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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	PROFESSIONAL REFLECTION 
I had the opportunity to notice the cultural misunderstanding during my level 4 placement in London Heathrow Marriott Hotel. I observed how the difference has developed between Food and Beverage (F&B) employees and hotel guests. The incident signifies the complex nature of cross-cultural communication. It is observed that after continuous routine exchanges possible challenges may arise. I will outline the specific scenario on the factors which are responsible for the misunderstanding. I will also focus on the discussion of the necessary skills and important behavioural changes. These skills and changes can prevent unwanted occurrences in future. 
Scenario
The incident happened in the morning during breakfast services. A Japanese guest requested traditional Japanese food which was not mentioned in the hotel menu. The F&B employees were not familiar with Japanese cuisine. They misunderstood the customer and tried to offer and attempt to make alternative options from the regular menu. I saw how the customer was frustrated and dissatisfied with the service of the employees. The guest felt misunderstood and unheard. 
Factors of Cultural Misunderstanding
The main factor which is responsible for cultural misunderstanding is a lack of cultural awareness and knowledge. The F&B employees were not concerned about the particular knowledge of the cuisine of Japan and for this reason, they could not provide their satisfied services. Also, language played as another barrier in this case. Both the customer and employees could not be able to communicate clearly. Due to this the misunderstanding happened between them and created a complicated situation (Jhaiyanuntana and Nomnian 2020). 
Reflection
From this incident, I could understand the reasons behind the challenges of cultural differences in the hospitality industry. I can recognise the essential factors which can mitigate this issue. Cultural competence is a prime factor. It is important to understand the diverse backgrounds and choices of guests (Abramson and Moran, 2017). It allows them to serve them in a more personalised way. Effective communication skills play a vital role in this scenario. It involves not only a clear explanation but also the practice of active listening. It helps to understand the customer's needs and expectations. Because active listening helps to decode the customers’ needs. 
Skill development and behavioural changes 
I recognise that to prevent this kind of misunderstanding the hospitality company should develop a deeper understanding of different cultural practices (Hoftede et al., 2010). It can be more effective when it is related to culinary choices. I think a continuous learning process can help to develop this skill. I aim to enhance my language ability after witnessing the scenario. I want to develop my language skills in terms of menu descriptions and overall communication. I also feel that promoting openness and a curious mindset helps create efficient workers. I do not want to assume or stereotype the guests. I want to learn a more effective approach to serve them better with their desired preferences. I can learn these to collect information about the cultural backgrounds of guests and collaborate with my colleagues to share the knowledge. 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
After observing this breakfast misunderstanding incident at our level 4 placement level, I recognised the responsible factors. To mitigate this issue, I feel a training program is necessary for the F&B employees of the hotel company. The aim of the plan should provide the necessary skills and knowledge to all employees. These skills and knowledge help to guide cross-cultural relations and also ensure smooth service to culturally sensitive guests. From the experience of the evidence, this training plan presents the key areas which can mitigate the issue. The key factors include cultural competence, effective communication and promoting openness in the workplace.

Training plan (Why/What//Who/Where/When):
Training Objectives
Effective communication skills:
· Execution of language skills enhancement workshop especially on focusing on the menu description and the common phrases for effective communication with guests. 
· Arranging interactive training sessions for the development of active listening skills. It is important to understand the customers’ needs and address their problems.
· A collaborative platform is necessary to build for promoting knowledge sharing and a collaborative learning environment.
Openness and Curious Mindset:
· It is necessary to combine the cultural awareness module with the existing onboarding process for new recruitments.
· It is vital to promote an inclusive and open-minded workplace culture to accept and adapt to diversity (Maheshkar and Sharma, 2018).
· To confirm the approach for regular feedback tools for continuous assessment of the challenges and successes. It can help in continuous development.
Cultural Competence Enhancement:
· It is necessary to conduct training sessions to understand the cultural backgrounds and preferences of the diverse customer base (Lam et al., 2022).
· It is crucial to provide several materials for resources such as online or written modules. It helps the employees to be educated on different cultural behaviours, customs and dietary preferences. 
· To enhance employee understanding it is necessary to encourage them to attend various cultural events. 
Training Methods
Online learning Modules:
· It is helpful to develop a series of online modules. It should be accessible to all employees. The topics of the module should cover cultural competence, openness and effective communication.
· It is necessary to include assessments and question-answer sessions for comprehension and retention of the training material.
Interactive Workshops:
· It will be helpful to conduct instant workshops. These workshops should be led by cultural experts. They can provide practical knowledge and promote active participation.
· Role-playing scenarios can be helpful. It can be easily understandable by imitating the cultural aspects. It allows the employees to practise their newly learned skills. 
Cross-Departmental Collaboration:
· Promote collaboration between different departments. It helps to share knowledge and experience of various cultural aspects (Lam et al., 2021). 
· It is necessary to establish a cross-functional team. It helps to address the specific cultural challenges and aids in making innovative solutions for the organisation. 
Our level 4 placement hotel aims to create an inclusive work culture by implementing this training plan. This plan helps to build a culturally competent workforce which is also able to communicate effectively and is adaptive to openness. This approach helps all employees to manage their guests effectively by fulfilling their needs. It can help to create a welcoming environment in the hotel premises where all guests with different cultures feel included. 
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	Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	STUDENT SELF-REFLECTION
Introduction 
The hospitality sector is a broad category of service sector and it includes various factors. Various factors are travel, tourism, hotels and restaurants, food and beverages as well. I would like to share my journey in the hospitality sector. The importance of cultural awareness in this sector is vital. I have discovered that my understanding of cultural awareness is limited. I have understood the importance of cultural awareness in this large sector. Cultural awareness enables staff from this sector to provide remarkable service. 
Self reflection model:
Implementation of Gibbs's reflective cycle is necessary for understanding the role of cultural awareness in the hospitality sector (Koukpaki and Adams, 2020).  
Description:
I have found minimal expertise in cultural awareness while dealing with guests from various backgrounds. Visitors from different backgrounds possess different preferences. I have discovered that one of my coworkers struggled to meet a request from a Korean guest. This shows a cultural misunderstanding between a guest and a coworker.    
Feelings:
A lack of cultural awareness led visitors to feel frustrated and disappointed. I have realised the requirement for fostering a sense of empathy to deal with frustrated guests. I have understood cultural gaps can create misunderstanding. I have decided to take a responsibility to increase my cultural awareness. 



