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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	A cultural misunderstanding occurred during dinner service at the Premier Inn restaurant in Tonbridge, UK, where I was employed as a waiter. A German couple had already booked a table for supper. I walked up to them as they were sitting down, introduced myself, and asked if they needed any help navigating the menu. But I could see they were a little uneasy when I attempted to strike up a conversation and suggest a few regional delicacies. They were shy about speaking out, but they swiftly nodded to show that they understood the menu.
This incident demonstrated how simple it is for cultural misconceptions to arise, particularly in a multicultural environment such as a hotel restaurant. Here, I learned that visitors from other cultures may have interpreted my actions differently, even if they would have been quite appropriate in Western society (Xi et al., 2022). Maybe the German visitors would have appreciated a more understated and reserved approach to talking if I had tried to strike up a discussion and provide suggestions.
I need to learn more about culture differences and adjust my communication style appropriately to avoid future cultural misunderstandings. According to Alemán Carreón et al. (2021), this involves paying more attention to non-verbal clues and honoring the cultural traditions of other visitors. I should be more perceptive and attentive to my visitors' signals, rather than supposing that they all want an extroverted and welcoming attitude. This way, I can let them decide how much engagement they are comfortable with.

In addition, I really should educate myself more on the many international cuisines and eating traditions. To better serve my multicultural clientele, I've been doing some research on cultural norms and preferences so that I can make more educated suggestions and tailor my service accordingly. Arici, Cakmakoglu Arıcı, and Altinay (2023) state that in order to consistently enhance my cultural competency, it may be necessary for me to engage in continuous training and education, and to actively seek feedback from both colleagues and visitors.
The significance of cultural sensitivity and adaptation in the hospitality sector has been brought to light by this experience, to put it succinctly. Every guest's experience at Premier Inn will be better if I take the time to learn about and accommodate their cultural background. Going ahead, I will make it a priority to enhance my communication abilities and broaden my cultural understanding so that I can better cater to our varied clients.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Inappropriate communication style with guests from diverse cultural backgrounds.
Training plan (Why/What//Who/Where/When):
I am suggesting a thorough training plan for all of the staff at Premier Inn in Tonbridge, which is located in the United Kingdom, in order to solve the cultural misunderstanding that was detected in my reflection. The objective is to make certain that every member of the team, particularly those who are in customer-facing roles like myself, is equipped with the information and abilities necessary to effectively negotiate cultural differences and to prevent future misunderstandings that are comparable to those that have occurred in the past (Jhaiyanuntana & Nomnian, 2020). This programme will largely concentrate on strengthening cultural sensitivity, improving communication skills, and extending our awareness of diverse cultures and eating habits from across the world. Through the cultivation of empathy, respect, and open-mindedness among our team, we hope to create an environment that is more inviting and inclusive for visitors who come from a variety of backgrounds.
The training sessions will be hosted at Premier Inn, making use of our available facilities, which include conference rooms and spaces specifically allocated for training (Yang et al., 2022). The events will be dynamic and interesting, including of workshops, role-playing exercises, case studies, and lectures given by cultural experts or colleagues with extensive experience. Through the use of this strategy, we will be able to actively engage in the process of our learning and apply practical strategies to problems that are based in real life.
I intend to implement the training programme on a consistent basis, with sessions planned on a quarterly basis or as required to accommodate newly hired personnel and to refresh the abilities of those who are already employed. We will collaborate as a group to ensure that everyone receives training that is both consistent and thorough (Basalamah et al., 2021). This will be accomplished by working together to lead and supervise these sessions. To further expand our awareness of cultural diversity, I intend to establish a collaborative learning environment in which members of the team may share their experiences and thoughts with one another.
In addition, I will make resources such as cultural sensitivity guides, reference materials, and online courses accessible to all of the staff so that they may engage in self-study and ongoing education. By equipping ourselves with these materials, we will be able to further improve our cultural competency and flexibility over time, which will eventually result in improved service for our customers.
Through the execution of this training plan, my objective is to cultivate an atmosphere in which all visitors, regardless of their cultural background, are made to feel cherished and respected. By providing ourselves with the information and abilities necessary to effectively negotiate cultural differences, we can reduce the likelihood of misunderstandings and improve the overall experience that our guests have throughout their stay. At Premier Inn, I am dedicated to fostering an environment that is welcoming to all and provides exceptional service to customers, and I am confident that this training plan will be an essential component in getting us closer to our objective.
References:
Basalamah, A., Ardani, E. G., & Fransisca, A. (2021). Communication Challenges for Foreign Workers within Multicultural Hospitality Working Environment: Case Front Office of Hotel X in Japan. International Journal of Social Science and Business, 5(1), Article 1. https://doi.org/10.23887/ijssb.v5i1.32295
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Through reflective techniques and a dedication to lifelong learning, I have embarked on a transformational journey of self-development, coming to appreciate the significance of cultural knowledge in the hospitality sector. I used to think cultural awareness only meant being sensitive to the needs of guests from diverse origins so that we could all have a pleasant experience. Cultural sensitivity, meanwhile, is crucial to providing outstanding customer service and encouraging diversity in the hospitality sector, as I came to realise with time (Tesseur, 2022).
I learned the importance of cultural awareness and had my preconceptions tested as my experience working in varied contexts progressed. In one unforgettable incident, I was chatting with German visitors at the Premier Inn in Tonbridge, UK, during a hectic dinner service, and I made a complete cultural blunder. I wanted to give them great service, but I understood that my manner may have been offensive or intrusive to them because of their culture (Tesseur, 2022). In order to provide each client with thoughtful, individualised service, I thought a lot about how important it is to be aware of and sensitive to cultural variations.
The complex nature of cultural awareness in the hotel sector became clear to me after some introspection and discussion with superiors and peers (Manoharan et al., 2021). I realised that being culturally conscious is more than just making nice small talk or not using stereotypes; it's about cultivating an authentic interest in and understanding of other cultures, making an effort to comprehend the viewpoints, tastes, and beliefs of your visitors. By changing my outlook, I was able to deal with visitors with an attitude of humility and openness, which in turn helped me to understand their cultural norms and tailor my service appropriately.

