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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Reflection on cultural misunderstandings:
While in placement in Marriott Delta Hotel Swindon, a Romanian guest arrived in the restaurant, and Rami, the host that night came to him and invited him to a table. It was the first time he had met the guest, but he knew he was Romanian, so he tried some of the phrases he knew from his Romanian friends. And even though at first the guest seemed to enjoy it, he soon started to show signs of annoyance at Rami’s attempts to speak Romanian. 
I soon realised what the problem was: a Romanian would appreciate someone’s effort to speak their language, however there is a fine line between enough to be appreciated, and too much so it becomes annoying for them. Rami had crossed that line. I pulled him aside and I told him my view. He understood and suggested I would come to the table with him to talk to the guest, which I did. The guest explained that some of the words Rami used weren’t really meant to be uttered to a guest in a restaurant, as they were either too familiar, or completely out of context.
I apologised, Rami did too, and he proceeded speaking English all evening. From time to time, I would walk at the guest’s table to ask if everything is as it’s supposed to be. At the same time, I asked Rami to tell me what he said to the guest, and I explained the words and phrases he should avoid with guests. The evening turned out good for the guest, who felt great, and when he left, he exchanged some Romanian words with Rami again. 
Later, reflecting on the incident, I realized how important active listening was, and how cultural sensitivity extends so much beyond just words. This experience instilled in me the value of active listening. I realised that, if Rami would have used active listening techniques, such as taking hints from how a person speaks, not only what they say (Nichols, Strauss, 2021), or if he paid any attention to detail, this wouldn’t have happened.
Another realisation was of the need of a deeper cultural insight, which could be achieved through studying guests’ culture using various existing and accessible resources, so that at least the explicit cultural level is understood, like language, food, and art, where the prejudices usually start (Trompenaars & Hampden-Turner, 2021).
By sharing this experience and these learnings with the team, I think I gave them a valuable instrument of navigating through the rough maze of cultural differences with confidence, which in turn would help them ensure that guests feel welcomed, understood, and appreciated. Also, the feedback that I had from Rami was one that helped me see that he not only understood the situation he found himself in, but also that he became self-aware when it came to addressing guests in their own native language. This aspect is of extreme importance when it comes to cultural sensitivity, as London, Sessa & Shelley mentioned in their study: “What people look for and evaluate in themselves may be culturally based”[footnoteRef:2], hence the need for one to first understand one’s own culture to venture into exploring the depths of another’s culture. [2:  London, M., Sessa, V.I., Shelley, L.A., “Developing Self-Awareness: Learning Processes for Self- and Interpersonal Growth”, Annual Review of Organizational Psychology and Organizational Behaviour, 2023, 10, pp. 261–288] 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
After a Romanian guest was offended by the continuous attempts of one of the employees to speak Romanian in front of him, I found out that the problem was that he didn’t stop in time and that he used several inappropriate words.
Training plan (Why/What//Who/Where/When):
Having reflected upon the situation, I recognized several factors contributing to the misunderstanding: a lack of active listening and of cultural insight, and poor communication skills. I saw the need for a training plan as part of CDP, a respected scheme throughout UK (Friedman, 2024), to enrich the employees’ knowledge and capabilities for proper interaction with guests. 
The objectives in the training plan refer to developing effective communication skills, improve understanding of guests' concerns, and create and maintain a collaborative work environment among employees. In addition, the plan aims to improve language awareness for employees, with basic phrases in customers’ languages, active listening by explaining how to pay attention to guests and clarify doubts, and cultural sensitivity, one of the six competencies of social awareness (Armstrong & Taylor, 2020, p. 202) by avoiding slang, or using gestures cautiously.
Cultural sensitivity training offers an opportunity to discuss variations in communication styles and body language using knowledge from multicultural employees (Mohsin, 2006).
Training content: 
•	Understanding the importance of voice tone, body language, and other paralinguistic elements in effective communication, through active learning.
•	Practicing role-playing scenarios to practice difficult situations calmly and professionally.
•	Educating staff on the diverse backgrounds and cultural sensitivities of guests.
Basic language skills workshops, shaped to develop effective communication skills and improve language awareness, offer basic phrases for greetings, taking orders, and clarifying needs in foreign languages.
Training content:
•	Creating procedures to find out in advance what language the guests are speaking.
•	Offering different tutorials for basic phrase speaking to accommodate staff to the guests’ language.
Training for teamwork and support creates a collaborative work environment among employees by highlighting the importance of seeking assistance from colleagues with language expertise.
Training content:
•	Using information from the previous points in the plan, create realistic scenarios of what guests could request and how they could react.
•	Changing the roles between the employees, have them play these scenarios until they remember the new words and phrases.
In the evaluation part, there should be assessments done of knowledge gained, again conduct role-playing, this time to assess and evaluate communication skills obtained throughout the course and gather feedback from staff and guests on the training's effectiveness.
A few key points could help to develop an efficient training plan, and keep the employees engaged. For instance, the training should be very interactive and engaging. This also helps to positively influence the process and outcome of learning (Pramasta & Wibowo, 2023). Keep the training material up to date according to changes of cultural trends and, of course.
The implementation of such a training plan could help hotel employees to obtain, maintain, and continuously update the necessary skills to navigate cultural differences effectively. This will improve guest satisfaction by creating a more inclusive and welcoming environment for all.
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1. 1. Armstrong, M., Taylor, S., Armstrong’s handbook of human resource management practice, 2020, 15th edition. | London, United Kingdom ; New York, NY, Kogan Page.
2. Friedman, A.L., Continuing professional development as lifelong learning and education, International Journal of Lifelong Education, 42:6, pp. 588-602.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	[bookmark: OLE_LINK9][bookmark: OLE_LINK10]In this essay on the reflection on my self-development, I will use the Gibbs model to reflect on my own understanding of the importance of cultural awareness within the hospitality industry.
1. Description: In the beginning, before delving into this course, my understanding of cultural awareness within the hospitality industry was superficial. I recognized its importance in providing better service for guests, but I hadn't fully grasped how significant it was in ensuring the best experience for guests with different background. 
2. Feelings: As my experience expanded, I started to understand the subject better, gaining some insights from personal experience. I quickly became curious about exploring different cultures and their impact on the hotel business. However, I soon realised the vastness and complexity of the topic, and I felt overwhelmed.
3. Evaluation: Slowly, the practical experiences within the hotel, coupled with the academic study helped me to gain a significantly higher cultural awareness in hospitality. I began to understand how guests and employees interacted based on own cultural assumptions and how that would sometimes lead to unpleasant situations, like when a French guest asked for café noir, referring to a very strong coffee, and the employee brought an americano, which upset the guest. I realised that understanding and accommodating these cultural differences is a of crucial importance in delivering a great service.
Analysis: The experiences I had and the situations I witnessed made me realize that cultural awareness is far more than simply acknowledging differences or speaking a foreign language. In fact, it involves listening, understanding, and respecting views that might be completely strange to someone else. “Learning to listen involves a paradox of self-control: controlling yourself and letting go of control over the relationship.”[footnoteRef:3] Through academic learning I discovered that cultural sensitivity is something that can be learned: “Research and practice can help people develop situational and cultural sensitivity”[footnoteRef:4], that involves understanding body language and other communication cues, and offers a tremendous satisfaction.,  [3:  Nichols, M.P., Strauss, M.B., The lost art of listening: how learning to listen can improve relationships, 2021, The Guilford Press, p. 307]  [4:  London, M., Sessa, V.I., Shelley, L.A., “Developing Self-Awareness: Learning Processes for Self- and Interpersonal Growth”, Annual Review of Organizational Psychology and Organizational Behaviour, 2023, 10, pp. 261–288, p. 282.] 

