
PORTFOLIO




                                             Table of Contents

Component 1 - Professional Reflection	3
Component 2 - Training Plan	5
Component 3 - Student Self-Reflection	7
Component 4 - Training Presentation 5	9
Reference list	13






















[bookmark: _Toc166704225]Component 1 - Professional Reflection

In the hotel bar, there is a chance of cultural misunderstandings among hotel guests based on language. For example, a language barrier can contribute to the likelihood of inefficiencies and errors. Cultural misunderstanding can occur in hotel restaurants, bars, etc.; however, taking a proactive approach to manage these cultural barriers is a great way to deal with communication breakdowns (Deresky, 2017). One of the foremost reasons with which cultural misunderstanding can occur is language differences and varying communication styles, which can hamper effective collaboration. However, I believe adapting the communication style to the culture of guests can easily help build trust and enhance interactions. 
There was a scenario in which an F&B employee might have a cultural misunderstanding based on a language barrier. For example, once there was a situation of misinterpretation of instructions regarding guests' preferences, which can lead to delays and mistakes in service delivery, reservation management, room allocation, etc. I believe cultural misunderstandings can occur in the hotel between two or more people, i.e., the host of the hotel and the guests, which means the guests want something else, and the employees understand totally differently. Along with understanding cultural differences, providing customized services, and respecting customs and traditions are some of the essential aspects or skills a hotel employee needs to adopt (Hampden-Turner and Trompenaars, 2020).
For instance, in a British hotel, if a Spanish guest asks for something in action, clearly, they both do not understand each other's language and preferences. In this scenario, misunderstanding can occur as guests suppose that they are asking for a bill, so the employees bring the bill. I believe there are some skills I need to develop to survive in the hotel industry, as there are chances of cultural misunderstandings. For example, multi-linguistic skills are essential for me to develop as they will help me become aware of other cultures, which will potentially make it easier to collaborate and work with colleagues. 
In addition to this, when dealing with cultural misunderstandings, problem-solving abilities are essential to develop as they will help me better understand professional challenges and discover solutions effectively. Communication is key skill in the hotel industry as it helps with problem-solving, empathy, multi-linguistic skills, and collaboration (Maheshkar and Sharma, 2018).  Yes, I need to be proactive in understanding the behaviour of guests and their linking. Also, I need to develop behavioural changes, such as developing leadership qualities and welcoming guests with respect and integrity. 
To prevent a cultural misunderstanding from happening in the hotel industry in the future, I need to enhance my multi-linguistic skills as it will make me aware of other cultures and would also potentially make it easier for me to collaborate and work with employees from distinct cultural identities. In addition to this, effective communication and collaboration are essential skills to develop to prevent any cultural misunderstanding from happening in the future (Serres, 2023). I was experiencing the issue, and a misunderstanding was taking place in the hotel bar during breakfast service whilst I was on Level 4 placement. 
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Hotel staff training is a process designed to equip colleagues with the necessary skills and competencies to perform their roles efficiently, and good hotel staff training is constant, involving numerous people and departments to present ideas, etc. (Abramson and Moran, 2018). Below is the staff training plan, which will ensure that all employees are equipped to deal with the same situation in the future. 
Language Barriers: This plan will run for a duration of 8 weeks. I shall work on assessing a range of skills related to language understanding, try to use common languages, and develop language proficiency, which will help me understand different languages. To overcome the barrier, including all staff during the training will encourage them to deal with the issues related to miscommunication or misunderstanding. In the training session, all staff members will be asked to simplify their languages and try to make concise key messages that need to be given to the guests or instructions given to colleagues. During the training, all staff members will use different techniques like group discussions and role plays to create a collaborative and positive hotel environment.  Simplifying the languages or encouraging interactions among diverse groups and using translation tools like DeepL Microsoft Translator can help every staff member overcome the issues related to the language barrier (Waters, 2020).
Building Awareness: For this part of the plan all staff will be involved for a duration of 3 weeks. Education and constant training in the hotel sector are crucial for hotel staff as they help develop cultural sensitivity. I will attend workshops, where professionals will make me aware of cultural awareness and will provide me with cross-cultural communication training as it will help me understand the cultures and behaviour of guests coming from diverse backgrounds; thus, I will better understand and interact with guests matters from which country they are coming from.   
Interactive Learning: For a training program to be successful, it is essential to involve interactive and engaging content for the front office, hotel manager, and food servers (Gormley et.al 2020). The program will run for 6 weeks. I believe there are different guests coming from various cultural backgrounds, and in the hotel bar or restaurant, when having a conversation with a native English speaker, it is essential for everyone to treat them with respect and try their best to communicate clearly.
Cultural Relevance: This last part will include training for all staff for a duration of 12 weeks. Looking at the scenario, it has been understood that there was a situation of misinterpretation of instructions from the guest's end as they did not understand the preferences, which led to delays and mistakes in service delivery. Thus, considering this situation, building flexibility to adapt cultural training programs will help to adjust to the needs of clients coming from different backgrounds and cultural understandings. In the future, if I face a similar situation when some guests from different historical or geographical references ask for additional services, I shall avoid unfamiliar slang or jargon, etc. Thus, the training will help me to increase cultural awareness by providing clear messages to staff members and making communication efficient with guests.
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Gibbs reflective model
Description: As per the views of (Estrada-Chichón and Sánchez-Cabrero, 2023), cultural awareness in the hospitality industry plays a crucial role as it ensures that customers feel welcomed, understood and respected. I believe by recognizing and appreciating cultural differences, it becomes easier for hospitality professionals to adapt their services and meet the unique needs and expectations of diverse guests. To answer how my understanding of the subject changes over time, I would say that to give the best possible services to guests coming from diverse backgrounds and cultures, it is essential to make them feel respected. 
Feelings: My thoughts about the experience were positive, the reason being I got to learn a lot about the importance of creating authentic experiences and appreciating cultural differences. I believe that cultural awareness builds positive cross-cultural interactions and equips people with the skills and knowledge to engage respectfully with people from different cultures. Effective cross-cultural skills in the hospitality industry are considered valuable assets individuals can possess (Aririguzoh, 2022).
Evaluation: For example, once, there was a scenario when guests from Spain were asking for amenities; however, from their actions, I felt that they were asking for a bill, and this misunderstanding and lack of communication made me feel miserable. However, with time, I felt that the experience was important because it gave me an overview of the significance of cultural awareness while working with guests who come from diverse cultures and understanding. 
Analysis: The sense the situation made is that having a clear and precise understanding of the cultures and trying to appreciate guests' initiative as they try to communicate with other employees. Understanding cultural diversity in the tourism and hospitality industry is essential the reason is it enhances performance and innovation (Christiansen et.al 2020). Cultural awareness and competencies are important as they allow employees to make useful insights and well-considered decisions, as well as allow employees to communicate better with guests and show respect to colleagues. 
Conclusion: I felt the experience was so amazing. The reason is that, because of the experience, I learned that maintaining cultural awareness gives access to different cultures as well as society. I need to develop multi-linguistic skills and collaboration skills. In addition to this, I also believe that cultural awareness and sensitivity enhance the cultural competencies of individuals in the hotel industry. Thus, by now, I would say cultural awareness has given me a better interpretation and understanding of cultures of people and has broadened my mind in terms of understanding diverse cultures and languages.
Action Plan: To improve cultural competencies, the following objectives will be pursued:
· Multilingual Skills: for this part I set up a timeframe of 5 weeks and I shall take notes from online webinars and attend a seminar where professionals will make me understand multilingualism.
· Collaboration Skills: my plan is to achieve it in 6 weeks by attending webinars. I believe when employees in the hotel industry collaborate with each other effectively; there are possibilities that they are more likely to resolve complex issues. I will try to enhance my collaboration skills, such as problem-solving, emotional intelligence and active listening.
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Multilingualism refers to the ability to speak multiple languages (Smith, 2020).

