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	ASSIGNMENT 1: PORTFOLIO

	
Component 1: Professional Reflection 

	The purpose of reflective writing is to critically examine an experience, capture its significance, and propose ways to apply what one has learned (Wald and Reis, 2020). Cultural misunderstanding occurs when individuals who share a common language have divergent interpretations or understandings of the same language. This phenomenon is commonly attributed to individuals' cultural backgrounds and personal experiences. The hospitality industry in the contemporary globalised era is characterised by diverse teams comprising individuals from different nations. Cultural conflicts in hotels like Premier Inn are inevitable since guests come to this hotel from culturally different backgrounds. Therefore, their values, norms, and language differ from one another (Maheshkar and Sharma, 2018). 
While I was serving breakfast to the guests at Premier Inn, I saw something which rendered the challenges caused by cultural divides even more clear. One of the guests had trouble explaining their food requirements because they didn't speak English very well. As a result, this made them angry and could have made their whole experience worse. When I think about it, I realise how important it is to understand and work with people from different ethnic groups when we provide service (Hampden-Turner and Trompenaars, 2020). Nevertheless, this part of the situation was only one part of the whole. Another problem came up when an English-speaking guest had cultural food tastes that were very different from what was on the regular menu. This made it clear that menus need to be more flexible so that they can suit different cultural preferences and make dining more welcoming for everyone (Maheshkar and Sharma, 2018). Also, the problem was bigger than just language and cultural barriers. A customer had trouble understanding their verbal choices since he had trouble hearing. Because of this, it's clear that the ways we currently communicate are not enough. Because of this, it is important to have written lists or other visual tools so that all customers can understand and make smart decisions (Hampden-Turner and Trompenaars, 2020). As I pondered about these events, it became clear that it takes a full plan to get rid of hurdles. These events at the Premier Inn taught me a useful lesson about how important it is for people working in the hospitality business to understand different cultures. I want to help make the guest experience more positive and open to everyone by proactively handling the problems that come up because of cultural differences. It's very important to learn about other cultures and languages, but everyone needs to be able to move around better (Hampden-Turner and Trompenaars, 2020). This means coming up with ways for everyone to talk to each other and making sure our food can be changed to fit the needs of people who have special eating needs because of their religion, personality, or culture. 
My action plan covers more than just learning a language. It's part of the process to learn how to respect different cultures, make a menu that appeals to a wide range of tastes, and find ways to talk to deaf or hard-of-hearing people. Getting rid of the things that make it hard for people to eat at Premier Inn is my goal. It will help me to recognise and serve the requirements of my guests based on their different cultures, religions, and food habits (Maheshkar and Sharma, 2018).  
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Component 2: Training Plan

	Identified cultural misunderstanding:
Several misunderstandings made it hard to talk to a deaf guest at the Premier Inn. This is proof that we need better ways to communicate with all kinds of people. People also didn't understand each other's requirements for food, which led to a call for more information and table items that could be changed to fit different cultural practices. Language hurdles made it even harder to understand each other (Tarasenko and Kulykova, 2018). To make the guest experience better, people need to improve their language skills.
Training plan:
Following recent events in our food and beverage service that showed all of the challenges we face when trying to serve guests, I recommend that we start a full training plan for my staff (Ambardar, 2023). The primary purpose of the training plan is to give the staff of Premier Inn the knowledge and skills they need to deal with different scenarios in a way that makes the guest experience positive and welcoming. The following training plans will be implemented in response to the events that occurred at Premier Inn while dealing with guests from different cultures. 
Cultural Sensitivity Training: To assist staff, in understanding different cultural points of view better, it is important to have a well-organised cultural sensitivity training course (Maheshkar and Sharma, 2018). The training will focus on helping people understand different ethnic norms, food tastes, and ways of talking to each other. Interactive workshops, case studies, and discussions will all be part of the plan to help people from a wide range of backgrounds learn more about each other. 
Language Proficiency Enhancement: Due to the language problem that came up in recent events, Premier Inn needs to invest in improving the staff's language skills. The training plan will also provide workers with basic language classes that focus on everyday words and expressions related to food and beverage service can help them communicate better with guests who don't speak English as their first language (Ambardar, 2023). 
Inclusive Menu Development Workshop: Ethnic food tastes can be made easier to deal with by attending seminars on how to make menus that everyone can enjoy. This means working together with the chefs to find out about dietary needs and create food that fits a lot of different religious, national, and dietary tastes (Maheshkar and Sharma, 2018). Our wait staff will be better able to help customers choose their meals after this training, which will make the experience more personalised.
Communication Accessibility Training: As we know that communication barriers aren't just language-based, Premier Inn will start training classes that focus on making conversation easier for everyone. Help is available for people who have trouble hearing, such as written menus, visual tools, and other ways to communicate (Ambardar, 2023). Adding role-playing and practical tasks will help staff get better at what they do by simulating real-life situations.
Regular Refresher Courses: Since cultural literacy is a skill that changes over time, the staff at Premier Inn needs to take regular refresher classes to stay up to date on best practices and new trends. The courses will lay the groundwork for future learning and stress how important it is to be sensitive to different cultures, speak multiple languages, and communicate clearly to provide excellent guest service (Maheshkar and Sharma, 2018). 
Table 1: Training Plan, Own
	Why
	What
	Who
	Where
	When

