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ASSIGNMENT 1: PORTFOLIO 
(4 Components) 
 

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

	Introduction 
A cultural misunderstanding occurred in the restaurant of the hotel during the dinner service. The parties involved, a waiter and a guest, had to deal with the language barriers and different cultural values. The guest’s expectations were very different from the waiter’s communication style, leading to a lot of confusion and dissatisfaction. This case highlights the very complex nature of cross-cultural interactions in the hospitality field. When focusing on the details of the location, the time, and the participants, a more comprehensive picture arises as to how cultural peculiarities had a significant impact on the formation of the encountered misunderstanding (Grobelna, 2015). 
Reflection 
In the midst of the cultural misinterpretation during the dinner service at the hotel, my point of view as a waiter enlightens the intricacies of the encounter. While communicating with the guest, I realized that my assumptions concerning language proficiency and also cultural norms were misplaced. The confusion that unfolded made the guest visibly frustrated, which affected not only his or her dining experience but also the ambiance of the whole service. At this point, I realized how important it is to pay attention to cultural peculiarities; it is not just a misunderstanding but also a significant factor that affects the overall level of guest satisfaction. This has led to an in-depth self-reflection which requires me to reconsider my approach to communication and also cultural sensitivity. Admittedly, such misconceptions can have far-reaching ramifications, hence I am inspired to develop a heightened sense of 


	the different cultural perceptions, leading to a more accommodating and enriching hospitality service for all the customers (Jaamaa, 2015). 
Skills Development 
Considering the level of intricacy of the cultural undertones associated with the encountered misunderstanding, the implementation of theoretical approaches proves to be very critical in the development of the skills. Following Hofstede’s Cultural Dimensions Theory, I outline some crucial skills like communication flexibility, active listening, and also intercultural sensitivity that are necessary to overcome cultural diversity (Barnett and Carter, 2013). 
When reflecting upon myself, I admit that my strengths are in the linguistic domain but my weaknesses are in predicting and also responding to culturally mapped expectations. To strengthen my skill set, I intend to collaborate with Geert Hofstede’s Cultural Dimensions framework, which will provide me with a deeper insight into the cultural differences in communication styles and perceptions of power and uncertainty. To avoid further misconceptions, some behavioral changes are necessary. Using Bennett’s Developmental Model of Intercultural Sensitivity, I hope to move from ethnocentrism to ethno-relativism. This includes fostering curiosity about different cultures, building cultural knowledge, and honing communication techniques. Through engaging in cross-cultural training, I seek to improve my intercultural competence, creating a welcoming and also harmonious atmosphere in the hospitality field. 
Conclusion 
Lastly, the reflection highlights the changing nature of the dinner service from a cultural misunderstanding. It emphasizes the necessity of theory-based skills development, including the Hofstede’s Cultural Dimensions and the Bennett’s Intercultural Sensitivity Model. It stresses the role of cultural awareness in enhancing the guest satisfaction and making a more hospitable hospitality industry. It is a good reminder of the persistent need for the activities aimed at overcoming cultural differences, creating a comfortable and enriching atmosphere for the guests and service personnel. 
References: Barnett, L. and Carter, E. (2013) ‘Intercultural interactions, culture and knowledge management: Research from the Thai hospitality and tourism industry’, in Management, Leadership and Governance. 
Grobelna, A. (2015) ‘Intercultural challenges facing the hospitality industry. Implications for education and hospitality management’, Journal of Intercultural Management, 7(3), pp. 101–117. 
Jaamaa, S.J. (2015) ‘Cross-Culture Management for Foreign Managers at Hotel Industry in Thailand’, Journal of Advanced Management Science, 3(2), pp. 103–108. Available at: https://doi.org/10.12720/joams.3.2.103-108. 
 
 
 




	 
Component 2: Training Plan (500 words +/- 10%) 
 
