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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Certainly, the cultural aspects of the hotel industry can influence the organisational operations of a hotel to a great extent. In other words, cultural misunderstanding can lead to certain circumstances within the organisation. Here I should mention a certain situation during my placement at Hunton Park Hotel that includes the cultural misunderstanding aspect. 
[bookmark: _97xgnrwbir1k][bookmark: _Toc158129543]Explanation of the Situation
This section of the portfolio focuses on explaining the particular situation that reflects the cultural misunderstanding in a significant manner. The mentioned organisation, Hunton Park Hotel is quite significant in terms of providing adequate tea services. The afternoon tea service is one of the most prolific services that this particular organisation offers. However, a situation related to cultural barriers occurred during the afternoon tea services of the hotel. During the afternoon tea session, a guest from France was unable to understand the serving procedure. On the other hand, individuals who were included in the serving procedure were also unable to understand the guest about the serving process. They were also unable to understand the requirements of the guest. Therefore, a situation occurs related to cultural misunderstanding that influences the organisational operations to a great extent (Pawlas and Paradowski, 2020). 
The reasons behind such a situation can be related to the cultural and language barriers. The most significant reason behind the occurrence of the situation is that the guest was from Spain and was unable to understand the English language. Certainly, there are significant cultural barriers that influence the occurrence of the mentioned misunderstanding. Through evaluating such a situation I can state that cultural aspects influence the organisation to a great extent. 
[bookmark: _5mes1l9mwvj][bookmark: _Toc158129544]Prevention Aspect 
The occurrence of such a situation evidently affects the organisational operation to a great extent. Various adverse circumstances may occur due to cultural misunderstanding therefore prevention of such situations should be taken into consideration. 
The foremost aspect that should be initiated in terms of preventing cultural misunderstanding aspects is language training. Language training in the actual sense refers to the training sessions that focus on understanding different languages. Considering the organisational aspect of the present organisation, Hunton Park Hotel I can state that the organisation can consider imparting language training to individuals that are included in the customer service (Leary et al., 2021). 
Moreover, focusing on the mentioned situation based on cultural misunderstanding I should also mention that the organisation can provide cultural inclusion programs to the employees. Such training sessions will enable employees to evaluate the various aspects related to cultural barriers. The significance of understanding cultural inclusion can also be understood through such training sessions (Mtuy et al., 2019). 
Considering the present scenario that includes cultural misunderstanding I should also mention that employees should also consider maintaining their behaviours. It is suggested that individuals must consider maintaining professional behaviour that will influence the organisational operation to a great extent. 
[bookmark: _rrg7umz5mkj3]
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) : Considering the mentioned situation based on the cultural misunderstanding a training plan can be drafted related to employees of the organisation. Certainly, the training program should focus on asserting employees to understand the cultural barriers and implementing certain initiatives in order to prevent such situations. 


