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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	During my time at Premier Inn John Lennon Airport hotel in Liverpool, I had an interesting cultural misunderstanding. While working during dinner service at the hotel restaurant, a middle-aged Egyptian couple arrived. It was my pleasure to welcome them, escort them to their table, and inform the waitress they were here. During dinner service, the waitress asked if they wanted anything to drink before placing the order. The couple requested lemonade and the waitress suggested they try a fine English wine, which is when they immediately informed her that drinking alcohol is forbidden in Muslim culture. The waitress apologised in embarrassment and then served them lemonade before taking their dinner order.
After the incident, I had mixed emotions. Firstly, I was worried that the situation could harm the hotel's reputation. When I saw the customers' faces, I felt that the situation was not going well. I could see the confusion and discomfort on their faces. I knew that this situation could negatively affect the hotel's reputation and that customers would be disappointed with us, possibly leading to a decrease in business. Additionally, I felt bad that the customers were put in this situation by the waitress. These emotions motivated me to learn from the experience and take steps to ensure that similar situations do not happen in the future.
During my evaluation, I recognised that cultural differences played a key role in the misunderstanding. The waitress was unfamiliar with Muslim traditions, which led her to suggest the wine tasting, causing trouble due to their religious beliefs.
More effective communication could have prevented the uncomfortable situation. The ideal step would have been to inquire about the customers' preferences and religious backgrounds when greeting them. With this information, the waitress could have been informed that the customers were forbidden to drink alcohol because of their religious beliefs. This would have prevented the wine recommendation and ensured that the customers were comfortable.
My experiences have taught me that cultural sensitivity is essential in the hospitality industry. Our customers will enjoy a pleasant experience if we understand their habits and traditions and communicate with them respectfully and effectively. From the lessons gained from my experiences, I have come to understand that I need to delve further into understanding various cultures better.
I created an action plan for the cultural misunderstandings I experienced to prevent them from happening again. A comprehensive study of several cultures, including their practices and customs, is the first and most important stage. This will involve the regular study of relevant literature, books, articles and websites. In addition, I will attend cultural events and exhibitions that provide opportunities for direct contact with people from different cultures. Practical experience will be essential to understanding the values and customs of other cultures.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
During my placement at Liverpool Premier Inn John Lennon Airport hotel, I gained significant experience that highlighted the critical importance of cultural sensitivity in the hospitality industry. When greeting an Egyptian couple, I found that the waitress was not sufficiently aware of the guests' cultural background, which resulted in serious service challenges. This experience motivated me to develop a training program that would help employees more effectively manage cultural misunderstandings.
Training plan (Why/What//Who/Where/When):
The training benefits both the employees and the hotel. My goal is to create effective communication between employees and guests from different cultures, thereby improving the quality of customer service and increasing guest satisfaction. Another important advantage of training is the establishment of mutually beneficial relationships between employees.
Developing cultural sensitivity through the training contributes to creating a more open work environment, fostering understanding among employees and promoting harmonious cooperation. The hotel benefits from increased guest satisfaction, which strengthens its reputation and increases the number of repeat guests. Additionally, reducing incidents caused by cultural misunderstandings brings financial benefits to the hotel, contributing to its efficient operation and long-term success.
The training consists of four modules that aim to enhance the cultural sensitivity of Premier Inn employees. The first module introduces the basics of Cultural Sensitivity and Understanding, helping employees understand the cultural backgrounds of guests. The second module, Effective Communication with Guests from Different Cultures, focuses on developing communication skills with practical examples from specific situations at Premier Inn. The third module focuses on Building Mutually Beneficial Work Relationships, promoting better service and a positive work atmosphere.
Lastly, the fourth module, Increasing Guest Satisfaction through Cultural Sensitivity, presents methods to improve guest satisfaction through enhancing cultural sensitivity, contributing to the hotel's reputation.
My training utilises interactive and participatory methods to develop cultural sensitivity and effective communication. Participants will receive presentations, group exercises, simulations and case studies to develop their practical skills. The training simulates real situations to promote confidence and effective responses. Interactive group discussions, videos, and case studies provide deeper understanding of cultural challenges. My goal is to provide useful and practical knowledge through the training, contributing to the effective development of cultural sensitivity and communication skills among employees.
The training sessions take place every Monday between 11:30 a.m. and 1:30 p.m. The short duration allows for effective participation without burdening employees' daily schedules. The one-time event ensures that everyone can participate, and the training objectives can be achieved within a short period of time.