Conclusion: This journey of self-development in cultural awareness has been transformative. It made me understand crucial facts, such as the fact that cultural competence is not just a desirable trait but an essential skill for hospitality professionals, and that by developing my own cultural sensitivity, I could become more attuned to the guests’ needs and preferences. By having employees who understand this, hospitality establishments can create satisfying experiences for guests and build strong, lasting relationships (Miles & Sledge, 2009).
Action Plan: Moving forward, I am determined to further develop my cultural sensitivity, and show others how important it is within the industry.
To continue my professional development in this area, I plan to seize educational and training opportunities that focus on cultural awareness and diversity. I also aim to experience exposure to a wide range of cultures through travel and language study. By incorporating these actions into my personal and professional development, I am confident that I can contribute positively to the hospitality industry and create meaningful connections with guests from all backgrounds.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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5 Mohsin, A. et al, “Cross-cultural Sensitivities in Hospitality: a matter of conflict or understanding”, p. 4.






























2 | Page

image3.png
+ DeBusk, C.M., “4 ways employers can better support a multilingual workforce”, 2022,
hitps://www.staffmanagement.com/resourcecenter/blog/4-ways-employers-can-better-support-a-mulilingual-workforce





image4.png
. . Navigating the world of cross-culture
through Multilingualism

A modern European language that can be met in most hotels around the world is French.

Because ” France has the least proficient English speakers out of any EU country”2, speaking French as a
second language can offer the opportunity to properly communicate with people from all around the world,
not only Europe. French is spoken as the main language or as an additional official language in France,
Belgium, Switzerland, Quebec (Canada), and many African countries, such as Algeria or Congo.

