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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (500 words +/- 10%)
Weighting: 25%

	Reflection on cultural misunderstandings:
Eurohotel Diagonal Port (2024) in Barcelona, Spain, is a four-star hotel located 350 metres from Mar Bella Beach, offering Mediterranean Sea views. The hotel has no restaurant but only a bar, and it offers continental breakfast, which can also be served outside on the rooftop terrace.
In September 2023, I saw a scene that involved a F&B employee during breakfast and a British couple sitting on the rooftop terrace. The couple has asked the employee if the hotel breakfast includes an English breakfast, and they have also asked him to sanitise the area. The hotel employee said yes to both questions and then walked away to downstairs, where the kitchen is. After a couple of minutes, the employee returned and politely explained that he made a mistake, believing that English breakfast is similar to Continental breakfast, emphasising that he is a new employee. When explaining that, he was sanitising a table for the guests, politely asking them to sit at that table. But the guests became upset, and they asked to speak to the manager. When the manager arrived, they complained that the chairs were dirty because of bird excrements, and the F&B employee sanitised only the table and did not know the difference between an English breakfast and a Continental breakfast.
Cultural misunderstandings can occur due to language and cultural differences among hotel staff and their guests, including language barriers, intercultural communication, and different cultural backgrounds (Grobelna, 2015). According to Tabari, Wilson, and Ingram (2016), many cultures sometimes overlap, but they cannot be placed on universal scales, and improving intercultural sensitivity means enhancing the pre-emptive (emotional) cultural interpretive intelligence that detects emotions and sentiments. Thus, the hoteliers must focus on training their employees to develop their emotional intelligence related to intercultural sensitivity and their multilingualism skills to effectively communicate and interact with guests and positively contribute to their customer experience. A study conducted by Korez-Vide, Tansek, and Milfelner (2016) found that the effective intercultural competence of hospitality employees is positively correlated with effective professional behaviour. Another study (Jhaiyanuntana and Nomnian, 2020) emphasises the critical role of developing proficiency in foreign languages and cultures to enhance the cross-cultural and interpersonal intelligence of hospitality workers. According to Banerjee (2014), in the global market of hospitality, the importance of intercultural communication is increasing, while Gudykunst and Kim (1997) emphasise that especially language awareness results in reducing ethnocentrism, stereotyping, anxiety, and uncertainty; hence, it reduces the occurrence of misinterpretations and cultural misunderstandings.
From my perspective, it is essential, as an International Hotel Management future graduate, to enhance my foreign language skills to avoid language barriers and to improve intercultural sensitivity as an important element of emotional intelligence in order to enhance my intercultural communication. According to Manoharan, Gross, and Sardeshmukh (2021), it is challenging for an immigrant worker to effectively perform their job tasks in a multicultural environment due to social categorization and the dynamics of social behaviours. To address these challenges, I am planning to critically investigate the body of knowledge to enhance my learning on these topics and to attend trainings and courses to develop my skills.
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Component 2: Training Plan (500 words +/- 10%)
Weighting: 25%

	Identified cultural misunderstanding (in a few words) :
A British couple complained that the chairs were dirty because of bird excrements, and the F&B employee sanitised only the table and did not know the difference between an English breakfast and a Continental breakfast. 
Training plan (Why/What//Who/Where/When):
It is important to avoid cultural misunderstandings that occur due to language and cultural differences among hotel staff and their guests, including language barriers, intercultural communication, and different cultural backgrounds (Grobelna, 2015), by enhancing intercultural sensitivity and mainly cultural interpretive intelligence that detects emotions and sentiments (Tabari, Wilson, and Ingram, 2016). Hoteliers must focus on training their employees to develop their emotional intelligence related to intercultural sensitivity and their multilingualism skills to effectively communicate and interact with guests and positively contribute to their customer experience. Moreover, effective intercultural competence of hospitality employees is positively correlated with effective professional behaviour (Korez-Vide, Tansek, and Milfelner, 2016); hence, it is required to develop proficiency in foreign languages and cultures to enhance the cross-cultural and interpersonal intelligence of hospitality workers (Banerjee, 2014; Jhaiyanuntana and Nomnian, 2020).
The aim of the staff training plan is to ensure that all employees are equipped to deal with similar situations in the future.
The training presents the concept of multilingualism in the context of culture, Spanish as a Modern Foreign Language, the benefits of multilingualism, and the importance of language awareness skills for the staff of the Eurohotel Diagonal Port in Barcelona, Spain.
Language is a significant cultural layer and an element of the visible tip of the cultural iceberg (Hall, 1976), while the Spanish language is a lingua franca, the second most spoken language worldwide (Mar-Molinero, 2002).
Multilingualism represents various forms of social, institutional, and individual means of using more than one language (Franceschini, 2011) and is an important feature of multicultural societies. Its benefits include the following:
· Promotes intercultural co-existence.
· Effective intercultural communication and collaboration.
· Improves cultural competence.
· Demonstrates an interest in other’s culture (Merriam-Webster, 2023).
Language awareness is defined as “a person’s sensitivity to and conscious awareness of the nature of language and its role in human life” (Donmall 1985, in Donmall-Hicks 1997, p. 21). Its benefits are:
· Effective cultural competence and communication skills in the Global Village (Porter, 2015).
· Effective intercultural understanding and cross-cultural adaptation.
· Promotes international business exchange.
· Demonstrates high cultural sensitivity.
· Improved customization of hospitality services for all cultural backgrounds.
· Overcoming language barriers or conflicting social norms – impoliteness (i.e., greeting, cultural differences, context) (Litmos Heroes, 2019).
· Reduces ethnocentrism, stereotyping, anxiety and uncertainty (Gudykunst and Kim, 1997), and misinterpretations.
The training is conducted by me as a Level 4 placement student, and the beneficiaries are all the members of staff, including the middle management. The training is organised by the human resources manager of the hotel.
The training will take place in the Salon Casas, on the first floor of the Eurohotel Diagonal Port. The meeting room has direct access to the hotel’s terrace, and “it is equipped with a wide screen, a flip chart, and a projector” (Eurohotel Diagonal Port, 2024).[image: Social events in La Pineda]
Figure 1. Casas Salon
Source: Eurohotel Diagonal Port, 2024
The training must be booked as soon as possible, considering the importance of the topic. Moreover, it must be booked considering the availability of the Casas Salon. 
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Component 3: Student Self-Reflection (500 words +/- 10%)
Weighting: 25%

