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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (500 words +/- 10%)

Weighting: 25%

	The professional reflection has been made using Gibb’s reflective model. My experience at Rosewood London Hotel will be reflected in six stages: description, feelings, evaluation, analysis, conclusion, and action plan (The University of Edinburgh, 2020). 
Description: I was assigned to the front office tasks at Rosewood London Hotel. During my shift, a guest came to the desk and requested a specific room service. I could not understand what he was requesting because of his unfamiliar accent. In addition, he spoke quickly which made it more difficult to comprehend the request. The language barrier in the conversation made me struggle to provide the room service effectively. 
Feelings: The experience provided me with a mix of frustration and embarrassment. I could not find any positive feeling from this because it only informed me of my inability to communicate effectively with guests from different cultures and different languages. My priority is to provide excellent customer service. However, it became frustrating for me when I failed to comprehend the guest’s request. It was an embarrassing experience for me because I did not have language proficiency and cultural awareness. 
Evaluation: From my experience, I have understood the importance of language proficiency and cultural sensitivity in the hospitality industry. Because the hospitality industry has the most diverse customers as well as the employees. Customers may come from different countries or cultural backgrounds. The workforce is also made diverse to improve workplace performance (Grobelna, 2015). As I have gaps in language proficiency and cultural sensitivity, it becomes difficult for me to provide a better guest experience. The incident shows the importance of continuous development of the employees to avoid misunderstandings and ensure a positive guest experience. 
Analysis: The main issue was the lack of language proficiency which created a language barrier between the guest and me. In addition, I also had poor cultural awareness. As a result, I could not understand the guest’s needs and preferences leading to ineffective communication with him. The guest did not receive his expected services and his needs were not fulfilled. Hence, frustration and dissatisfaction developed from the guest experience. Poor customer service arising from the misunderstanding can also affect the hotel’s reputation. The hotel may encounter declining revenue from customer dissatisfaction. 
Conclusion: Cultural understanding is essential to provide exceptional guest experience. Any misunderstandings due to cultural differences can significantly impact the hospitality business (Maheshkar and Sharma, 2018). 
Action Plan: I plan to develop some skills and competencies to fill the gaps that I have identified from my experience. Firstly, I will develop language proficiency. To develop this, I need to enrol in language courses or use online language learning resources. These are effective in providing me with an important understanding of the commonly spoken languages among the hotel guests. I will also focus on learning various accents and dialects. Secondly, I will develop cultural awareness by participating in the training sessions and workshops offered by Rosewood London Hotel. Thirdly, I will develop active listening skills to understand the guests’ requests properly and make effective communication with them. To develop these skills, I should practice some techniques such as avoiding interruptions during conversations, paying attention to non-verbal cues, and summarising the statement. Finally, I will develop cultural sensitivity to address cross-cultural issues. To develop this, I must be more flexible and adaptable. I should learn more about other cultures. 

References:
Grobelna, A. (2015) Intercultural challenges facing the hospitality industry. Implications for education and hospitality management. Journal of Intercultural Management, 7(3), 101-117.
Maheshkar, C. and Sharma, V. (2018) Handbook of Research on Cross-Cultural Business Education. Hershey: IGI Global.
The University of Edinburgh (2020) Gibbs’ Reflective Cycle. [online] The University of Edinburgh. Available at: https://www.ed.ac.uk/reflection/reflectors-toolkit/reflecting-on-experience/gibbs-reflective-cycle [Accessed 16 Feb. 2024].