	Enhance Guest Experience
	Multilingual Training Programs to Improve Staff Language Proficiency
	All Hotel Staff
	Training Room
	Quarterly, ongoing

	Increase Guest Satisfaction
	Cultural Sensitivity Workshops on language nuances and customs
	Front Desk, Service Staff
	Meeting Room
	Bi-annual workshops

	Build a Positive Brand Image
	Language Diversity Recognition – Encourage staff to showcase language skills
	All Hotel Staff
	Across the Hotel
	Ongoing, incorporate in orientation

	Expand Market Reach
	Language Resources and Materials – Provide language learning tools and resources
	All Hotel Staff
	Training Room or Online Platforms
	As needed, during orientation and updates



This training plan will be evaluated regularly through tests, feedback meetings, and reviews after the training is over. Changes will be made in response to employee comments and improvements observed in guest-staff interactions. The training courses will be utilised for both the onboarding process of new employees and ongoing professional growth programmes. 
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	Component 3: Student Self-Reflection

	Gibb's Reflective Cycle Model is a systematic framework used to analyse and evaluate one's learning and experiences (Wain, 2017). It has seven distinct processes. Now I will apply Gibb's Reflective Cycle to analyse and evaluate my experience as an employee at Premier Inn, a notable establishment in the hospitality business. The following self-reflection will be carried out with Gibb's Reflective Cycle.
Description: During my employment at Premier Inn, a significant incident occurred during breakfast service that heightened my cultural awareness. When we had a guest from another country who didn't know how to use Western-style utensils, it made me think about how important it is for people working in the service business to be culturally competent (Sharma, 2018).
Feelings: I was amazed and aware of what I already thought about traditional ways of eating as soon as I learned about them. I wasn't sure how quickly I could change to meet the needs of people from other countries (Pol and Patil, 2015).
Evaluation: As time went on, the event became a valuable lesson for me. This is because knowing about a culture is more than just speaking the language and knowing what food people like. It also includes knowing how everyday things affect a guest's comfort and happiness (Denysenko and Shevchuk, 2020).
Analysis: I have a different view now because of what I went through. One person chose to eat with their hands because they didn't know how to use normal Western cutlery. This is a good example of how important it is to understand and accept different ways of eating. This can help make table setups and food service more flexible (Sharma, 2018). In a different case, a friend said they wanted to eat slowly, which is in line with cultural norms that value long, leisurely meals. It is stressed how important it is for service staff to change their speed to meet the needs of people from different cultures (Pol and Patil, 2015). This makes the dining experience more personalised and pleasant. 
Conclusion: This new perspective demonstrates that cultural awareness encompasses a wide range of activities, extending beyond a limited set of categories. The ability to provide a welcoming and respectful experience is crucial and constantly evolving (Denysenko and Shevchuk, 2020).
Action Plan: These outcomes have made me want to keep learning about cultural awareness, get better at communicating with people from other cultures, and encourage a more open-minded and flexible way of interacting with guests. The Premier Inn is also taking several steps to make our services more welcoming to people of all backgrounds (Sanchez and Medkik, 2022).
Reflection: Using the Gibbs model, my self-reflection sheds light on how cultural understanding grows in the hospitality business. This reflection also stresses how important it is to always be thinking about myself, being flexible, and genuinely wanting to create a welcoming space that values and honours the different cultural practices of all people (Sharma, 2018). The experience is highly crucial for me in terms of both avoiding mistakes and making the space welcoming so that everyone feels like they belong and are understood.
References:
Denysenko, M. and Shevchuk, Y.A., (2020). Evolution of approaches to organization and management in the hotel industry. Business, Economics, Sustainability, Leadership and Innovations (BESLI).
Pol, R.S. and Patil, H., (2015). Perception of final year hotel management students towards working in hotel industry. Atithya: A Journal of Hospitality, 1(2), pp.53-54.
Sanchez, J.I. and Medkik, N., (2022). The effects of diversity awareness training on differential treatment. Group & Organization Management, 29(4), pp.517-536.
Sharma, U., (2018). Managing diversity and cultural differences at workplace. IPE Journal of Management, 6(2), p.63.
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	Component 4: Training Presentation
