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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Scenario: In the Premier Inn near the Midlands Airport, Derby, lots of audiences visit regularly. Due to the nearby airport, customers come from different countries having different cultural preferences and languages. As a waiter at Premier Inn, I have faced a problem regarding cultural and language misunderstandings. During the dinner, a French guest ordered a dish assuming that the dish had a specialty in France. As I didn't know much about the French language, I couldn't clearly understand the guest's expectations. The guest became very disappointed when the food arrived because the food couldn't meet the expectations of French cuisine.
Cultural misunderstanding: In the above situation, cultural misunderstanding arose from my limitation of knowledge. If I could understand the French language decently, I could have understood the expectations of the guest. At the same time, I would have better knowledge about the culinary expectations and preferences of the French guests. The guest might think that I had enough knowledge about the different country’s culinary preferences as I had been working in a branch near the international airport (Deresky, 2017). By the way, due to limitations in the understanding of the French language and culinary preferences, the guest left the place with a bad experience.
Experience reflection: To prevent these kinds of misunderstandings in the future, lots of behavioural changes and skill development should be brought. Some of them are:   
After the incident, I realised that I have to develop my knowledge of diverse cuisines including French dishes. In this case, I can collaborate with experienced employees, participate in culinary workshops, and understand different cultural preferences including the French culture (Linnanen, 2018). I can attend the training sessions on international culinary trends.
It is tough to have good fluency in different international languages. However, I can ensure a basic understanding of different languages out of fluency in English. Because I can facilitate smooth interactions with the guests if understand their language and can understand them (Leslie and Russell, 2016). The above scenario may be the opposite if one could understand the French language.  
Then, different cultural people are very sensitive to cultural awareness. For example, vegetarians from India are very much sensitive to taking the protein. So, I have to engage myself with the cultural sensitivity training sessions and capture experiences from the old employees. 
Proactive communication is also significant. In the future, if this kind of occurrence comes to me, I will make open communication including clarification about the queries, and suggest the best alternatives. In case of failure, I will take help from senior or experienced employees (Ball, 2019). 
To sum up, to develop the area of cultural understanding, I have to commit myself to continuous learning and adapting to the continuous changing. I have to stay connected with global trends, learn from the guest's feedback, and seek opportunities for professional development regularly. By following these, I can ensure an authentic and positive experience within the Premier Inn.       
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
My limited knowledge of the French language and French cuisine created a disappointment for a French guest during dinner time at Premier Inn, East Midlands Airport, Derby. 
Training plan (Why/What//Who/Where/When):
Why: The objective of the training is to introduce the necessary skills required to understand different country's cultural preferences, basic aspects of language, cultural sensitivity, and diverse culinary preferences. The training is appropriate for those employees who face customers coming from other countries having diver cultures, languages, and cuisine preferences (Brown and Schoffstall, 2016).    
What: The training is completed within two days and ongoing support is provided. 
Day 1: Throughout the formal training sessions, day 1 is very crucial. In the morning session, the employees can learn about the key cultural dimensions including the French culture that influence dining preferences. Some case studies highlight the key mistakes made by the employees while serving the guests (Christiansen, Branch, and Karmowska, 2020). In the afternoon session, the employees can learn about the popular dishes of diverse cultures. There is also a collaboration with the kitchen employees so that the waiters can get a basic idea about the ingredients and preparation process. This session is a kind of hands-on experience.      
Day 2: The second day is related to communication, adaptability, and proficiency. In the morning session of the second day, the employees can get the basic ideas of the key terms of different languages including French language related to food and beverage. There is also an exercise session to simulate the real-world interactions. In the afternoon session, the employees are trained about the ways of making proactive communication and strategies to deal with diverse guests. Scenario-based exercise is effective in this case (Chen, 2016). The employees also get a clear idea about continuous learning and nursing the skills of adaptability. 
Ongoing support: The employees get access to online materials of the hotel to understand more about different cultures, languages, and culinary preferences. The employees also get regular feedback based on their performance and can reduce their learning gap as well as being professional.  
Who: The training sessions may not be open for all the employees of this organisation. As these training sessions have specific contents about the creation of positive interaction and experience with the foreign guests, employees serving as receptionists, waiters, and managers are under the coverage of this training program.      
Where: The premises of the hotel will be the location for this training program. To get hands-on culinary training and support, on-the-job training will be appropriate. The workshops also will be arranged within the premises.  