Weighting: 25% 
 

	Identified Cultural Misunderstanding  
There was a cultural miscommunication within the dinner service at the hotel restaurant, leading to a language barrier and the differences in cultural practices between a waiter and the guest. 
Training plan (Why/What//Who/Where/When): 
Why? 
The main objective of the training plan is to promote cultural competence in the hotel staff, enabling them to manage cross-cultural relations competently. By addressing the observed cultural misconception, the training aims to promote an environment that is more accommodating and also culturally aware, which leads to increased guest satisfaction and better guest interactions. 
What 
The training content includes three essential elements to support the development of cultural competence among the hotel staff. Initially, the modules on cultural awareness will include the Hofstede Cultural Dimensions Theory, which will provide information on communication, behavior, and expectations among the different cultures. Active listening and adaptability skills will be emphasized in the Cross-Cultural Communication sessions. Scenario-based training will include many language barriers that will eventually lead to practical decision-making skills. Second, Role-Playing Exercises will encourage the staff to engage in mock guest interventions with positive behaviors reinforced through constructive feedback. Finally, Cultural Sensitivity Seminars to be conducted by the professionals will enlighten the staff on various cultural practices, providing a platform for shared experiences and learning (Tabari et al., 2016). 
Who 
All the employees working in the hotel are the target audience, ranging from the front-ofhouse and back-of-house roles from waiter to manager. Cultural competence is viewed as a shared responsibility that goes beyond the job titles. This holistic approach guarantees a shared vision of creating a culturally sensitive and also responsive environment throughout the hotel. 
Where 
The training site will be the training room at the hotel, which will also be used for workshops and seminars. This location guarantees a lot of comfort and the familiarity of employees. The focus is on surrounding the learners with a pleasant and supportive environment 



	allowing interactive learning, engagement, and participation in the cultural competence training sessions (Kenesei and Stier, 2017). 
When 
The rollout will take a phased approach over the next three months. First, cultural competence assessments will adjust the content of the training, making it more relevant. Ongoing support includes a continuous learning environment, which is characterized by refresher courses and cultural resources. This approach enables the employees to learn and adopt the concepts steadily, creating an environment of continuous development. The phased timeline, with ongoing support, provides a systemic and adaptive approach to cultural competency training that fosters sustainability and the integration of cultural awareness into the hotel’s operational system (Lee, 2015). 
Evaluation and Feedback 
In the assessment phase, post-training assessments and quizzes will determine the success of the cultural competence training. These evaluations seek to quantify the understanding and the use of the learned concepts. At the same time, the team will get valuable qualitative feedback, determine the areas on which it is necessary to improve, and continue to improve the training program according to the needs of the hotel staff (Lee, 2015). References: 
Kenesei, Z. and Stier, Z. (2017) ‘Managing communication and cultural barriers in intercultural service encounters: Strategies from both sides of the counter’, Journal of Vacation Marketing, 23(4), pp. 307–321. Available at: https://doi.org/10.1177/1356766716676299. 
Lee, T.J. (2015) ‘Implications of cultural differences for expatriate managers in the global hotel industry’, Tourism Analysis, 20(4), pp. 425–431. Available at: https://doi.org/10.3727/108354215X14400815080604. 
Tabari, S., Wilson, J.. and Ingram, H. (2016) ‘Conceptualising the impact of culture and language upon hospitality service management’, Worldwide Hospitality and Tourism Themes, 8(1), pp. 12–28. Available at: https://doi.org/https://doi.org/10.1108/WHATT-102015-0037. 
 
 
 
 
 



	 
Component 3: Student Self-Reflection (500 words +/- 10%) 
 
Weighting: 25% 

	The introduction highlights the key role that cultural awareness plays in the hospitality industry. It lays the foundation for a self-reflection voyage, using the Gibbs Reflective Cycle as the selected model. This often used model enables a systematic investigation of the experience, which makes it possible to analyze it in depth and to understand the role of cultural awareness in shaping perceptions amidst the dynamic and also diverse environment of the hospitality industry. 
Changing Perspectives Over Time 
First, my cultural awareness was based on superficial recognition. However, the observed situation led to a very profound change in the situation. Over time, my perception grew beyond the identification of the cultural differences to a much deeper understanding of their consequences. The situation became a magnifying glass through which I observed the depth of the diversity, prompting me to understand the essence of the cultural nuances. This transformative journey exposed the need for the ongoing learning, enhanced understanding of the various viewpoints, and emphasized the importance of cultural sensitivity in dealing with the numerous intricacies of the hospitality field. 
Lesson Learned 
I have learned many useful practical lessons that surpass the theoretical knowledge with the help of cultural diversity. The need for subtle communication became very apparent while working with the guests from different social classes. For instance, the guest’s cultural norm influenced their dining requirement, which in turn has modified my kind of service. This incident underlined the fact that hospitality is not only limited to service standards; it necessitates a true understanding of personal needs (Baum et al., 2007). On a professional level, these lessons have allowed me to shape my adaptability, which has made me a lot more culturally empathetic. It’s not only about meeting the standards; it is about building an environment that makes each guest feel respected and understood, which significantly influences not only personal development but also professional effectiveness (Cerović and Tomašević, 2006). 
Importance of Experience 
The above cultural misinterpretation is of the utmost importance in defining my opinions, serving as a catalyst for deep self-reflection. It was a case in point whereby I was pushed beyond the surface awareness to a much deeper insight into the many different perspectives. In the hospitality sector where guest satisfaction is linked to cultural sensitivity, this transformative encounter became a pillar. It highlighted that cultural understanding, which is always evolving, is not only a personal quest but also a professional requirement. Such consciousness is very critical, it guarantees a smooth and enjoyable stay for the guest and 



