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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Cultural differences are very important to learn when it comes to the hotel industry. It is a way to either show great service and make customers feel welcome or it’s a way to offend and lose customers. (Glowacka, 2023) While I was working at a restaurant during dinner time, I observed another server. The restaurant had just welcomed a few guests. They were clearly from India based on the language, accents, and attire they were wearing. The server had gone over and taken their order. On returning with their order, they ignored the cutlery and proceeded to eat with their hands. They were seated in the middle of the restaurant. They had called over the server in a panic asking if there was any meat in one of the dishes at this time the server took the chance to tell the customers about eating with their hands. This hotel was one of the first places I and the co-worker in question had worked. I would say a few things caused these cultural misunderstandings. The primary reason this occurred was a lack of observations. The server did not pick up the obvious signs that the customer was from a different country. Another way this misunderstanding occurred was the inability of the server to have a proper small talk flow to ask specific questions that would result in us understanding the customers and why they were dining. Proper customer care was lacking as well seeing that the server did not ask the relevant questions such as, “Does anyone have any allergies?” or “Is anyone vegetarian?” I believe this all comes down to our lack of training and education. According to (Dubai, 2023) customer service is very important when it comes to the success of the company or organisation.  This affects employee retention, customer loyalty, and the ability to adapt. This incident taught me a lot when it came to honing in on my skills. Firstly, I would study the layout of the restaurant. Understanding a variety of cultures would allow me to know where certain customers would be seated especially in this situation. Secondly, the skill I would develop is the ability to have a clean flow of small talk. This small talk would allow me to understand the customer. Small talk is a way to welcome the customer while encouraging a positive experience by building rapport. This would make the customers feel cared for and appreciated which would also boost the positive views of the restaurant. (English, 2023) This skill would allow me to better understand where my customers are from and what type of service I would render. Another skill would be asking the appropriate questions. Asking questions would allow me to understand the diet restrictions, specials that can be introduced, and the way they would be dining so that a meat dish cannot be served for vegetarian customers. This not only protects me as a server but also the hotel's reputation.     
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Indian customers were eating with their hands in the middle of the restaurant and they supposed a meat dish was served to them. 
Training plan (Why/What//Who/Where/When):
A training plan is important when training employees especially when it comes to preventing cultural misunderstandings. To better show the training plan the five (5) Ws would be used which are why, what, who, where, and whom. 
Firstly, we have to understand why we need the training and the importance of said training. Training is important because it helps us as employees to overcome barriers that can occur because of communication. This includes developing knowledge and skills such as verbal communication but most importantly non-verbal communication. For example, hand movements or gestures even facial cues can allow the employee to easily communicate with someone especially if they don’t speak the same language. This can show commitment and training whereby the customers feel understood thus increasing their satisfaction rates while creating a long-term relationship. This will give the hotel a competitive advantage in the market. (Buckley, 2023) 
Using the second W we determine what the training plan will contain. The training will be about better serving and understanding customers who have different backgrounds and cultures. It will also show what types of cues to have, the questions that need to be asked, and how to properly respond to the answers given. (Team, 2018) (Team, n.d) 
The third W in the plan is using the word who. We determine who will benefit from this training, informing staff who to go to in case of any questions or issues. This training is suited for everyone in the hotel but especially those in the food and beverage departments. In these departments, it is more likely to have a cultural misunderstanding with a customer than those in other departments such as the front office or housekeeping. This training would highlight skills that deal with conversation tactics and ways to go about noticing little aspects of the customer. All staff members should ask customers questions however each question will be tailored based on the said customer. (Team, 2018) (Team, n.d) 
The fourth W is the word where. We determine this aspect of the training plan by understanding where the training would take place, the timing of specific questions, and seating arrangements for certain customers. This training will be held in a comfortable room where everyone will be able to focus and give their undivided attention without any interruptions or distractions. It will be an environment devoid of noise and people. Questions should be asked while the customers are walking to their table. This would give the server enough time to know where to seat the customer and the dining experience needed to ensure the customer is satisfied. (Team, 2018) (Team, n.d) 
The last W we use is whom. We understand and try to have a list of persons whom the staff can go to in case of clarification, in case of any issues or misunderstandings that an occur. These questions are to help the staff become more knowledgeable. They would be able to know who to go to if and when they need help. (Team, 2018) (Team, n.d) 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	The hospitality industry has been growing a lot over time. As globalization and travelling become widely spread there is no corner of the world that humans cannot touch. There are at least one or multiple hotel groups operating in a country. Thus, staff need to be culturally aware especially if they are not from the area. I have been noticing that in this growing time, cultural awareness has either made or broken many people, brands, and labels. To be honest I did not understand why it was important until doing my research for my essays and attending the class. In reference to the Gibbs reflective model, I know that understanding and evaluating my feelings about the topic is essential. I believe that cultural awareness is important because it determines the success of a business, especially in hospitality. (Main, 2023)
Awareness gives a competitive advantage. A customer feels most satisfied when they believe that we the people who serve them understand their needs and wants. For example, let’s assume a family from South Korea has come to England and during a dining experience the server starts speaking small amounts of Korean or greets the family with a bow they would feel the experience is more personalized for them. This will have them satisfied and think that the hotel wants everyone to feel at home. Small gestures like this allow customers to feel welcomed and comfortable and they create a long-lasting relationship with the hotel. Awareness is also the key to seeing similarities in cultures but appreciating the differences. Many people learn much more when they have common ground. They are more open to learning. Thus, awareness is important to allow staff to be intrigued to know more about a specific culture.  (Communities, n.d)  
My experience in the class has allowed me to understand that even though cultural awareness is different based on the country it all achieves similar goals for the organizations. As someone who plans to go into the hospitality industry, I believe that this experience is important as a student because I get to be a sponge. I soak up all the experience from other classmates and lecturers who have a broader experience within the field. I can better understand and see where their line of thought was for various situations. 
However, as time changes cultural awareness will also change and evolve. From my research understanding cultural awareness 50 years ago to now is completely different. It is important to change with the times to ensure that everyone no matter where they go feels respected and appreciated. It is very easy for a hotel to lose its reputation in the year 2024 with social media and growing technology. Thus, as time goes by more training has to be done, and more knowledge has to be taught to the staff of the hotel to ensure customer satisfaction, reduce misunderstandings, or even expand businesses. Knowledge is power and it’s the key for organizations to better adapt to the growing world. (Institute, n.d)
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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IMPORTANCE OF LANGUAGE AWARENESS
FORTHE HOTEL STAFF

