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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Working as an F&B employee in the hotel, I approached a table accompanied by the Spanish people. The behavioural changes could occur due to being short-tempered and getting annoyed by the people easily at the hotel. Therefore, cultural misunderstanding confers expansion to cultural sensitivity in the hospitality industry. While serving the dinner it was a difficulty that took place due to the language barrier. As an employee, I need to have a language understanding to avoid cultural misunderstanding. Cultural awareness is about thinking beyond ethnicity and race. The culture involves not only the language, but also a creed, caste, and colour. In addition, being culturally aware, I would recognize the different belief systems and would appreciate the other belief systems, values and customs without any kind of judgment. Moreover, the principles of cultural awareness include knowledge, compassion and tolerance (Madon and Singh, 2023). There was a guest who was speaking a Spanish language while I was serving a food. The guest was expecting a good experience.  But unfortunately, the situation got out of the horizon when a miscommunication complicated the matter; since, I did not understand what they wanted to eat. However, it seemed that maybe there was a lack of cultural awareness or a language barrier due to which things started getting worse and out of control. However, this kind of scenario is common in the hospitality industry where the guest gets offended if you do not greet them appropriately or cannot comprehend the language properly when explaining the details such as the menu of food or other hotel facilities. I would rather try to learn the skills that I could implement for instance how the customers like to be greeted or how to better communicate according to their cultural norms (Gil-Saura et al., 2023). Lastly, I learnt, that empathy could play its part if both the guest and the employees coordinate with each other with respect. It is obligatory to learn language skills for better communication about dining when doing hotel management in international spaces. Because most of the time, guests do not have an awareness of what is acceptable in Spanish culture and thus, they get into a conflict which further leads to a culture misunderstanding (Bordian et al., 2023). Therefore, I would try to learn the Spanish language skills to better communicate with the employees. Affirming a point to better understand the point of view of the guest and eagerness to make changes in the hotel services to satisfy the future guest. Lastly, I would try to deal with the situation with empathy to avoid further misunderstandings and would create the services that would create cultural awareness.
References:
Bordian, M., Gil-Saura, I., Šerić, M. and Berenguer-Contri, G., 2023. Effects of integrated marketing communication for sustainability and ecological knowledge: a cross-cultural approach in hospitality. European Journal of Tourism Research, 35, pp.3508-3508.
Gil-Saura, I., Ruiz-Molina, M.E., Moise, M.S. and Marín-García, A., 2023. Strengthening Brand Equity in Hotel Chains: Insights from Emerging Vs. Developed Economies. International Journal of Hospitality & Tourism Administration, pp.1-25.
Madon, H. and Singh, K.K.M., 2023. A Cross-Cultural Pragmatic Study of Online Complaints by Japanese and Malaysian Hotel Guests in English. Journal of Communication, Language and Culture, 3(1), pp.71-97.

	
Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
This training program is the solution to the above cultural misunderstanding. The name of the training program is Cultural Awareness Training Program.
Training plan (Why/What//Who/Where/When):
In the beginning, I didn't realize the need to learn new cultures and languages. However, this new incident made me realize the need to improve my communication skills. The problem arises due to the miscommunication. This incident becomes the inspiration to learn about new languages and cultures, so I don't have to face the same embarrassing situations like this ever again in my professional life.
This training must equip the employee with all the necessary technical skills that will assist him to perform better in hospitality services. The priority of the training is to teach the employees regarding the basic knowledge of all the cultures and languages of the customers that are frequently visiting the place. They should conduct frequent workshops to educate the employees regarding the norms of the different cultures to improve the quality of their services as will be beneficial for the organization in the long run. If the employee's performance becomes better, they will be able to attract more potential customers. Due to the more positive reviews, the customers will be attracted to the place, and this will increase the revenues for the brand or organization. 
The training should consist of the technical skills that will help the employee in understanding the demands of the customers that they are not familiar with the language. It will help in interpreting the demands of the customer in the best manner possible. It will help the employee to meet the needs of the customers. The employees should be able to use the technical tools effectively that can assist them in understanding the customer's needs. This will help in increasing the satisfaction level of the customers as they will observe that the employees are giving their best to comply with their services hence increasing the value of the place in the eyes of the customers (Yacoub and ElHajjar, 2021).
The employees should be able to understand the basic gestures and norms of the customers. They should be provided with special training to understand the demands of the customers. This can be done by actively listening to the customers and complying with the needs of the customers. The active attention to the customers will educate the employees about the basic norms and cultures of the customers. Hence it will help prevent any misunderstanding and will save the employee from a potentially embarrassing situation. Training like this is very important for industries involving hospitality services so that employees can effectively comply with the needs of the customers (Morrison,2022). Improving them in their personal as well as professional life. 
Increasing the chance of success in the employee's professional life as it is completely related to the hospitality services which is solely based on the happiness and satisfaction of the customers. That is why such industries need to equip their employees with all these basic skills to communicate and serve their customers effectively (Garmaroudi et al., 2021). 
References:
Garmaroudi, S.A., King, C. and Lu, L., 2021. Social servicescape’s impact on customer perceptions of the hospitality brand–The role of branded social cues. International Journal of Hospitality Management, 93, p.102774.
Morrison, A.M., 2022. Hospitality and travel marketing. Taylor & Francis.
Yacoub, L. and ElHajjar, S., 2021. How do hotels in developing countries manage the impact of COVID-19? The case of Lebanese hotels. International Journal of Contemporary Hospitality Management, 33(3), pp.929-948.