Training plan (Why/What//Who/Where/When):
[bookmark: _Toc158129546]Communication Enhancement
Certainly, communication is one of the most significant aspects in terms of implementing effective hospitality service. Communication in the actual sense refers to the way to convey a message in an adequate manner. In the hospitality industry that the Hunton Park Hotel operates its business requires effective communication. Therefore, individuals related to customer service should also possess the ability to communicate in an adequate manner. Therefore, through effective communication, an individual related to hospitality should possess the ability to communicate in an effective way. Communication therefore is one of the most significant soft skills that an employee should possess (Christiansen et al., 2020). 
[bookmark: _64y5yfd3e26z][bookmark: _Toc158129547]Cross-cultural Understanding
Another significant aspect related to providing training sessions that focus on preventing cultural misunderstanding is the understanding of cross-cultural aspects. The cross-cultural aspect in the actual sense refers to identifying the different cultural backgrounds that are involved in a particular organisational affairs. Considering the present scenario it is quite understandable that evaluating the cross-cultural aspect is quite integral in terms of effective customer service. For a hotel organisation such as Hunton Park Hotel is certainly required to provide cross-cultural training sessions in an adequate manner (Waqanimaravu and Arasanmi, 2020). 
[bookmark: _cf04b5td6bog][bookmark: _Toc158129548]Food and Beverage Service Excellence
The cultural misunderstanding scenario of the mentioned organisation, Hunton Park Hotel reflects that the incident occurred during the afternoon tea session. Thus it is also quite understandable that the organisation should provide food and beverage service to its employees. 
Food and beverage service training in the actual sense refers to imparting knowledge about serving food and beverages to guests in a professional manner. This certain program focuses on providing adequate knowledge to individuals related to serving food and beverages in an effective manner. In other words, it can be stated that this particular training session focuses on providing adequate knowledge related to etiquette and other similar factors. 
[bookmark: _21g7su7u8psg][bookmark: _Toc158129549]Customer Service Excellence 
Another significant training session that should be taken into consideration is the adequate knowledge related to customer service. Various skills required to serve customers are one of the most fundamental aspects of this training session. Different skills related to customer service such as interactive aspect should also be taken into consideration through this particular training session. In other words, this particular training session focuses on enhancing various skills related to customer service (Olimovich et al., 2020).
The training session related to preventing the occurrence of circumstances including cultural misunderstanding should focus on maintaining the mentioned aspect. 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
[bookmark: _Toc158129550]Student Self-Reflection
This section of the portfolio focuses on reflecting on various aspects related to the mentioned scenario of cultural misunderstanding. The application of Gibbs’ reflective model appears to be quite pertinent. This particular model was introduced by Graham Gibbs in the year 1988 and includes six different stages. These stages are description, feelings, evaluation, analyses, and conclusion and action plan (Adeani et al., 2020). 
[bookmark: _9kfskyd0o2lt][bookmark: _Toc158129551]Gibbs’ Reflective Model
Description: During my placement at one of the significant hotel organisations in the UK I was able to understand the significance of cultural awareness. Various aspects that are related to cultural awareness within the hospitality organisation were quite significant during my placement. I was able to identify the improvement areas relevant to the cultural aspects of the hospitality industry (Reljić et al., 2019). 
Feelings: I felt that my placement at Hunton Park Hotel enabled me to identify and understand the relevance of cultural awareness in a significant manner. I also felt that the occurrence of such cultural misunderstanding allowed me to identify the skills that are required to address such a situation. For instance, I was able to identify that communication skills are quite a significant soft skill that an individual within the hotel industry must possess. Considering my feelings regarding cultural awareness I can state that I feel the significance of the mentioned aspect is quite crucial within the hospitality industry (Maheshkar and Sharma, 2018). 
Evaluation: During my placement at the mentioned organisation I understood the significance of cultural awareness in a significant manner. The mentioned scenario is based on cultural misunderstanding enabled me to gather knowledge related to cultural and multi-lingual aspects within the hotel industry. The mentioned aspect can be taken as a positive factor that went well. Along with that, I should also mention a hustle among employees occurred during such a situation can be taken as a negative aspect. Miscommunication among employees can be taken as an aspect that did not go well. 
Analyses: Considering my experience at the mentioned organisation, Hunton Park Hotel I should analyses various factors related to cultural awareness. As the prior discussion reflects cultural awareness has quite an observable significance within the hotel industry. The foremost aspect that I was able to identify as the significance of cultural awareness is that it enhances customer service. Focusing on the cultural misunderstanding that occurred at Hunton Park Hotel it is quite understandable that customer services are greatly influenced by cultural aspects. 
I significantly understood that cultural sensitivity plays quite a potential role within the hotel industry in a significant way. Cultural awareness enables an employee within the hotel industry to make guests comfortable. 
Conclusion: In conclusion, I can state that such an experience enabled me to identify the various factors related to cultural awareness. Such an experience allowed me to evaluate several factors that are quite crucial in terms of hospitality and so on. 
Action Plan: I should mention that in order to address the occurrence of such a situation in future I should consider developing certain skills and other similar factors. For instance, in the action plan, I should consider enhancing my understanding of cross-cultural aspects. Along with that, I should also focus on enhancing my communication skills in a significant manner. 

[bookmark: _nhwtsd7oaz63]
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Component 4: Training Presentation (6 Slides)

Weighting: 25%

	Considering the scenario that focuses on cultural awareness the benefits of multilingualism should also be evaluated in a detailed manner. The significance of language awareness skills should also be included in this presentation.
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[bookmark: _6f9ng5gko0r7][bookmark: _Toc158129553]Benefits of Multilingualism
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	[Content Slide 3]
[bookmark: _GoBack]Training Presentation
Considering the scenario that focuses on cultural awareness the benefits of multilingualism should also be evaluated in a detailed manner. The significance of language awareness skills should also be included in this presentation.
Benefits of Multilingualism
Definition: Multilingualism in the actual sense refers to the ability to speak in different languages. In other words, multilingualism can be defined as the capability of individuals or groups to engage in more than one language on a regular basis


	[Content Slide 4]
Significance: The significance of Multilingualism can be observed through various aspects. 
The foremost benefit of multilingualism in relation to the hotel industry can be observed in assisting tourists. It is quite understandable that individuals from different cultural backgrounds may visit the hotel. Therefore individuals in the hotel industry should be able to assist customers in a significant manner (Deresky, 2017).
The requirement of guests can also be understood in a significant manner through multilingualism. It has been observed that a hotel staff who is multilingual able to understand the requirements of guests in an adequate manner.
Most significantly, multilingualism within the hotel industry plays a crucial role in implementing better customer service (Abramson and Moran, 2018).



	[content slide 5 ] 
 Importance of Language Awareness Skills
Focusing on the various factors related to cultural awareness the importance of language awareness skill is also a significant factor (Hofstede, 2010). 
Definition: Language awareness in the actual sense refers to the understanding of a language as conscious perception. 
Significance: The foremost significance of language awareness skill is that it focus on enhancing customer service to a great extent. 
Language awareness also helps in developing critical thinking in an adequate manner. 
Similar to the previous aspect, language awareness also enables an individual to develop problem-solving skills. 
Modern European Language: The relevance of language awareness can be reflected through an example of the modern European language. German in this respect should be taken into consideration. German is the native language of Germany and Austria. The language is also spoken in the other countries of Central Europe (Durrell, 2021). 
Here it should be mentioned that this language is quite easy to learn in comparison to other languages. For instance, it has been observed German can be learned in less time than French. Moreover, it has also been observed that the German sounds quite polite (Fieles‐Ahmad, 2022). 
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