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ASSIGNMENT 1: PORTFOLIO


	
Component 1: Professional Reflection 


	I was an F&B employee in Cedar Tree Restaurant at Farlam Hall and during dinner hour, my guests were a Middle Eastern couple. By habit, I put the wine list in front of them. The couple felt embarrassed and declined politely. Only later did I discover that citizens from Middle Eastern countries do not drink due to religious beliefs. This was a wake-up call about cultural differences and the hazard of being insensitive. In retrospect, I asked if they would look at the wine list instead of presuming. This event with the Middle Eastern couple clearly revealed how deep-seated cultural differences could affect this industry. 

However, there was a cultural calamity in my unconscious assumption when offering the wine list. Through this episode, I learned valuable lessons about cultural sensitivity in the hospitality industry (Jauhari, 2017). Specifically, they stressed how my treatment of any guest had to be free from preconceived ideas about that person’s cultural heritage or likes regarding such factors as dietary habits and limitations. I have also discovered that indiscriminate, innocuous assumptions sometimes make one cringe or feel offended. From now on, my goal is to establish a habit of open-ended questioning because it prevents assumptions. Additionally, I understand that we must learn cultural practices, especially those that most guests practice. Cultural sensitivity and awareness are not only about preventing misunderstandings but also building respect for other people as individuals with different backgrounds. This experience was a turning point in my career path and the course setting, which taught me that service is as much about culture as efficiency or hospitality.

[bookmark: _3usqmbi6aohk]Skills and Behavioral Changes
Cultural Awareness and Sensitivity: I must clearly understand different cultural values and practices. This involves not only awareness of different cultures but also the nuances in communication and behaviour (Fong et al., 2016). Cultural sensitivity training programs and workshops would be the solution to this problem.
Language and Communication Skills: More importantly, increasing my language proficiency, which varies depending on the formality of different languages, is essential. Also, developing non-verbal communication skills will equip me to interpret guests’ comforts more effectively.
Empathy and Adaptability: I need to behave differently when interacting with guests from other environments. In order to interact well with people from different backgrounds, I have a duty to adjust my behaviour (Lee and Lim, 2023). These include paying attention to their body language or nonverbal cues which can help identify comfort and needs, thus adopting a responsive and sensitive approach to communication.
Continuous Learning: The scope of intercultural communication is enormous and requires a lifelong learning procedure (Jackson, 2019). This can be realised by enrolling for regular training, getting feedback and learning from every experience with another human being.
This was a culturally sensitivity lesson. Developing cultural awareness, language skills, communication, empathy, adaptability, and persistent self-improvement will help prevent such cases in the future and give quality service to each guest no matter what his or her culture is.
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Component 2: Training Plan

	Identified cultural misunderstanding:
Management has designed an elaborate staff training program in response to the essential lessons from a cultural awareness episode at Cedar Tree Restaurant in Farlam Hall. This plan is geared towards empowering each employee with the skills and awareness to handle such cases appropriately in future, thereby improving the guest experience.
The primary goal of this training program is to develop cultural consciousness among all the employees. The hospitality industry is a service-oriented sector which serves the world's clientele (Ali et al., 2021). The most essential component, as far as ensuring that guests feel appreciated, is the practice of valuing and appreciating cultural differences. Cedar Tree Restaurant serves as an example proving that staff members need to become more familiar with cultural differences, leading to a calling the attention of guests and workers. It is therefore necessary to overcome this gap to keep the hotel respectable because no reputed organisation can afford to be culturally insensitive and discriminatory.
Training plan:
The training plan will be phased in. With the initial intensive sessions, monthly workshops and refreshers. Every department will have organised training sessions that help with the continuity of operations.
Cultural Awareness and Sensitivity Training
Duration: 2 days
Content: Clustering cultural values, practices and dietary limitations. As shown in training sessions, one should not assume that guests’ likes and dislikes can be estimated by how these people look or whether they come from which country.
Outcome: The employees will be able to interact with guests of different backgrounds without carrying prejudices or preconceived notions (Lugosi, 2017).
Language and Communication Skills Workshop
Duration: 3 days
Content: Language sharpening important phrases with a variety of languages. Non-verbal communication skills training that would assist in measuring the comfort and requirements of customers.
Outcome: Improved capacity to interact with foreign guests correctly and knowledge of nonverbal queues.
Empathy and Adaptability Training:
Duration: 2 days
Content: In other guest situations such as role-playing and scenario-based training, empathy and adaptability.
Outcome: The organisation's employees will be taught how to change behaviour and approach based on the Guest’s background while considering nonverbal cues (Wu et al., 2021).
Continuous Learning and Improvement
Duration: Ongoing
Content: Constant training sessions, automated feedback and reinforcements to learn from every guest interaction.
Outcome: A culture of continuous learning and improvement in intercultural communications (Liu, 2017).
Implementation
· This training will be mandatory for all new and existing staff members.
· Professionals in intercultural communication and hospitality management will hold the sessions.
· Post-training evaluation to judge training effectiveness and identify possible improvement areas.
Monitoring and Feedback
· Periodic reviews to determine the application of acquired skills in real-world situations.
· A feedback loop for guests to provide their narrative which can be used in developing training material.
This training program is not only to prevent miscommunications but also to invest in the hotel's devotion to standard service and respectful attitude toward cultural differences, with the training of staff, skills and knowledge required to ensure that all guests, regardless of cultural background, receive high-quality hospitality.
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Component 3: Student Self-Reflection 