	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Using the Gibbs self-reflection model, in the following steps I have explained the importance of cultural awareness within the hospitality industry. Using the Gibbs self-reflection model in the following steps I have explained the importance of cultural awareness within the hospitality industry.
Description:
The first step of the model is a description of the experience. In this situation, when I was working as an employee in a hotel, I learned about the importance of cultural awareness. We were trying to communicate with each other and I was trying to understand the needs of the customer. Because they were speaking in a different langauge  I could not understand them. As I didn't have proper knowledge of the language and culture.
Feelings:
The next step in the Gibbs model is related to the feelings during the situation, as I could not understand the needs of the customers it created frustration for me and the customers. It was an embarrassing situation for me as i lack proper cultural awareness as I could not fulfill the needs of the customers which is the basic demand of the hospitality service (Holmes et al., 2022). I felt this experience was one of the worst experiences of my professional life. Was wishing for the possible outcome but couldn't get any due to very limited knowledge regarding the Spanish culture and language.
Evaluation:
If I evaluate the situation now. I realize that this experience was important for me to understand the importance of learning about cultural awareness (Gibbs and Slevitch 2019). It became the source of development in my professional life as I realized the importance of improving my communication skills to better perform in the future.
 Analysis:
This experience was not very good for me. But all the experiences in our lives teach us new lessons. So every lesson has its importance in our life. This experience made me realize my weaknesses, so I can now work on improving them. To avoid these types of errors in the future. Which could be more harmful in the long-term professional life.
Conclusion:
This experience created a sense of responsibility among all the employees of the hotel to learn about diverse cultures and languages. It made me realize the importance of communication skills in the hospitality industry (Dressler et al, 2018). If I knew the language and culture of the customers I could have handled the situation in a better way. I could have created a better experience for the customers.
Action plan: 
The action plan that will help me to deal with a situation like this to perform better involves the following steps. I would strive hard to understand the basics about the different cultures and languages. This will help me understand the basics about all the important cultures so I can understand their request without any problem. For this, I will join workshops and training programs related to teaching about different cultures and languages. I will also enroll in online courses to understand the basics of different cultures. I will continue to improve my communication skills. Improving my listening and observing skills will help in understand the common gestures of the different cultures. By applying all these steps I will be able to improve my performance in the professional life and to never face the same embarrassing situation again. Also learning some technical skills that will assist me in understanding customers from different cultures and languages. By learning all these skills I will be able to face the situation like this in a better way in the future.
References:
Dressler, R., Becker, S., Kawalilak, C. and Arthur, N., 2018. The cross-cultural reflective model for post-sojourn debriefing. Reflective Practice, 19(4), pp.490-504.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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The benefits of multilingualism are defined in the presentation.

The presentation will discuss the Romanian language and its related aspects in
the hotel industry compared to other countries .

There will be a discussion on the significance of language awareness for
Double Tree Hilton Hotel staff.
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Better impression of hotel
Customers feels personalized
Communication is improved
Hotel can anticipate guest needs

® Even at the Double Three by Hilton, Multilingual in Hospitality was important as many people from
different country were visiting the hotel and the stuff had various people from different countries as well
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Key benefits of multiingualism include:

.
B e n efl t s of Increased self-confidence.
Cultural awareness (Haukas et al., 2022).
agm a Broader your horizon.
Creates Flexibility.
Multilingualism
Helps in making trading reforms.

People could open to new cultural norms and values of different
countries.
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Importance of
Language
Awareness Skills

® Language awareness enables Double Tree Hilton
Hotel employees to effectively communicate with a
blroaz%é:g)s!omer by bridging language gaps (Martono et
al,

. Learning a Ianguage is a significant skill among other
020).

Learmn({; a Ianguage caters the need, wants, and the
necessities of a particular region. Moreover ‘itis not
that hard to learn if you could pronounce the
alphabets. It has an easy way of learning as the letters
are readed in the same way or writing.

® Romanian is considered as an expression of care and
the generosity (Lopez-Gamero et al., 2023). In
Romania words such as: Te ro !(Please?; ot sa?(Can
1?); Cum te pot ajuta astazi? ( How can [ help you
today?); are considered a polite way of asking.

® The rude version in Romanian is when you address to
an older generation for example with the word: tu(You).
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It is also reported that romanian is the language of romance like
spanish, and italian, which is also indicated by its name. (Hsich etal.,
2023).

Learning about Romanian is challenging for non-native speakers the
dialect teaching and training is provided to learn the language
pronunciation (Ruiz-Fernandez et al., 2023). Sound like: &, &, S@t.

Maintaining appearances of formality is important in the Romanian
language (Romero et al.; 2023).

The use of formal language and titles is appropriate when addfessing
clients or guests (Chirild 2023).
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Conclusion

+ Improved communication, cultural sensitiviy,
adaptability, and the potential to grow a firm
globally are all benefits of multiingualism. In
addition, In the several business settings
politeness is considered as a good impression.

+ Language proficiency and multiingualism
become important in the hospitality industry.
However, the being informal does not mean
that people forget the nature of the working
environment but they try to become more
friendly and casual in their way of talking and
discussion. Romanian clubs makes the hotel
experience fun and informative.

+ Pursuing multiingualism and language
awareness is an investment that benefits
people as well as the international hospitality
sector
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