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[bookmark: _Toc166583386]Assessment 1
[bookmark: _Toc166583387]1.0 Component 1 - Professional reflection
Scenario: I am an attendant at a hotel eatery during dinner service. A guest from Portugal orders a dish. But, I struggled to understand the accent due to their difference in region. As a result, I misunderstood the order placed by them. I served them a dish that they did not request.
Cultural misinterpretation in this situation occurred due to linguistic barriers as well as difference in accent. The guest used unusual words and accent. This was making it challenging for me to precisely understand their order. In addition, cultural differences in communication aspects are observed. This includes issues like indirectness as well as politeness norms further complicated the interaction. In order to prevent such misunderstandings in the future, I need to develop my cross-cultural communication skills. I need to practice active listening as well as seek clarification if I am unsure about the order a guest placed. This involves asking relevant questions along with using paraphrasing techniques. This will be helpful for confirming the understanding of the order. In addition, I must familiarize myself with the common accents as well as linguistic variations for improving my ability in understanding diverse speech patterns (Vikenet al., 2021).
Furthermore, cultural sensitivity training can improve my awareness of how cultural factors influence communication preferences as well as behaviours. Through learning about the cultural dimensions like high-context vs low-context as well as individualism vs collectivism, I can adapt better regarding my communication aspects. I can better align my communication style with the cultural background of the guests. I can prioritize clarity as well as directness in my communication with the guests from cultures that value explicitness. I also need to be mindful in maintaining politeness as well as respect. Development of empathy as well as cultural curiosity is important for building rapport with guests from various backgrounds. Through demonstration of genuine interest in their culture as well as language (Hossainet al., 2021). I can develop a more inclusive and welcoming dining experience. 
This may involve learning basic phrases in the native language of the guests. Therefore, I may display cultural sensitivity in gestures as well as body language. This shows appreciation for their cultural traditions as well as customs. Cultural misunderstandings in the hospitality sector can arise from linguistic differences, cultural norms and communication barriers. In order to prevent such misunderstandings, I need to enhance my cross-cultural communication skills. I need to consider cultural sensitivity training along with developing empathy and cultural curiosity. Through the use of cultural sensitivity training, the behavioral expectations of the workforce can be guided. With the adoption of effective cultural sensitivity training, the cultures may feel more valued as well as understood, leading to increased satisfaction levels as well as improved customer loyalty (Oriadeet al., 2021). 
Through embracing cultural diversity as well as fostering inclusive communication practices, I can provide exceptional services as well as ensuring positive guest experience for the guests in the hotel restaurant settings. 
[bookmark: _Toc166583388]2.0 Component 2: Training plan
By using a reflective account, I would like to explain my own experience and the issues I have faced regarding cultural factors and different cultural backgrounds. I have realised that to mitigate all the issues regarding cultural barriers and cultural miscommunication several steps of training are highly required to be provided to the employees. The training plan will be made based on the steps of goal setting, making content, using different training methods, conducting the training, and rewarding the members and others. 
Establishing the needs of the training 
The main need and aim of the training program is to enhance cultural awareness and cultural sensitivity among the workers who are working in the hotel (Chaika, 2020). In the hotel or hospitality sector, various people belonging to different cultural communities and backgrounds come to visit and stay. The staff who are working in the hotel are required to be aware about the cultural needs and cultural demands of the tourist and are required to communicate with them to identify their problems and troubles. The main concern of the sustainable hospitality industry is to increase awareness regarding the cultural phenomenon and cultural aspects of various tourists and to improve the customer management relationship significantly (Chaika, 2020). 
Defining the learning objectives 
Cultural misinterpretation occurs when some people converse the same verbal communication, however, they understand or interpret something differently (Aririguzoh, 2022). This happens due to their cultural background and different cultural experiences. Cultural misunderstanding leads to various interpersonal conflicts and malfunctions in the workplace (Aririguzoh, 2022). The main objective of this learning is to:
· Communicate effectively.
· Listen actively.
· Increasing patience level.
· It is knowing about the various multicultural aspects and paying respect to them. 
Understanding various training techniques 
There are various types of training methods that I have promoted in the process of providing the necessary training:
The first one is coaching. Coaching includes the process of providing the necessary guidance to an employee (Atkinson et al., 2022). It is a long-term training process where a trainer or coach provides essential teaching to the new joiners or newcomers. 