	also establishes the importance of cultural competence in the DNA of hospitality (Kim and McKercher, 2011). 
Conclusion 
Finally, this cultural awareness journey has been very transformational. From the first few glimpses to the intricate understanding, it emphasized the complexity of cross-cultural relationships. The dedication to self-refinement is of the utmost importance, understanding that the development of cultural consciousness is a lifelong process that is essential for one’s personal and professional development. This journey is a constant reminder of the necessity to be very flexible and compassionate in the increasingly diverse world of hospitality and reaffirming my commitment to creating a culturally sensitive and also inclusive atmosphere. 
References: 
Baum, T. et al. (2007) ‘Cultural diversity in hospitality work’, Cross Cultural Management: An International Journal, 14(3), pp. 229–239. Available at: https://doi.org/10.1108/13527600710775775. 
Kim, S.S. and McKercher, B. (2011) ‘The collective effect of national culture and tourist culture on tourist behavior’, Journal of Travel and Tourism Marketing, 28(2), pp. 145–164. Available at: https://doi.org/10.1080/10548408.2011.545744. 
Lee, T.J. (2015) ‘Implications of cultural differences for expatriate managers in the global hotel industry’, Tourism Analysis, 20(4), pp. 425–431. Available at: https://doi.org/10.3727/108354215X14400815080604. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



	 
 

	 
Component 4: Training Presentation (6 Slides) 
 
Weighting: 25% 
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LANGUAGE OF CHOICE - ITALIAN

* Italian, a Romance language, is spoken primarily in [Italy, but its influence extends
globally. It's the official language in Switzerland, San Marino, and Vatican City (de Carlos
etal., 2019).

* Regarded as a language of culture, Italian is an art, music, and history language. Although
not overly complicated to learn for an English speaker, the language requires a lot of
focus on pronunciation and also grammatical nuances (Tamburelli, 2014).

+ The importance of Ilalian in the business and cultural settings makes it a very important
asset for the hotel personnel, allowing for smooth communication with the Italian-
speaking guests and also confributing to the internationalization of the hotel (Tamburelli,
2014).
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INTRODUCTION

« Multilingualism is pivotal in the hospitality industry, playing a crucial role in
elevating guest experiences and boosting customer satisfaction (Mariani et al., 2019).

* The ability to communicate effectively in diverse languages enhances guest
interactions, fostering a welcoming and inclusive atmosphere (Mariani et al., 2019).

* This presentation explores the tangible benefits of multilingualism, emphasizing its
transformative impact on guest communication and overall satisfaction within the
dynamic realm of hospitality.
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POLITENESS IN BUSINESS CONTEXT:
ITALIAN

Business Etigquette

+ [tahian business etiquette walues a balance of formality and warmth. Politeness 18 crumal, with
common expressions like "Prego” (Youte welcome) and "Grazie” (Thank you) forming the
foundation of courteous communication. It's customary to use titles and formal greetings until a
closer relationghip is established.

Cultural Nuances

+ Politeness in the Italian business culture is associated with respect for the hisrarchy and anthority.
Formal titles, eye contact, and appreciation are highly respected. Nomrerbal cues like gestures and
alzo body language are very important in showing respect,

Examples in the Hotel Industry

Greating: "Buongiorno! Welcome to Hotel "

Expressing Gratitude: "Grazie mille for choosing Hotel "
Farewell: "Arrivederci! We look forward to hosting you again.”
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LANGUAGE AWARENESS IN HOTEL

INDUSTRY

+ Staff Benefits: Language awareness empowers staff with improved
communication skills, fostering stronger guest relations and
ensuring seamless interactions across diverse linguistic
backgrounds (Martin and Davies, 2008).

+ Guest Experience: Tangible impacts include heightened guest
satisfaction as staff adeptly navigate multilingual interactions,
creating a more personalized and memorable experience (Yang et
al., 2022).

* Training: Emphasizing the importance of language awareness
training, ensuring staff proficiency enhances the overall
effectiveness and quality of guest interactions (Martin and Davies,
20086).
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CONCLUSION

* In summary, embracing maultilingualism and language awareness elevates guest
experiences and satisfaction. The hotel is committed to fostering language
awareness skills among staff, ensuring effective communication and a welcoming
atmosphere. This commitment reflects hotels dedication to providing exceptional

service and creating lasting connections with its diverse clientele.
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