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Multilingualism refers to the capacity of societies, institutions, groups, and individuals to regularly interact with multiple languages in their daily lives. Premier Inn aims to enhance the guest experience through the practice of multilingualism. Greeting guests in their native language enhances the personalised and welcoming atmosphere, thereby promoting a positive initial impression. The staff at Premier Inn undergo language training programmes. These programmes prioritise commonly spoken languages among the hotel's international clientele, enabling employees to communicate effectively and respectfully.
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Provide a personalised experience for international guests by greeting them in their native language
Address cultural nuances to enhance guest satisfaction.
Develop a favourable and inclusive brand image for Premier Inn, positioning it competitively in the global hospitality market
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The Premier Inn acknowledges the significance of language awareness and recognises French as a crucial language spoken by our diverse international clientele. The French language is spoken not only in France, but also in Belgium, Canada, and certain regions of Africa, which expands its international customer base. Although learning French presents a moderate level of difficulty, the hotel’s dedication to guest satisfaction motivates us to offer easily accessible resources and language learning tools, enabling our staff to effectively engage. At Premier Inn, all the members recognise the cultural importance of politeness in French communication within the business context. It is traditional to greet guests with names like "Monsieur" or "Madame" to keep conversations professional and polite. At Premier Inn, one way to use language recognition skills is to meet a French-speaking guest with a warm "Bonjour, Monsieur" when they arrive. The personalisation shows that we care about different cultures and helps build a good bond with the guest. The actions are a big part of making the guest experience better, which shows how important it is to be aware of different languages when giving great hospitality services to the varied clients.
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Moderate Learning Complexity: The French language that our many foreign guests speak is usually thought to be moderately hard to learn. One example is the difference between a formal and an informal approach. The choice between "vous" and "tu" depends on how well one knows and value the person. There are also differences in terms of grammar. For instance, French grammar rules for word conjugations and sentence structure can be hard for people who are learning the language. It is also cumbersome to make sentences when one has to deal with the different forms of the verbs "être" (to be) and "avoir" (to have).
Phonetic Variances: Pronunciation of French words can be challenging due to discrepancies between their written and spoken forms. Therefore, active listening and regular practice are required. For example, a correct pronunciation that can prevent confusion which is "dessert" (pronounced day-sair) and "desert" (pronounced dez-ert).
Idiomatic Expressions: In French, too, there are common phrases that can be hard to pick up if one doesn't know how to use them correctly. That's why it's important to know French phrases like "coup de foudre" and "être dans les nuages" (to have your head in the clouds).
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Politeness
Formal Greeting: Being respectful and professional by addressing visitors with titles such as "Mr." or "Ms." while checking in or in written correspondence
Active Listening: Actively listening to guests, repeating back their requests to ensure accuracy, and demonstrating understanding during interactions.
Anticipating Needs: Demonstrating attentiveness and a dedication to excellent service by offering assistance or providing information to guests before they ask
Respecting Privacy: Prior to entering a guest's room for housekeeping services, it is important to wait for acknowledgment, thus demonstrating respect for the guest's privacy and personal space.
Impoliteness 
Ignoring Guests: The staff's engagement in a private conversation while a guest is waiting at the front desk, disregarding the guest's presence and thereby generating a negative impression.
Lack of Punctuality: Staff members that are chronically tardy to scheduled appointments or services, such as shuttle runs or guest meetings, are a major cause of customer frustration.
Inattentiveness: Not noticing a guest signaling for assistance or information, demonstrating a lack of attentiveness and potentially leading to dissatisfaction.
Intrusiveness: Making guests feel uneasy by probing them about their private lives during casual conversations; this is an example of invasive questioning
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