Evaluation:
I have admitted the requirement of understanding cultural differences across various regions globally. Evaluation is essential to get useful insights about cultural differences. I have decided to explore various papers on cross-cultural communication in the hospitality sector.  

Analysis:
Hofstede's model helps an individual understand cultural differences between two or more countries. I have understood the value of different customs and communication styles from Hofstede's model.   
Conclusion:
I have discovered possibilities to enhance my cultural knowledge. Recognition of change enabled me to engage in cross-cultural communication and cultural events. These methods foster my cultural awareness to serve guests from different regions properly.    
Action Plan:
I have enrolled in language learning classes and cultural diversity workshops to address the gap in my cultural awareness. I also started communicating with my coworkers to share my perceptions and experiences about the necessity of cultural awareness.    
Reflective questions:
Interpretation of changes in the subject over time
The impact of cultural differences is quite massive in the hospitality sector. Understanding cultural differences is crucial for staff to enhance guests' experience (Lu et al., 2020). I realised cultural differences involve values, customs and communication methods to serve guests effectively. 
Learning from the experience
Self-improvement is crucial in the hospitality sector. Experience taught me the requirements of this training to create personal growth opportunities. Showing curiosity is important towards learning to receive constructive feedback. 
Significance of the experience
The experience is vital for me during my journey in the hospitality sector. The experience displayed a correlation between guest satisfaction and cultural awareness. Understanding and respecting different cultures is important. This can direct towards positive guest interaction through personalised service.   

Examples 
I have expected and implemented my knowledge about cultural awareness at the product launch event. I have shown my cultural awareness while attending guests from different parts of the globe. I have showcased my commitment towards cultural awareness. I have received positive feedback from guests.
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	Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Unlocking the opportunity through multilingualism
Content
· Multilingualism is vital in the hospitality industry.
· It is necessary to emphasise the value of language skills for hotel employees.
· Language skills can avoid misunderstandings between customers and employees (Mantra et al., 2020).
[image: ]
To manage customers with versatile cultural backgrounds language skills work effectively. Level 4 hotel need to focus on promoting language skills to enhance their service quality.

	





[bookmark: _GoBack]Language Spotlight: French
Title: The power of French in the hospitality sector 
Content
· French is a popular language in Europe as well as all over the world for its rich culture.
· It is widely spoken in France, Belgium, Switzerland, some parts of Canada and several African countries.
· French has a global influence in business, culture and diplomacy (Gumenyuk et al., 2021).
[image: ]
It should be noted that French is the official language of many international organisations.  It makes the language a valuable skill in the present globalisation scenario. If a Level 4 hotel provides more employees with French language skills, it can attract more customers from several international backgrounds.



	Is it hard to learn French?
Title: Deconstructing the myth of the difficulty of learning French
Content
· It is important to discuss the difficulties of learning French (Gala et al., 2020).
· It is helpful to highlight the common or similar elements in English.
· It is crucial to notice that it has some common vocabulary with Latin roots.
[image: ]
It is vital to make available language learning resources and courses handy. Overall it is necessary to keep a positive mindset to learn the language wholeheartedly. 


	Politeness in business- French Etiquette
Title: Guiding Business Etiquette in French-speaking Regions
Content
· It can be advantageous to outline the key elements of French business etiquette.
· In the French language, politeness is highly valued (Isosävi, 2020).
· It is essential to use titles and formal greetings such as “Bonjour Monsieur/Madame”).
[image: ]
It is necessary to give importance to respect hierarchies and professional titles. According to much research, 7.4% of Spanish businesses require their staff members to speak French. The hotel and tourist industries have a high need for this language.



	Benefits for Hotel Staff- Real-life examples
Title: Realising the Benefits in the Hotel Context
Content
· For level 4 hotel language skills are important for guest satisfaction and communication (Packard and Berger, 2021). 
· I witnessed how a guest from a French background felt satisfied when the hotel employees were able to serve him as per his demand.
[image: ]
From this hotel, I have learnt that customer loyalty is vital for the hospitality industry. The hotel should have the potential to increase its booking facilities. The employees of the hotel should be encouraged to learn a new language. It ensures their professional development opportunities.
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