Benefits include improved communication with guests, enhanced customer service,
increased cultural understanding, and expanded job opportunities.

Being able to speak Spanish in addition to the native language widens the pool of potential
guests that hotel staff can effectively communicate with, thereby improving guest
satisfaction and loyalty.
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Spanish is primarily spoken in Spain, a European country known for its rich
history, culture, and diverse landscapes (Garcia & Lépez, 2019).

It is also widely spoken in Latin American countries such as Mexico,
Argentina, and Colombia, as well as in parts of the United States.
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Spanish is considered one of the easier languages for English speakers to
learn due to its phonetic pronunciation and straightforward grammar
(Rodriguez & Martinez, 2018).

However, mastering any language requires dedication, practice, and
immersion in the language and culture.
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Politeness in a business context is crucial for maintaining positive relationships
with guests and colleagues (Pérez & Diaz, 2017).

Examples of polite behaviour in the hotel industry include addressing guests
with respect, using formal language and titles when appropriate, and
expressing gratitude for their patronage.
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Conversely, impolite behaviour such as being dismissive, speaking rudely, or

ignoring guests' requests can lead to dissatisfaction and negative reviews
(Gonzalez & Fernandez, 2016).

In the hotel industry, failing to accommodate guests' language preferences
or disregarding cultural norms can be perceived as impolite and disrespectful
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Example 1: A guest from Spain checks into the hotel and prefers to
communicate in Spanish. A staff member who speaks Spanish fluently greets
the guest in their native language, making them feel welcome and valued.

Example 2: During a business meeting at the hotel, a Spanish-speaking client
is addressed with formal language and helped in their preferred language.
This demonstrates respect for their cultural and linguistic background.
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In conclusion, being multilingual and possessing language awareness skills are invaluable
assets for hotel staff.

By understanding the benefits of multilingualism, where Spanish is spoken, its level of
difficulty, and proper etiquette in business contexts, hotel staff can enhance guest satisfaction,
improve communication, and foster positive relationships.

Thank you for participating in this training session.
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In this presentation, we will explore the benefits of being multilingual,
focusing on a modern European language, Spanish.

We will discuss where Spanish is spoken, its level of difficulty, and etiquette
in business contexts, with direct examples from the hotel industry.