I also planned to provide training to the employees who are newly joined the organisation discussing the necessity of the training to avoid cultural misunderstanding. I preferred to provide on-the-job training to them. On-job training is a type of training that is provided to employees while they are working in the company (Haryono et al., 2020). The trainee based on his or her performance will get a stipend or reward in the training method. 
I have also planned to provide the training by using various online platforms and digital channels in order to improve the performance of the employees. 
Creating the training content 
Based on the necessity of the training of cultural aspects and multicultural impact on the languages the content of the training has been set by me. 
Assemble the training materials 
Tomlinson (2008), argued that materials of training can be considered vehicles that communicate expectations, implement roles as well as duties and engage employees of the organisation. The quality and effectiveness of the training program are heavily dependent on the training materials. To train employees to avoid cross-cultural misunderstanding, assembling training materials, for example, case studies, videos, real-life examples, or role plays is important. This learning material can facilitate cross-cultural understanding along with communication. Van der Horst and Alberty (2018), commented that cross-cultural awareness can be enhanced through experiential learning. 
Conduct the training 
The key component to effectively conduct a program of training is the presence of attendees. To conduct training effectively, it is important to ensure that all employees have participated in the program (Blanchard and Thacker, 2023). Before performing the training employees must be aware of the methods selected for conducting the training method. Guidelines should be given on what to do before, during and after the training. Employee's doubts and queries must be listened to carefully during the training. Flexibility in training should be maintained to perform an effective training program. 
Evaluate the program 
Evaluating at the end of the training program can help an organisation determine its success (Blanchard and Thacker, 2023). Training feedback can be considered as a KPI that should be used to examine the effectiveness of training. Tests, quizzes or demonstrations can be utilised to examine how well the team understood materials presented by the organisation.
[bookmark: _Toc166583389]3.0 Component 3 - Student self-reflection
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Figure 1: Driscoll’s Model of Reflection
(Source: Beck and Adler, 1997)
What?
My understanding of the importance of cultural awareness within the hospitality sector has undergone a significant evolution. This has been influenced by both academic writing as well as practical experiences (Beck and Adler, 1997). My perception was somewhat simplistic and I am viewing cultural awareness as merely a means of improving customer service along with avoiding potential conflicts. However, I researched deeper into the subject and engaged with real world examples. My understanding of cultural awareness in the hospitality industry have been informed by introductory courses as well as case studies that focused on the role of enhancing customer satisfaction as well as driving business success.
So What?
I have tried to give my complete understanding and have tried to keep my mind open which has helped me to learn new things and improved my experiences in the hospitality sector. Working with different people from different cultural backgrounds has helped me to improve my cultural awareness and I have become more culturally sensitive which has helped me to complete all of my responsibilities in a better way. Cultural sensitivity in the hospitality sector makes the travellers feel welcomed, respected and valued which helps to improve their experiences Afsar et al. (2019). I have utilised my experience during the communication process which has guided me to connect with different foreign travellers and offer personalised service as per their requirements. My multi-language knowledge has greatly helped in the process and I have learned sustainable business practices knowledge of the hospitality industry. As suggested by Rabiul and Yean (2021), language awareness is important for the employees in the hotel sector to communicate with guests and address their concerns which help to create a positive experience. That is the reason; I have tried to take part in cross-cultural training within the organisation which has helped to improve the productivity and performances of overall team members.       
Now What?
This cultural and diverse knowledge in the hospitality sector is relevant to the growth of the industry and I have tried to keep track of my growth process to understand the way I could stay compatible with my job role. The overall process has helped me enhance my performance quality along with my productivity and this will help me in my professional growth in this industry. During the cross-cultural training, I faced issues at first in understanding the professional language and different cultural perspectives which made me nervous. However, with time my working experience and training sessions have helped me to accommodate the understanding. As opined by King et al. (2019), employees need to lean transparently to increase their mutual understanding. I would try to develop more cultural and language knowledge to become a compatible staff.      
[bookmark: _Toc166583390]4.0 Component 4: Training presentation
[bookmark: _Toc166583391]4.1 Introduction 
The hospitality sector is growing with time and this is one of the most culturally diversified industries where different customers and employees from different cultural backgrounds are working together (Abramson and Moran, 2018). The study will highlight the importance of understanding the Spanish language within the hospitality sector and the way this helps employees deliver better services.   
