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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 

	Professional reflection
Scenario
Cultural diversity can cause major misunderstandings between people and disrupts successful communication. As a F&B employee I have experienced similar incidents that have caused due to the cultural diversity and has created major chaos. One of the main reasons for misunderstandings in the hospitality industry is the differences in languages due to cultural diversity (Chatlingual, 2023). I have experienced an incident in a hotel working as a service manager while interacting with a hotel guest. As I am very much acquainted with English but the hotel guest was a French man and due to accent issues I have misinterpreted his wants and needs. Hence, this has caused chaos as the hotel guest was left unsatisfied with the services. Another incident occurred while serving a German guest and certain stereotypical gestures and behavioural traits have made me feel uneasy while serving them. Therefore, this has also affected the communication process and caused a misunderstanding. Additionally, it can be determined that language barrier and certain stereotypical behaviours towards people from different cultural beliefs can cause major misunderstanding. As different cultures have different attitudes towards certain things for example in time management, being punctual etc. Hence, another misunderstanding occurred while serving a guest, he expected his order for dinner to be taken around any time. Due to the language barrier also, the staff were unable to make him understand that the hotel will stop taking orders after a certain time. However, this has caused a serious problem as the guest became angry and the situation got out of hand.
Probable misunderstandings in hospitality industry
It has been identified that the hospital industry experiences major issues due to the engagement of people with diverse cultural backgrounds. Most common misunderstandings that happened in the hotel which I have experienced are due to the language differences and different behavioural communication traits, stereotypical behaviours and discrimination. Most of the hotel staff were known around three to four languages which disrupted the communication process with guests belonging from different cultures and backgrounds. Therefore, this has made the communication process very difficult and which also causes customer dissatisfaction.  
Mitigation techniques required to prevent misunderstanding
Misunderstanding due to cultural differences in the hospital industry as per my experience can be prevented through improving personal skills of understanding different cultural values and beliefs as well as different languages. Improving intercultural communication strategies is necessary to avoid cultural misunderstanding (Madon and Sekhon, 2023). A diverse workforce can effectively manage these types of situations and can prevent misunderstanding between a hotel staff and the hotel guest. Therefore, personal development and acquiring knowledge of different cultures is very important to prevent this (Dominique, 2020). Furthermore, I have understood that proper training for employees in the hospital industry is majorly required to handle difficult situations and to effectively engage with a guest who is from a different cultural background. A thorough understanding and effective managerial skills are also required to handle people from diverse cultures. Hence, these strategies can be undertaken to prevent misunderstanding that occurs due to cultural differences in the hospital industry. 

	
Component 2: Training Plan 

	Identified cultural misunderstanding 
The significant cultural misunderstandings occur due to language barriers, different cultural beliefs induced stereotypical behaviours, different communication phrases used by customers and discrimination. These are the major identified cultural misunderstandings due to differences in cultures that happen in the hospitality industry.
Training plan
	Objective
	Strategies
	Process & Benefits
	Duration

	Preventing language barrier
	· Providing regular training on learning abbreviations of different languages and cultures. 
· Training on learning different most commonly used terms and phrases of different languages. 
· Pronunciation training can also help the employees to convey their message to the recipient more accurately. 
	Hotel staff and all of the employees can go through a proper training process twice in a week to improve their language proficiency and understanding as much as possible. Therefore, adapting the strategies stated before can help the employees to improve their communication skills and it can also help in avoiding misunderstandings. 
	3 Months

	Improving crisis management skills
	· Acknowledging the vulnerability of different cultures and increasing resilience skills (Weber et al., 2020).
· Recognising the primary expectations and needs of the guests while addressing an issue.
· Improving interpersonal skills and adaptation of inclusive training (Jolly and Lee, 2021).  
	Employees can go through crisis management training which can help them create a will and confidence in handling difficult situations. Furthermore, it can also help employees to improve their interpersonal skills to address any kind of issue and handle it with care that can help dissolve any problem. Additionally, it can also help in improving employees personal ability of brainstorming solutions to any issue. 
	3 Months

	Intercultural communication skills 
	· Working on active listening skills.
· Learning about different cultural beliefs and values. 
· Developing intercultural sensitivity and acquiring as much knowledge as possible regarding different cultures. 
	Through proper guidance and lectures organised for them to learn about different cultures and their values can help in improving their intercultural communication. Furthermore, this can help them increase their ability to understand and value other cultures. 
	3 Months


Table no: 1
(Created by author)
Analysis
Proper training and personal development sessions can help the employees and staff working in the hospital industry to improve their ability to prevent misunderstandings due to the different cultural aspects. In this case it can be determined that the training plan of meeting the objectives of preventing language barrier, improving crisis management abilities and adapting intercultural communication skills. Furthermore, this can help employees to manage difficult situations and it can also help them to avoid misunderstandings that occur due to the difference in culture. The common misunderstandings due to different language, accent, stereotypical behaviour and others can be resolved through training staff with intercultural communication skills. Additionally, this training process majorly helps increase the personal effectiveness of the employees. Therefore, adaptation of the strategies described above is necessary and helpful in meeting the objectives and to prevent misunderstanding due to the cultural diversity in the hospitality industry. It can be determined that intercultural communication skills can benefit hospital industry to satisfy their customers and help employees to handle customers who belong from different cultural backgrounds (Klyukanov, 2020). Additionally, it can be justified that learning different languages, abbreviations and commonly used terms can help staff to become acquainted with common terms used in different cultures. It can also help in improving the quality of service. Thus, the overall training plan can be adapted and used in order to avoid such issues in the hospital industry due to the surge of diverse cultures. 