I evaluate the effectiveness of the training from various perspectives. I assess the participants' level of engagement in interactive activities and gather feedback through questionnaires and short interviews on their experiences and plans for applying the new knowledge. I monitor performance and efficiency indicators regarding cultural sensitivity and communication skills, refining future trainings based on feedback. I precisely determine the participants and frequency to ensure the effectiveness of the training and seamless integration into the restaurant's daily routine.
Attendance is mandatory for restaurant employees directly communicating with guests. New staff members are required to participate as part of their onboarding process, and we organise recurring trainings annually to ensure continuous development of the staff's cultural awareness.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Description 
This academic year, as a Level 5 International Hotel Management student, one of the mandatory modules in my first semester is Foreign Languages & Cultural Awareness. During the lectures, I got acquainted with the basics of cultural awareness and why it's important for hotel managers to understand different cultures. Within the module, I deepened my knowledge in intercultural communication and English language variations relevant to hospitality. Additionally, I explored Welsh culture and language, as well as German culture and language.
Feelings 
Initially, I felt uncertain about the topics, but over time, learning filled me with curiosity and motivation. The lectures helped deepen my understanding of the diversity of various cultures, especially Welsh and German cultures. I confronted my preconceptions, turning these feelings into challenges. After overcoming the first difficulty, my interest and openness to the topics increased, realising that openness is essential for satisfying guests and professional development. This change encouraged me to pay detailed attention and broaden my perspectives in every lecture. Thus, initial uncertainty became an inspiration, motivating me to learn and self-educate in cultural awareness.
Thoughts over time, my respect for different cultures deepened as I gradually immersed myself in the diversity of various cultures. Lectures and real-life interactions replaced unfamiliarity and uncertainty with curiosity and understanding. My feelings changed as I learned more, applying my knowledge in both theoretical and practical situations.
I appreciate these positive changes as they helped develop both my personal and professional life. The growth of my interest and openness to different cultures contributed to obtaining a deeper understanding and more flexible communication in my daily life and professional environment. The lectures emphasised the crucial role of these aspects in the hospitality industry.
Analysis 
Through experiences, a deeper understanding of guests' needs and expectations has emerged, enabling me to adapt more effectively to unique guest requirements. Familiarising myself with the customs and traditions of different cultures has also contributed to more effective communication with guests, minimising misunderstandings. Now, I am aware that, for example, alcohol consumption may not be accepted for a Muslim guest, making it crucial for me to be aware of such cultural preferences beforehand. The knowledge gained from the lectures significantly expanded my sensitivity to different cultures. I used to just be aware of the basics and traditions of various cultures, but the lectures helped me understand culture's difficulty on a deeper level. I have learned that culture is more than habits and traditions. Consequently, it affects the way people behave, think, and value things.
Conclusion 
Being culturally aware helps me better understand the world around me. It helps me understand people better and communicate with them more flexibly when I am open to different cultures. This is crucial in all areas of life, and I believe everyone should develop it.
Action Plan 
In the future, I plan to further develop my knowledge. I intend to participate in learning opportunities, intercultural events, and build connections with colleagues from different cultures. Additionally, I plan to travel to places where I can personally encounter other cultures and participate in cultural events. Furthermore, I am committed to exploring cultural experiences offered by literature and the arts. My goal is to become more open in understanding and collaborating with different cultures in both my professional and personal life.



References:
1. Das, A. (2023). Consumer Behavior and Hotel Strategies: Adapting for the Future. [online] EZee Absolute. Available at: https://www.ezeeabsolute.com/blog/how-changes-in-consumer-behaviour-impact-hotels/ [Accessed 29 Jan. 2024].
2. Jhaiyanuntana, A. and Nomnian, S. (2020). Intercultural Communication Challenges and Strategies for the Thai Undergraduate Hotel Interns. [online] Available at: https://files.eric.ed.gov/fulltext/EJ1240001.pdf [Accessed 28 Jan. 2024].
3. Roque, H.C. and Ramos, M. (2019). The Importance of Cultural Training in the Hospitality Sector. European Journal of Tourism, Hospitality and Recreation, [online] 9(2), pp.58–67. Doi: https://doi.org/10.2478/ejthr-2019-0007
4. Zacchilli, P. and Davin, K. (2021). Best Personality Types for the Hospitality Industry. [online] www.jwu.edu. Available at: https://www.jwu.edu/news/2021/07/best-personality-hospitality.html [Accessed 28 Jan. 2024].


















	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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