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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 

Weighting: 25%

	Scenario: 
I am an employee at an exclusive dining service of the " Premier Inn East Midland Airport Hotel " located in the Derby, UK. Among all the moments during my work days, there is one past breakfast work of mine that I will always remember. On this day, I had a guest a Spanish descent girl and I asked her if she wanted some bacon with her eggs. Guest glances at me as he turns his head away. I stand dumb with rudeness, but the guest uses the word declining. Believe me, I felt very embarrassed later, and when I got to know about it one of my colleagues told me that the guest may be a Muslim and prohibited from eating pork because of his religious belief. This detail escaped me when I was trying particularly hard to provide the best possible assistance and at the same time remained tactfully aware of the cultural sensibility of foods that were restricted. Sharing this audience demographic forced me to acquire cultural sensitivity and awareness while socializing with hotel guests of diverse cultures (Christiansen, Branch and Karmowska, 2020). 
Explaining cultural misunderstandings that can occur 
Cultural encounter impedes people even more when the atmosphere is like that of a hotel restaurant. The most common barrier to such misunderstandings is communication, which for instance has happened in my relationship with the Premier Inn East Midland Airport Hotel customer. I did not realize that the guest at the hotel could be not English and this is why I offered an egg dished cover with bacon. On the other hand, cultural diversity also includes religious beliefs and norms related to these that affect the manner of eating (Meyer, 2016). In this sifting, I found out about their religion which completely permits them to eat all meat except for pork. However, they were not able to consume pork and for me, it came as a surprise. Furthermore, you can mix up, motions, body language and social norms just barely knowing probable problems and shame (Neil Remington Abramson and Moran, 2018). Such misconceptions arise either from ignorance or the fact of living in their own cultural box, instigating, therefore, the need for cultural sensitivity and acquisition of knowledge. 
Reflection on required skills to cope with changes 
To minimize cultural disputes that could be experienced in the future, I see the urgent need to broaden and strengthen some of my abilities as well as to make specific behavioural changes in the way I treat the guests of our hotel. Firstly, I should embrace a cultural awareness and sensitization policy to enhance my skills in dealing with the diverse backgrounds and cultures of our guests. Becoming Knowledgeable about the usually Accepted food Restrictions, religion, and mannerisms prevalent among different cultures is one of them. On the other hand, language is another major concern for me, especially where language barriers might exist. This comprises things like learning some phrases in the different languages commonly spoken by visitors or the use of converters that provide accurate translation so that the communication is clear and clear. In addition to that, I must develop a state of mind aimed at discovering and uncovering various cultures, in other words, I should constantly be seeking opportunities to expand my cultural knowledge and viewpoint (Ferraro and Briody, 2017). Moreover, I have to learn to be more flexible in the way I ask guests about their wishes and needs, instead of general assumptions about their preferences due to my cultural assumptions.
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Component 2: Training Plan 

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
Regardless, of a hotel, Premier Inn East Midland Airport Hotel acknowledges the role of properly appropriating a skilled workforce is to handle cross-cultural differences and avoid language barriers. To do this, we will be launching a staff training initiative, which would encompass enhancing cultural awareness, improving communication skills, and encouraging an inclusionary experience. Online modules and face-to-face courses will constitute the training program (Deresky, 2017). These modalities will offer flexibility and provide primary education to each staff member. 

Training plan:
Cultural Awareness: The staff will receive training on different cultures’ practices such as how people dress, apart from dietary restrictions, religious expectations, and social norms which may be different in different cultures. This will cultivate their ability to use cultural diversity to address individual preferences and needs. 

Effective Communication: Besides the training of employees on how good communication works even in cases where the language barrier might be present, they are taught good communication skills. This constitutes such instances as saying standard expressions in the languages that are frequently used by the guests, in addition to employing translation facilities to keep the exchange crystal and understandable. Players will be imparted interactive procedures, like role-playing exercises, to exercise their communication skills.

Empathy and Sensitivity: Employees are going to get trained so that they can handle guests' statements with empathy and attention, and they also will consider the cultural backgrounds of every guest and the constraints of individual preferences (Fons and Woolliams Peter Trompenaars, 2020). This will be about listening to visitors, asking open-ended questions, and being conscious of non-verbal signals so that volunteers can get what guests require from the service.

Conflict Resolution: Staff will be given tips on how to solve conflicts that may occur between them due to cultural differences or similar differences in thinking. This will be done through tactics such as de-escalating tense feelings, matching specific points, and ending on win-win resolutions.
Seminar organizing: Alongside these online lessons, staff will participate in regular in-person classes with guest speakers and discussions for added reinforcement in learning and to give every staff the opportunity to share his/her experience. The training sessions will feature professional presenters and guests who have vast experience in cross-cultural communications and diversity capacitation.

To ensure that the training plan is effective and sustainable, we will implement the following measures:
Regular Assessment and Feedback: We are planning to perform the recurrent evaluation of the training to estimate its effectiveness and get the opinion on the presentation of staff members (Duss, 2020). We will make use of the opportunity to identify what must be done for the better and aim at making the changes to the training plan.
Ongoing Support and Resources: We will ensure that resourceful and ongoing training comes in handy to apply the knowledge in a practical way for the members of staff during their work. This might involve the availability of hermeneutic studies on cultural varieties, language translation services, and other additional training modules.
Leadership Commitment: We will ensure there is an equal footing for people of diverse cultures and backgrounds at all levels through the strong leadership commitment of the contributing parties to these values (Cooper, 2012). The managerial staff in the front line of motivates and plays an active part in the promotion of cultural understanding and sensitivity among the employees.
The goal of our staff training plan is to build confidence and proficiency in the workforce so that it can smoothly create cross-cultural exchanges and bring about harmony. The creation of Cultural Awareness and Communication Training Programs ensures that each customer who deals with " Premier Inn East Midland Airport Hotel " fully enjoys the quality service and hospitality whether of their cultural background or identification.