® Easier communication: when staff can speak many languages it’'s easier for them to
make customers happier and satisfied because of clear communication. It also
makes conflicts easier to resolve and feedback given by customers would be
understood. (Wegner, n.d)

® Quality of service: Hotels have many departments, thus staff need to communicate
with each other. Once they can share the same language tasks can be done more
efficiently and operations can run more smoothly. (Wegner, n.d)

* Brand image: Once staff can give full customer satisfaction this would increase
customer loyalty and retention. This will increase the reputation of the hotel and
ensure its long-term success. (Wegner, n.d)
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IMPORTANCE OF LANGUAGE AWARENESS
FORTHE HOTEL STAFF

Emergencies: emergencies are something that happens. When we all can speak the same language with our
guests we can clearly understand what is the issue and follow the protocols. This can also be used to prevent
risks. (Wegner, n.d)

For example lifeguards can direct guests in pools or beaches to prevent something from happening. Sharing the
same language makes their jobs a lot easier.

Culture sensitivity: when guests come into our hotel by knowing their language we would be able to show more
respect towards them because we would be able to understand their differences and have positive interactions.
This also increases brand image and gives a competitive advantage. (Wegner, n.d)

Employee morale: when we as managers or even other staff members can speak the same language towards
each other it makes communication easier. They feel heard and understood when they can easily voice their
issues and opinions which would encourage positivity-filled environments in the workplace.

Employee retention: when staff can speak the same languages as the guests they are better able to mitigate
problems and issues. This would allow them to feel less stressed because matters are handled easily. Staff
happiness is important because they can better within their positions. (Wegner, n.d)
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IMPORTANCE OF LANGUAGE AWARENESS
FORTHE HOTEL STAFF

® French is a language that takes around 24 weeks to speak fluently.
It is ranked as one of the easiest languages to learn. (Language,

2021)

® French is the official language in 28 countries and is spoken by 308
million people. French speakers are very proud of their language
and will rarely use English words. For example, in many hotels,
French speakers will only communicate in French thus staff needs
to know enough so that communication is facilitated. (Wood, 2023)
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IMPORTANCE OF LANGUAGE AWARENESS
FORTHE HOTEL STAFF

® French people like clarity and formality. For example, if a hotel staff is
organising an event, French persons would ensure they get all the
information correctly. Thus hotel staff must be able to correctly communicate

but also understand how to relay information. (Khan, 2019)

® It is customary when invited to dinner that French persons come 15 minutes
late. For example, let us assume a dinner is being held in a hotel however no
one has arrived yet for the 4 pm time. Language awareness not only deals
with speaking a language but also understanding the culture. Thus they
would understand and work around the issue. (Corner, 2020)
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WHAT IS MULTILINGUALISM?

® Multilingualism is the ability of a person to speak and use three
languages or more. (Aronin, n.d)

® According to (Newsdle, 2023) 17% of the world’s population is
multilingual while 43% is Bi-lingual.

® This special skill is very important when it comes to every career on
the planet.

® This skill is facilitated by the growing technology and globalization.