In the globalisation context, the hospitality industry faces a plethora of guests coming from all over the
world and travelling to every country on the globe. There are several advantages that can be gained by a
hotel when staff speaks French as a second language. For instance, Increased Booking Potential, that
will happen when French speaking guests will confidently book their stay knowing they are understood
while accommodated, cultural sensitivity, that shows its importance when the same guests will feel more
welcome and confident throughout the check-in process, or the opportunity for an increased international
events and conferences that can be attracted in the hotel.

It is worth mentioning that a multilingual staff can significantly increase the possibility for
upselling, and that they can enhance the guest experience and satisfaction by offering

personalized service through an efficient problem-solving resolution. l l I

2 Kampf, C.," English in France - Linguistic Dominance and A (2019). Honors Projects. 745.
hitps://scholarworks.qvsu.edu/honorsprojects/745, p. 2





image5.png
The concept of cultural sensitivity in the context of
multilinguism has many aspects. For instance, ” If we
consider culture as a set of norms, rules and customs,
as a result people from different cultures have
differences in their norms and customs.“

When it comes to the French language and French-
speaking people, it is very important to understand
that they favour formal language.

The importance of French-speaking staff becomes
clear when considering such a cultural element, that is
hidden in the language itself.

Moreover, in French business contexts, it is of utmost
importance to use a certain polite and formal language
and maintain a professional tone. Using polite
language contributes to a positive and respectful
business environment, fostering effective
communication and collaboration.

This is achieved only when staff who speaks French
as a second language understand that not only the
use of pronoun is important, but also that it is crucial to
master certain phrases that differ intrinsically from their
English counterparts.

* Mohsin, A. et al, “Cross-cultural Sensitivities in Hospitalty: a matter of conflict or understanding’. p. 4

“ Larcher, T., " Why use anglicisms when we have perfectly good French words?",

Cultural Sensitivity in
Communication

The formal language that French people prefer is obtained
by using the pronoun yous (second person, plural — you)
instead of tu (second person, singular — you). And there is a
reason to this. Apparently, there is a general frustration to
English taking over all the aspects of a language: “The
younger generations’ attention is almost completely taken
over by English when using popular apps and French
language teachers are unable to offer something more
compelling.™

While this is an important aspect of addressing a French-
speaking guest, there are other crucial aspects of the
French culture that are intertwined within the very fabric of
the language. For instance, the need to use proper phrases
needs not be ignored:

“S’il vous plait, suivez moi” instead of “Viens avec moj”
(“Please, follow me” instead of “Come with me”)
“Pouvez-vous me dire” instead of “Je veux savoir”

(“Can you tell me” instead of “/ want to know”)

Wirance.com/article/Comment/Opinion/Why-use-analicisms-when-we-have-perfectly-good-French-words
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Practical Application of Multilinguism in a Hotel

Scenario: The hotel has international guests,
and management must ensure that front desk

staff speaks multiple languages. M

MARRIOTT

This involves educating staff about cultural differences between
different multilingual members of the team. This aspect of staff
training is a lot more important that initially thought. A study found
that “diverse teams also run the risk of being highly ineffective
due to miscommunication, mistrust and stress, and thus face
substantially greater challenges than monocultural teams.”
Proper training and experience exchange is crucial in helping
staff understand different important aspects of cross-culture, both
in employee-emplovee and employee-guest interaction.

Also, management should encourage staff to take 10 minutes
daily for a briefing to share their own cultural experiences and
understandings of situations, and to explain their culture.

Impact: Guests speaking other
languages than English, feel

The ability of employees to speak
in the guest’s native language
has the potential to create a

, making
guests feel more comfortable and
valued.

¢ Keizer-Remmers, A., Ivanova, V., Brandsma-Dieters, A., “To act or not to act: Cultural hesitation in the multcultural hospitalty workplace”, (2021),

Research in Hospiailty Management, 113, 215-223, hitps/1doL.0ra/10.1080/22243534.2021.2006915
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Creating a Multilingual Environment in a Hotel

Strategies for achieving multilinguism

In the hotel industry, language learning should
be included in the CPD (Continuous

Include continuous

Professional Development) program of every language learning and Incorporate Langusge Encourage Cultural
employee. cultural awareness Learning into Daily Exchanges through daily

among hotel staff Routines briefing meetings
In_order to maintain a dynamic, inclusive and through CPD.

responsive environment, staff who are inclined
towards leaming foreign languages should be
encouraged and helped to do so. Also, learning
cultural differences is crucial ensuring a fair Provide Language Recognize and Reward Provide Language
and safe interaction between staff, but also Learning Resources Language Proficiency Learning Breaks
between staff and guests: "Educating your
employees about these differences can help
promote a more cohesive and understanding
workforce.”®

Organize Language
Workshops and Training
Sessions

Ensure front desk has
multilingual staff

Establish Language
Learning Groups

Sbidem '
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