	
Component 2: Presentation

Weighting: 25%
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	Component 3:

LIVE PRESENTATION (no links need to be submitted here)

	Component 4: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Gibbs's reflective model is a well-established model for reflecting on experience and making improvements. The model performs reflection using six stages (The University of Edinburgh, 2020). I will apply this model to reflect on my learning experience of preparing the presentation.
Description: I prepared a presentation on linguistic excellence, focusing on empowering Rosewood London staff with multilingualism and language awareness skills. I have discussed the advantages of multilingualism, language awareness skills for hotel staff, and specific details about French to encourage them to learn a foreign language that would help them in the workplace setting. 
Feelings: At first, when I started preparing the presentation by exploring various academic sources, I felt excited about the topic and confident in my understanding of its importance. But as I explored the topic to achieve a comprehensive understanding of the topic, I understood the topic’s complexity. I felt that it was my responsibility to collect the information accurately and present it properly.
Evaluation: The experience of preparing for the presentation has significantly enhanced my understanding of the importance of linguistic proficiency within the hospitality sector. An effective strategy for enhancing employee performance and the guest experience was devised through an evaluation of numerous scholarly journals and books. The availability of the resources was a positive aspect of my experience. However, my understanding of multilingualism in the hospitality industry could be more effective, if I asked for help from my colleagues and mentors in some aspects that I did not understand. 
Analysis: The research findings show that multilingualism has various advantages for employees in the hospitality industry. Employees can provide enhanced customer service if they have a solid understanding of different languages. They can effectively interact with the guests. They can also show better cultural understanding in the workplace so conflicts and misunderstandings can be avoided (Deresky, 2017). The employees can also get many opportunities for professional development. Additionally, I analysed the specific language skills that I would apply in the hotel setting for effective communication. Language proficiency and cultural understanding can create a competitive advantage in the job market (Abramson and Moran, 2018). Graduates who have achieved these competencies are preferred by employers. It shows that multilingualism and language awareness have immense importance in UK hospitality. A workplace that has a diverse workforce and the employees have multilingual competency can be more productive and successful in the competitive market (Pietrzyk-Kowalec, 2023). I have developed presentation skills by completing the task. I can now engage with people from diverse backgrounds who might be my classmates or coworkers. I am now more capable and equipped with linguistic skills. 
Conclusion: The experience has developed my understanding of multilingualism and its importance in the hospitality industry. I have understood that language proficiency and cultural understanding can also support career development and advancement. 
Action Plan: Moving forward, I plan to enrol in cross-cultural workshops, seminars, and events. I will engage with the people from different countries. I do not have fluency in the French language. Hence, I will pursue learning the language effectively by taking appropriate methods and strategies. I should focus on learning more languages, particularly another European language.

References:
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                                                                           Advantages of Multilingualism       Exceptional and Enhanced Customer Service   Increased Opportunities in the Workplace ( Mariani , Borghi and Kazakov, 2019)   Better Cultural Understanding (Christiansen, Branch and Karmowska , 2020)   Continuous Professional Development
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                                                                     Language Awareness Skills for Rosewood London Hotel Staff  Effective communication with the guests, colleagues, and the management (Kingsley, 2013)  Development of cultural sensitivity  Conflict resolution  Performing better in upsell services and professionalism (Lee, 2019)
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                                                         French as a Foreign Language  Spoken countries include France, Belgium, Switzerland, Canada (particularly Quebec), and numerous other countries in Africa, the Caribbean, and parts of Southeast Asia   Difficulty to learn: Challenging due to the complex grammar and pronunciation but attainable (Oakes and Howard, 2019)     
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                                                               Polite/impolite behaviour of staffs   Polite behaviour of the staff includes greeting guests professionally, using formal language, and respecting their privacy ( Purnomo, 2014).  Impolite behaviour includes using informal language, ignoring guests, and interrupting them during the conversation (Torres, van Niekerk and Orlowski, 2016).  Some common greetings are Bonjour Monsieur/Madame” (Good morning Sir/Madam) and “Merci” (Thank you).  Failure to address proper title can be disrespectful for French people (Oakes and Howard, 2019).
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                                                           Industry Example      Maybourne Hotel Group in London has hired French - speaking employees.
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                                                                   Module: Foreign Languages Module code: BMIH5003 Assessment Title: Component 2: Empowering Rosewood London Hotel Staff with Multilingualism and Language Awareness Skills