	Retrospection my path of mastering cultural consciousness as a significant part of the hospitality industry, I apply Gibbs’ Reflective Cycle to analytically evaluate obtained experiences and development in this critical management field.
Description
My initial approach to hospitality was straightforward: Provide quality service based on standard practices. However, this outlook dramatically shifted during my time at Cedar Tree Restaurant in Farlam Hall. Yet, there was one major event when I accidentally extended a wine list to a Middle Eastern couple without considering the potential cultural issues. This was almost a critical juncture in the cultural consciousness of hospitality.
Feelings
At that very moment, I felt both ashamed and repentant. I felt shame due to my insensitivity and guilt for possible discomfort inflicted on the visitors (Brodhead, 2019). This embarrassing situation spurred a significant learning experience in my professional life.
Evaluation
The event had negative and positive outcomes. On the contrary, it revealed a lack of cultural cognition, resulting in the first discomfort. Still, it served as a critical wake-up call by highlighting the importance of culture in hospitality. This was before I realised the enormity of our customers' cultural differences and their consequences in service delivery (Nguyen-Phuong-Mai, 2020).
Analysis
This was the turning point in my attitude. Beyond cultural sensitivity in hospitality, I learned that there is more to ensuring proper guest service according to their culture. To cite an example, on a later note, I encountered the Japanese delegation and honoured their business card protocol which made them happy. This positive response provided not only a validation of the need for cultural sensitivities but also further stimulated by culturally sensitive service.
This journey taught me a fundamental lesson: cultural sensitivity is not inherited but acquired through life experience and education (Ione, 2017). Although initially humiliating, the wine list experience contributed to my professional development. It highlighted the hazards of presuming in a multicultural environment. Now, I see every meeting with a visitor as an opportunity to demonstrate gratitude and respect towards their cultural background.
Action Plan
From now on, I will develop my competence in different cultural settings by partaking in lifelong learning. This is one way of taking responsibility for ensuring multiculturalism through attending cultural sensitivity training, interacting with other colleagues from different cultures and learning something at every guest contact. Integrating open questions in the guest-interaction process would be crucial in developing a more intimate and reflective service orientation (Alnawas and Hemsley-Brown, 2019). However, this practice aims not only to prevent cultural insensitivity but also to increase the guest experience.
The trip from the passive perception of cultural norms to their active use for reflecting on culture has been illuminating. It is an ongoing practice, and I am dedicated to advancing my cultural competence. This is significant in avoiding confusion and mandatory for fostering fruitful interactions with guests of all cultures, thus enhancing their experience and the image of my hospitality brand.
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Component 4: Training Presentation 
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Enhanced Guest Experience: This culturally aware personnel can provide personalised treatments.
Improved Communication: Eases interactions with international guests (Barčot, 2020).
Diverse Clientele Engagement: Welcomes guests in their native language.
Welcoming Atmosphere: Fosters inclusivity and guest appreciation.
Streamlined Operations: Reduces misunderstandings and boosts efficiency.
Overcoming Language Barriers: Enhances satisfaction and operational effectiveness.
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Improved Customer Service: Having a multilingual staff that can communicate with all guests in their comfortable language makes guest satisfaction even broader.
Enhanced Problem-Solving Skills: Language barriers also foster agility and creativity (Darvishmotevali et al., 2020).
Increased Cultural Awareness: Communication with different languages enhances the comprehension of cultures.
Career Advancement Opportunities: People have greatly revered the level of proficiency, opening doors to high posts and global opportunities.
Expert Insight: Language proficiency, say the industry professionals is one of a kind in advancing hospitality career.


	[image: ]French is among the major European languages spoken in France, Belgium especially Wallonia, Switzerland (Swiss French), part of Canada (mainly Quebec) and large African nations such as Senegal and Morocco. Moreover, French is considered one of the languages used in diplomacy and international business (Welch, 2017). In the realm of international trade, its position is immeasurable as many foreign companies would rather use this language for conducting business negotiations and transactions.
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Learning French is not easy for a non-native speaker due to its complicated grammar, pronunciation and idioms. However, employees in hotels can be capable of overcoming these difficulties through the use of focused resources and techniques (Solnet, 2016). Regulated learning opportunities are typically offered by language training programs, online courses and mobile applications. Other means of enhancing language adoption alongside pronunciation guides and cultural immersion activities can help the staff converse well with French-speaking customers.
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Traditional Greetings: For common individuals, a double-cheek kiss is a normal salutation that connotes warmth and respect.
Formal Address: It is also important to address strangers as Monsieur or Madame to demonstrate respect and politeness (Wierzbicka, 2016).
Punctuality Matters: The point of punctuality is critical yet to arrive late constitutes disregard.
Elegant Dressing: In the French business culture, dressing well is a sign of respect and professionalism.
Hospitality Industry Significance: Therefore, learning these nuances is significant for staff members of the hotel because they need to make guests feel comfortable with a hospitable and respectful atmosphere.

	


[image: ]Reservation Assistance: It is simple for a French-speaking guest to make reservations in their language, this makes the booking process easier (Arsiyana and Hernadi, 2020).
Complaint Resolution: The right French handling of the grievance will help demonstrate empathy and transform something that is supposed to be negative into positive.
Local Insights: Offering the suggestions locally in French helps an individual to explore more, which is memorable.
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