tower Hotel 
	- Mercure Liverpool Atlantic Tower Hotel needs to provide leadership training for cultural advocacy and increase the knowledge of the leaders.
- There is further need to provide advanced language workshops for specific guest needs at Mercure Liverpool Atlantic Tower Hotel 
	- Mercure Liverpool Atlantic Tower Hotel  need to develop inclusive marketing campaigns
- Mercure Liverpool Atlantic Tower Hotel  have to analyze sales data to improve cultural engagement and make changes which will improve the performance of the employees and further make changes according to the feedback of the employees
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Using Gibbs' Reflective Cycle for the reflection of a cultural misunderstanding in Mercure Liverpool Atlantic Tower Hotel.
Description
During dinner service at a renowned Mercure Liverpool Atlantic Tower Hotel, I observed an interaction when I approached a group of guests and recommended the restaurant's signature beef dish. The guests were not able to understand me as they have little knowledge of English as they speak French. They tried to speak to the employee in their language but I was unable to understand them. This caused frustration for both the employees as well as the guests as they could not understand each other. This accident proves the importance of  need for learning different languages, especially in the hospitality industry (González-Rodríguez et al., 2019).
Feelings 
It caused embarrassment for the server as he was not able to fulfill the needs of the customers. Further, this caused frustration for the customers as their requests could not be understood by the server making the customers dissatisfied. This incident helped in understand that there is a significant role of learning multiple languages in hospitality services. This became one of the most frustrating moments for me as the employee could not comply with the needs of the customers. Making it evident that there is a significant need for language training to ensure the satisfaction level of the customers (Bharwani and Jauhari, 2017).
Evaluation 
Even with the efforts of the employee to be friendly with the customers he failed to comply with the needs of the customers. Due to the language barrier, it makes it evident that only excellent food services are not required in the hospitality services but there is a further need to have knowledge of different language to understand the needs of the customers (Pham et al., 2023).  
Analysis
It is clear that if the employee knew multiple languages he would have been able to effectively understand the customers and comply with their needs and demands. The employees at the hospitality services need to have detailed knowledge regarding different languages. 
Conclusion 
Thus it can be concluded that the staff at the hospitality services must know different languages. They should be able to understand the needs and demands of people from different backgrounds. Thus knowledge regarding different languages will assist them in increasing the satisfaction level of the customers.
Action Plan 
The action plan involves the implementation of a training program for the employees that will emphasize knowledge of different languages. The program also includes educational workshops that will include sessions on multilingual training sessions and interactive communication exercises and to practically get the knowledge through role-playing scenarios to prepare the employees for a wide range of cultural interactions. The aim is to prevent future misunderstandings and enhance the experience of the guest. It is the responsibility of the employees in the hospitality industry to comply with the needs of the customers and understand their requests effectively.
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