[bookmark: _Toc166583392]4.2 Advantages of Multilingualism
· This helps to enhance cognitive abilities and communication skills (Christiansen et al., 2020)
· Multilingualism helps to improve cultural awareness and helps to understand foreign travellers (Chibaka, 2018)
· Helps the hotel staff to provide personalised services  
A multilingual workforce is very important for the hospitality sector because this allows organisations to communicate with other employees and consumers in a more transparent way and foster a positive working environment. Having multilingual knowledge, staffs become culturally sensitive and satisfy the needs of foreign visitors leading to the enhancement of their experience.  
[bookmark: _Toc166583393]4.3 Importance of language awareness skills for hotel staff
· In order to communicate and interact with consumers and employees who do not understand English a proper knowledge of different languages is necessary. 
· Language awareness and multicultural phenomena are highly related to consumer satisfaction in the hospitality sector. 
The growth of multicultural aspects and language awareness in the workforce leads to the enhancement of critical awareness and language growth among the employees (Deresky, 2017).  Language awareness helps the consumers to explain their needs and also helps the management to determine their requirements.
[bookmark: _Toc166583394]4.4 Where Spanish is spoken?
· The Spanish language is generally spoken in Spain and Mexico  (Lingoda, 2024)
· Other than Spain, there are 21 other countries which recognise Spanish as their official language 
Mexico is the largest Spanish-speaking country all over the world with 113 million native speakers.   
[bookmark: _Toc166583395]4.5 Learning Level of Spanish Language
· As per the FSI study, almost 24-30 weeks are required to learn this language
· This language is considered as the native language of English
·  There are total six levels such as A1, A2, B2,C1 and C2 to learn the Spanish (Lawless Spanish, 2024) 
These levels are accepted as per the global standard which helps the learning press easier for staff in the hospitality sector. 
[bookmark: _Toc166583396]4.6 Importance of polite behaviour
· The employees working in the hotel and hospitality sector need to be polite and respectful (Maheshkar and Sharma, 2018).
· While greeting the consumers they should use “Buenos días”, “Hola”. 
The employees deal with the consumers and as a result in order to determine the satisfaction and faith of the customers towards them, they are required to be polite and decent.
[bookmark: _Toc166583397]4.7 Examples from the Hotel Industry
· I have successfully greeted a Spanish family by using my language skills. 
· I have also mitigated the problems they were facing. 
These skills and capabilities have helped me to improve my relationships with the consumers and also have improved the loyalty of the consumers towards the organisation. 
[bookmark: _Toc166583398]4.8 Conclusion
From the overall analysis, it has been identified that the multilingual aspects and awareness in language have a significant importance in order to determine the staff and consumer relationship. Specifically in the hospitality sector these skills and capabilities are highly essential.
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Executive summary
[bookmark: _33rua0utc77e]International leaders must understand intercultural aspects while dealing with multicultural employees. While dealing with employees from diverse culture, leaders may face issues with language barrier, cultural norms and leadership viewpoint. Hence, open communication with employees is important.From the Hofstede’s cultural dimension analysis it is understood that culture of people of India and the UK are different and it is affecting the values as well as norms. Therefore, while developing new cross-cultural team, higher authorities need to consider these factors which can enable this hotel and & Spa to maintain service quality.
[bookmark: _Toc166583400]1.0 Introduction
Understanding the nuances of culture and improving intercultural communication and organisation can maximise employee satisfaction, and teamwork as well as intercultural leadership (Christiansen et al., 2020). The purpose of the present study is to analyse cultural differences between England and India, make a comparison between the countries and determine the challenges of intercultural leadership in the hospitality industry. 
[bookmark: _Toc166583401]2.0 Main differences between England and India (Southern Asia cluster)
Culture helps in the development of social interaction. It also helps in the creation of meaningful communication which fosters in process of information during the interaction among people (Hampden-Turner and Trompenaars, 2020). According to the Hofstede Cultural dimension theory, different cultural preferences of human resources play an important role in teamwork and collaboration (Hofstede et al., 2010). England, part of the UK and India are situated in South Asia and West European regions respectively and therefore cultures of people of these two regions are different. By comparing the UK and India, it is noted that India has a higher power distance than England. On the other hand, India has an individualism score of 24 whereas England or the UK has 76 (hofstede-insights, 2024). These significant differences in the culture can also have a noticeable impact on the management of workplace culture when new employees join the workforce of London. However, it is noted that India and England have almost the same motivation towards achievement of success (India: 56; the UK: 66) (hofstede-insights, 2024). This data suggests that the human resources of hotels from both these two regions can focus on collective goals to achieve success and increase the productivity of the London hotel & spa. 