References:
Cooper, D. (2012). Leadership for Follower Commitment. Routledge.
Deresky, H. (2017). International Management. Harlow: Pearson Education, Limited.
Duss, K. (2020). Formative assessment and feedback tool: design and evaluation of a web-based application to foster student performance. Wiesbaden: Springer Gabler.
Fons and Woolliams Peter Trompenaars (2020). RIDING THE WAVES OF CULTURE, FOURTH EDITION: understanding diversity in global business. New York: Mcgraw-Hill Education. 

	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Student self-reflection
The experiential learning cycle of Kolb's model, which can be implemented, may discuss the significance of cultural awareness in the hospitality sector. This model consists of four stages: active involvement, introspection, logic-based thinking, and practical application. Adapting to the cultural awareness model in the hospitality sector is vital to my route because I have been actively learning through the experiences which also help in reflection.
The concrete experience phase of my route, is, in fact, start point where I discovered the beauty of cultural diversity in my workplace. I would like to share an instance which stands vague with the thought of multiculturalization as a priority. In this regard, a guest from India showcased their discontent with the breakfast offerings available as they were not acquainted with the Western-style breakfast items. Undergoing this experiment brought me a lot of communication with the cultural difference of people and sparked my curiosity to go on discovering more and more specific preferences and eating habits of guests from various countries (Hofstede and Minkov, 2010).
This transition of reflective observation pushed me to retrospect the process and put those invaluable experiences into words so that I am able to find any patterns or hidden themes behind it. By becoming more self-aware and through the regular feedback from my teammates and supervisors, I noticed how my unfamiliarity of cultural behaviour might have caused miscommunications or discomfort for guests in a particular manner (Nedelko and Brzozowski, 2020). As an instance, I recalled a moment when I unknowingly brought in a pork dish to a guest who followed the halal food rule so we all underwent a terrible and inconvenient situation.
The abstract level of cognitive processing of things I faced was the stage when I tried to comprehend the cultural diversity topic deeper. This was also in order to find out how it relates to the industry of hospitality. Independently educated myself via scientific research, reading various materials and joining a session about sensitivity towards different cultural backgrounds and cross-communication practices. Thirdly I used the theory part of extracurricular education with my practical experiences for example, my knowledge concerning the tables manners and talking styles both traditional and contemporary (Neil Remington Abramson and Moran, 2018).
[bookmark: _Hlk160277267]Finally, in the active experimentation stage, I applied my newfound knowledge and skills in real-world situations to improve my interactions with guests from diverse cultural backgrounds. For example, I began to incorporate greetings and phrases in different languages to make guests feel more welcome and comfortable during their stay. I also developed strategies for anticipating and addressing potential cultural differences, such as offering a variety of menu options to accommodate dietary restrictions and preferences (Sheryllynne Haggerty, 2014).
Through this iterative process of experiential learning, I have continually expanded my cultural awareness and competence within the hospitality industry. By embracing Kolb's model, I have been able to transform my experiences into valuable learning opportunities, leading to enhanced guest satisfaction, improved communication, and a more inclusive and culturally sensitive environment at the hotel.
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Component 4: Training Presentation 

Weighting: 25%
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The hotel industry vividly perceives effective communication as being the most important in dealing with guests from all over the world. With English as a universal language, staff can easily communicate with each other no matter if they come from different countries and backgrounds to take care of the needs of international visitors (Maheshkar and Sharma, 2018). Being multilingual is more than just a perceived improvement in customer satisfaction, however, it also means wider market reach, hence growth and success for the hotel.


	Slide 3
 [image: ]
Staff who dealt with multilingual guests would be a key to the organization delivering world-class customer service by interacting with them in their native language. This manner of practicality produces higher levels of guest satisfaction and loyalty (Kumar et al., 2022). In addition, multilingual hotels can gain access to new markets and serve a wide range of clientele which generates more revenue needed for growth.
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Premier Inn East Midland Airport Hotel, placed in an easily found location, could be confronted with Spanish speakers who are looking for a place to stay or help. Therefore, staff members who know and can speak proper Spanish are able to communicate proficiently and cater to guests' every need (Fernández Language Institute, 2020). Through its Spanish-speaking service, Premier Inn gains an edge, being sought after by customers as a guest-friendly establishment.


	Slide 5
[image: ]
Considering the regional differences and dialects among Spanish-speaking regions in Europe is the foundation of customized hospitality services to guests. Spain is a country where Spanish is the primary language, whereas the Canary Islands enjoy the inflow of tourists from different Spanish–speaking countries (King and Sandro Sessarego, 2018). Additionally, Catalan is also commonly used among Spanish in the area of Catalonia, emphasizing the importance of linguistic diversity in meeting local tastes and preferences.
The Spanish language is a marker of business culture that displays significant parts like formalities, respect, and warmth. During business contacts the use of formal language and Courtois expressions is highly appreciated, serving as a tool for mutual respect and professionalism. Moreover, in Spanish-speaking countries, hospitality and warmth are the key features of customer service, resulting in increased Customer satisfaction. Moreover, the expressions like “! Buen provecho!” (Enjoy your meal!) stress the significance of the balance of work and life, implying that rest and satisfaction must be attained besides professional achievements (Peterson, 2010).
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In the hospitality industry, good communication skills make a big difference as you deal with guests coming from different cultures and different languages. English – a global language – becomes a medium of interaction, and as a result, a hotel becomes able to meet the needs of foreign guests with ease. Staffing with multilingual personnel improves customer service by providing coherent communication and individualized services, which create a greater sense of contentment and loyalty of guests. 
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