	
Component 3: Student Self-Reflection 

	I have understood the significance of cultural awareness within hospitality industry of the United Kingdom and comprehended that it has experienced various transformation over the past few years. Preliminary, I assumed that the notion of cultural awareness reflects on the polite behaviour and respectful attitude towards different tradition as well as customs. Nevertheless, while delving deeper regarding this context I have understood it comprises several other factors which holds profound impact on the sustainability as well as successful functioning of hospitality sector. Cultural awareness reflects on the strategic and imperative notion for the hospitality sector which helps in alleviating conflict and misinterpretations (Christiansen, 2020). Hospitality industry of the United Kingdom is severely dependent on global tourism and caters to the requirements and preference of travellers belonging from diverse cultural background which should be taken accountable by the hospitality industry to sustain its long-term viability. However, as an example, I have understood that dietary regulations based on cultural background and other religious customs is very essential while preparing menu which will meet the requirement of diverse customers (Abrahamson, 2018). Hence, I started to appreciate competitive advantage as well as financial condition of the sector which is based on cultural awareness. I have additionally understood and learned that cultural awareness expands beyond interaction with the clientele in order to sustain several internal dynamics of the hospitality industry. Identifying as well as addressing cultural factors of the employees belonging to various and diverse background is very crucial in order to promote inclusiveness and foster positive and harmonious working environment. Hospitality industry should also embrace diversity in order to promote cultural awareness among employees to form a cohesive team which will put an emphasis on multicultural environment of the United Kingdom (Laker, 2022). A nuanced comprehension regarding traditions, customs, values as well as expectations of diverse cultural group must be considered. Furthermore, I have realised that acknowledging importance of specific holidays as well as festivals for various backgrounds will positively contribute towards the hospitality industry and also help to provide customised experience to the travellers which will eventually lead to retain a loyal clientele base. My perspective regarding cultural awareness has been reshaped while outlining the significance of this factor within the hospitality industry of the United Kingdom. A multifaceted effect of cultural awareness has been comprehended by me along with its impact and pivotal role to shape factors of the hospitality business. This comprehension of factors associated with cultural awareness not only enhanced my academic knowledge but additionally prepared me to navigate through the complex dynamics of the realistic hospitality sector (Schindler, 2022). Hence it has positively contributed for my future career in hospitality sector by properly addressing essential dynamics of the cultural awareness first up I have additionally learnt regarding significance of embracing cultural diversity in order to gain strategic advantage. Thus, it has helped me to widen my understanding related to the cultural awareness and positively contributed to form the foundation of my future prospective career in the hospitality industry of the United Kingdom.













	
Component 4: Training Presentation
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Background of the chosen language (Spanish)
Spanish is one of the majorly spoken languages all over the world. In the last few years, the tourism of the Spanish people in the UK has increased. Thus, the importance of learning Spanish for an employee of hospitality is required. However, learning Spanish as a language is difficult for many. In order to mitigate this difficulty, the requirement of having professional courses is high. 
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Importance of having multilingual employees 
Competitive advantage 
Having multilingual abilities not only brings a competitive nature among the employees but brings it to the company too. The employees with the help of this ability may create a better scope for their career in the future (Büttler, 2022). On the other hand, companies with such employees can attract various tourists as for them the communication will get easier. 
Better customer satisfaction 
Employees with these capabilities will be able to manage a higher customer satisfaction ratio. The consumer having such employees will be able to provide employees with the need for them. Knowing such language will help them understand the demand better. By meeting such demand, the employees can improve the customer satisfaction rate.
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Benefits for the employee having multilingual abilities 
Better job opportunity 
Language opens various barriers to the career which makes it important for employees of the hospitality to know various languages. This will help them have a better scope to cater to various other organisations. 
Better scope to lead the team 
Leading a team gets easier for such employees as they already know the other languages. In addition to this, inclusivity often gets performed by such people which helps them in gaining the trust of their teammates (Batham-Hendrei, 2023). This is a critical aspect for the employees to lead the team.
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Difficulties in learning the language 
Where is the language spoken 
More than 20 countries have the Spanish language within it. This includes Spain, the UK, France, Canada, Germany and many more. This makes the size of this language big and being spoken in such countries makes the number of people speaking this language  486 million. 
Difficulties In Learning 
Learning a new language can be difficult for many people at first (Manson, 2023). Although people can achieve the goal by joining various classes and sources. However, this can be problematic for many to get access to such resources. 
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Polite and impolite behaviour 
All the consumers and customers expected polite behaviour from the employees of the organisations. Meeting such elements is necessary for the employees as this brings a high customer satisfaction rate for the firm. Providing polite behaviour can bring various benefits to the firm which include improved brand image, word-to-word promotions and urge of the customers to be with the company (Sven, 2023). Thus, it is required for the employees to maintain certain decorum and to provide the customers with the best possible behaviour. However, many companies lack this which directly impacts the business capacity of the firms. Many consumers have stated that they do not want to take the offerings of such companies where they did not receive polite behaviour.
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