	The following reflective essay uses Gibbs’ reflective model to critically reflect on my own understanding of the importance of cultural awareness within the hospitality industry.
When I started my International Hotel Management studies, I was not fully aware of the importance of cultural awareness within the hospitality industry because I was thinking about culture from a limited standpoint. During the module Foreign Languages and Cultural Awareness, my understanding of the concept has been enhanced, and now I see culture as a complex, multifaceted subject that includes many aspects such as language, ethnicity, religion, customs, norms, ideas, beliefs, traditions, and shared cultural background (Vaughn, 2019). This module made me comprehend and better understand different international customs and cultures, aiming to enhance the guest service experience in the hospitality market.
I feel confident and competent regarding my understanding of the importance of cultural awareness within the hospitality industry after attending the lectures and researching this topic when preparing the assignments for the module Foreign Languages and Cultural Awareness. Being able to better understand different international customs and cultures aiming to enhance the guest service experience in the hospitality market increases my confidence about becoming a competent hospitality business professional and potential business owner in this market (Lee-Ross and Lashley, 2010).
My understanding of the concept and importance of cultural awareness within the hospitality industry has increased by attending lectures and researching this topic when preparing the assignments for this module. Currently, I understand culture as a complex, multifaceted subject that includes many aspects such as language, ethnicity, religion, customs, norms, ideas, beliefs, traditions, and shared cultural background (Vaughn, 2019). Thus, I comprehend and better understand different international customs and cultures while aiming to enhance the guest service experience in the hospitality market as a future competent hospitality business professional and potential business owner in this sector (Lee-Ross and Lashley, 2010).
According to Devine, Baum, and Hearns (2009), cultural awareness for hospitality and tourism has become extremely significant considering globalisation, the need to manage multicultural workforces or to interact within them, and the need to manage customer relationships with travellers around the world. Students within the subject areas of tourism and hospitality are enabled to enhance their multicultural competencies and skills by learning about the correlation of social and cultural theory and applying it to practice (Devine, Baum, and Hearns, 2009). There are many aspects to investigate, such as cultural differences, ethnicity, national cultures and identities, taboos, cultural shocks and collisions, similarities, and diversity (Devine, Baum, and Hearns, 2009).
Students must enhance their multicultural competencies and skills based on social and cultural theory and its application to practice due to the increasing importance of cultural awareness. My understanding of the concept and the importance of cultural awareness has increased, and I currently understand culture as a complex, multifaceted subject.
I must further enhance my multicultural competencies and skills to better understand different international customs and cultures and to increase my confidence. I will seek the support of my lecturers; I will attend training and courses related to multicultural skills enhancement, such as free online classes (Coursera, 2024); and I will individually research the topic using digital libraries and other relevant sources.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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> The verbal model of communication (Shannon and Weaver, 1949)

Spanish language:
> The second most spoken language worldwide (Mar-Molinero, 2002) — lingua franca

> The official language in 22 countries (Sala and Posner, 2024)

» A Romance language (indo-European family) native for circa 360 million people (Sala and Posner,
2024)

» Challenges in leaming Spanish: lexical stress, poor phonological processing practices (Ortin and
Simonet, 2022)

» Spanish-speaking culture’s rapprochement culture (inking politeness to positively judging the
addressee and forming bonds of friendship and collaboration) vs distancing cultures such as
English-speaking culture (Barros Garcia and Terkourafi, 2014)
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» Effective cultural competence and communication skills in the Global Village (Porter, 2015) and muiticutural
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ULTILINGUALISM

- Language is a critical aspect of culture
- Mutiingualism is a feature of muicuttural societies

- Language awareness is related to personal sensitivity and conscious
attentiveness to language’s nature and role

- Both multiingualism and language awareness are benefitting hospitality
staff

- Both muttilingualism and language awareness have challenges that must
be addressed by the hospitality staff