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Figure 1: Country comparison between India and the UK (England)
(Source: hofstede-insights, 2024)
Management of cultural assimilation in the workplace through the development of proper HR management strategies can aid in keeping a positive work culture. Under culture, three different layers exists which include the outer, middle and inner layers. According to these three layers, artefacts and products, norms and values of the culture and basic assumptions of the people regarding other cultures also affect the interaction among people from different cultures (Hampden-Turner and Trompenaars, 2020). Therefore, higher authorities of the hotel & Spa need to consider these factors to develop an effective team in London. India has medium uncertainty avoidance whereas England has low scores which suggest that people English people are developing clear goals and have greater acceptance of flexibility which can keep the Indian employees motivated. However, India has maintained a custom where pessimism and cultural restraint. However, people of the UK are showing indulgence and they keep a positive attitude. These cultural and cultural differences can create some challenges for the new team members to cope with the new culture of London. 
[bookmark: _8qj62yqaap26][bookmark: _Toc166583402]3.0 Comparison of the two countries using GLOBE Project
National culture has a high impact on leadership characteristics development. From the GLOBE CEO project, it is noted that values within the culture are indirectly affecting the behaviour as is culture endorses the leadership expectation among the people. 
[image: ]
Figure 2: Impact of culture on leadership behaviour
(Source: globeproject, 2020)
From Hofstede's cultural dimension, it is seen that the customs and cultures of the people of England and India are different. Therefore, differences in culture can also affect the leadership behaviour of these two countries. Due to these cultural differences, new team members’ expectations from the leaders will also be different. Indian people belong to a collectivistic society and therefore in the workplace, they tend to develop a group to share their professional or personal insights whereas England is an individualistic society and therefore they focus on personal fulfilment (hofstede-insights, 2024). Therefore, leaders of London’s branch need to maintain a collaborative and amicable work culture which can help new employees to develop friendships in the new workplace. It can create a sense of value among them and increase their active involvement (globeproject, 2020). Leadership practices and values such as playing the role of team integrator, inspirational behaviour, as well as modesty, are noted among the leaders of India. On the other hand, punctuality, task orientation, formality and data-driven decision-making are some practices and values of England’s leaders.
[bookmark: _Toc166583403]4.0 Challenges of intercultural leadership in the hospitality industry
The hospitality industry is dynamic and cross-cultural communication is important to meet the demands of consumers from diverse cultural backgrounds (Daskalaki, 2020). However, international leaders face cross-cultural challenges while dealing with employees from diverse cultures in the hospitality industry. When some of the hotel employees of India join the hotel team in London, the international leaders may encounter some challenges.
Language barrier: International leaders might face issues with workplace communication because of the differences in how individuals talk and express themselves from one place to another (Abramson and Moran, 2018). The differences in vocabulary and accent can contribute to cross-cultural conflict in the hospitality industry. To deal with the issue, the hospitality organisation must understand diverse styles of communication and must adjust them according to the requirements. 
Cultural norms: The international leader of the concerned hotel needs to possess some sensitivity to the norms of the culture where they are operating to prevent misunderstandings related to culture. Indian employees might avoid direct communication; however, employees from England mostly prefer direct communication. The differences in norms can contribute to cultural misunderstanding (De Leersnyderet al., 2022). International leaders of the organisation can resolve the issue by promoting open learning as well as open communication in the workplace. Collectivism is one of the cultural characteristics of Indians where British people preferred individualism. The differences might cause issues related to the sense of unity in the organisation. In this case, international leaders must encourage an inclusive environment and collaboration where each employee can feel valued and respected, regardless of their source. 
Expectations of leadership: Diverse people and cultures have diverse views on leadership (Ashikaliet al., 2021). The leadership viewpoint might differ among employees from England and India. International leaders must take these views into account. They must be culturally aware and refine their styles to develop trust within their subordinates. 
[bookmark: _Toc166583404]5.0 Conclusion
Based on the analysis, it can be concluded that hotels and leaders must be culturally aware to avoid the issues related to culture and operate successfully in the dynamic business environment. 
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