Further, studies in the fields of cross-cultural communication and hospitality management have shed light on how crucial cultural understanding is for increasing happy and loyal customers. For example, Mariani et al. (2020) highlighted how cultural factors like individualism-collectivism and power distance influence decision-making and communication methods across cultures. These realisations helped me become more aware to the subtle ways in which clients' cultural backgrounds impact their expectations and actions, which in turn allowed me to provide them with service that was both individualised and respectful of their cultural norms.
In sum, I have gained valuable insight and experience from my personal development path into the significance of cultural awareness in the hospitality sector. My understanding of cultural diversity and its role in providing outstanding customer service has grown as a result of my participation in practical learning opportunities, introspective thinking, and readings from scholarly works. I intend to continue developing my cultural awareness abilities and working to make the hotel business a more welcoming and accepting place for all people.
References:
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Reasons and Benefits of
Multilingualism in Premier Inn
Hotel

Multilingual staff can cater to the needs of
international guests, creating a welcoming
and inclusive environment.

Language proficiency facilitates smoother
communication, reducing misunderstandings
and enhancing guest-staff interactions.

Improved communication leads to increased
guest satisfaction, loyalty, and positive online
reviews.

Academic research highlights the positive
impact of language skills on business success
in the hospitality industry (Sakshi et al., 2020).
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Possible Solutions and
Alternatives for
Multilingualism skill

+ Implement language training programs for
staff to develop language awareness skills
and cultural competence.

+ Offer language classes, cultural immersion
experiences, and online language resources
to support staff in learning new languages.

* Hire multilingual staff or utilize translation
services to bridge communication gaps and
accommodate diverse guest needs.

* Case studies from other hospitality
establishments demonstrate successful
implementation of multilingualism initiatives
e.g. (Ghani et al., 2022).
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Politeness is highly valued in German business culture, with the use of honorifics (e.g., *san")
and indirect communication preferred and Singh, 2023) .

Examples of polite language usage include greeting guests with “Irasshaimase" (welcome)
and avoiding direct refusals, opting for indirect expressions of disagreement.
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Multilingualism is crucial for Premier Inn Hotel
to provide exceptional service to its diverse
clientele.

Encourage staff to embrace language learning
as a valuable skill for advancing their careers
and enhancing guest experiences.

Seek feedback and suggestions from staff to
continuously improve language training
initiatives at Premier Inn Hotel.

Thank the audience for their attention and
participation, reinforcing the commitment to
delivering outstanding service to all guests.
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Importance of multilingualism
in Premier Inn Hotel

« Premier Inn Hotel welcomes guests from
diverse cultural backgrounds, making
muttilingualism essential for effective
‘communication.

* Language skils enable staf to provide
personalized service, understand guest needs,
and ensure guest satisfaction.

« Effective communication fosters positive guest
experiences, leading to repeat business and
ositive word-of-mouth recommendations
Serra-Cantallops, Ramon Cardona and Salvi,

2020)

+ Introduction to German as a focus language
due to the increasing number of Germans
tourists visiting the UK and staying at Premier
Inn Hotel.