When: The training sessions mainly continue for two days. The first day will focus on cultural awareness and the second day will be focused on language proficiency. Most importantly, the post-training support will be continued by providing regular feedback for continuous improvement (Cannon, Gustafson, and American, 2018). Top of Form
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	A reflection is a kind of purposeful activity through which one can analyse the experiences and skills to find out the improvement and learning areas (Adeani, Febriani, and Syafryadin, 2020). Through reflection, I can feel and think about a particular subject. In the hospitality industry understanding cultural awareness is very crucial. It is very important in a hotel branch located near the international airport as diverse cultural and language people are coming continuously. By applying Gibb's Reflection Cycle, I critically reflect on my understanding of cultural awareness over time including my learning, importance and action plan.       
Description: At the beginning of my career in the hospitality industry, I have little knowledge about cultural awareness including diverse culinary experience and languages. I just recognised the significance of polite and respectful behaviour with foreign guests. After encountering the cultural misunderstanding due to my lack of understanding of the French language and expected dishes, my level of awareness heightened (Jodi and Malthouse, 2013). The disappointment of the guests encouraged me to go deeper into the intricacies of diverse cultures including the French culture. 
Feelings: The bad experience created a sense of curiosity and a realisation in my mind about continuous improvement. I felt the motivation to reduce the gap of cultural misunderstanding and create a better experience with the foreign guests including the French guests. This incident is a self-reflection and challenge me to research my approach and the standard approach. 
Evaluation: The experience I captured during dinner time with the French guest was a bad experience for me. After that incident, I have made a lot of research and find out some strategies to avoid that kind of experience. I have to engage in culinary training, cultural awareness programs, and language proficiency to ensure better interpersonal communication and better customer experience (Kumar, 2016). I can attain some tangible skills through practical experience like role-playing language exercises and hands-on culinary sessions. 
Analysis: This is the phase that recognises the interconnection of cultural awareness with the satisfaction of the guests and the reputation of the organisation. I can face diverse guests and provide the service accordingly which can attract a broader guest and spread positive words. 
Conclusion: My reflective journey can help me to play a critical role in cultural awareness in the hospitality industry. After working on the development areas, I can contribute a lot to better guest satisfaction, the interconnection between cultural awareness, and positive interactions with the guests which bring organisational success (Wang and Xu, 2021). 
Action Plan: After participating in the two-day training program, I can get clear and deep ideas about the different aspects of cultural awareness. I have to nurse those experiences and communicate with experienced employees whenever I face new issues while serving foreign guests. To develop my professional career, I have to research and implement foreign cultural people including their approaches, cuisine preferences, basic terms of language, etc.  
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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In the global hospitality industry, multilingual skills and cultural awareness are valuable assets for employees. It becomes easier to face diverse cultural people by knowing their culture and language which also creates a good image in the market.
If an employee can communicate with the guests in their native language, it ensures a better welcoming experience and spreads a positive impression. Solving different issues and providing information as per the customer's language can create better customer satisfaction. Multilingual employees can create a positive global reputation for their hotel by attracting foreign guests through standard hospitality services.


	[image: ] Multilingual employees can communicate with diverse guests by reducing the level of misunderstanding and ensuring smooth interaction. This skill of the employees can help to attract a broader range of clients including the frequent foreign visitors that create competitive advantages for the firm. Understanding multiple languages helps to be cautious about cultural sensitivity and allows the employees to honour cultural preferences and nuances. These employees also can effectively highlight the premium services via guests' preferred language helping to enhance the revenue stream (Žerajić, 2019). When the revenue streams of the firm are stable, the employees get on-time salaries and other benefits which is crucial for employee satisfaction. This also increases the booking rates of the organisation and helps the firm to adapt to the changing market trends.     
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Geographical relevance: French is one of the most widely spoken languages throughout the world. It is officially used in more than twenty countries. By the way, it is spoken in France, Switzerland, Belgium, Canada, and many other African countries. 
Perceived Difficulty: The most challenging parts of France language are the French pronunciation and grammatical norms. However, the employees in the Premier Inn hotel can acquire the necessary skills with the help of continuous practice and dedicated training (Newby et al, 2011).
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In the French language, politeness is highly recommended in every sector. The employees can address the employees with polite words like "Monsieur and Madame” (Mr. and Mrs.). The employees also need to use different phrases related to courtesy like s'il vous plait (please), merci (thank you), etc. (Pikhart and Koblizkova, 2017). The employees also need to ensure a formal and respectful tone in both spoken and written communication along with maintaining seniority.  
The employees should avoid informal pronouns in the professional setting. The employees should not neglect the use of proper greetings and titles at the time of making formal communication. The employees should not use any language that hurts the clients towards the language (Hofweber and Jaworska, 2022). While dealing with clients or interacting with superiors, the employees should maintain the hierarchical structure.
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For the Premier Inn, integrating the French language and cultural awareness among the employees helps to increase the guest's satisfaction and promote the reputation of the firm. Incorporating multilingualism contributes a lot to personalised services to foreign guests.    
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