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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	[insert written text]
 During the third week of my placement at level 4 study module the manager asked me if I am ready to gain new skills rather than housekeeping, she spoke with the hotel restaurant team manager that I will be working with them the next coming week. 
The team greeted me in the nicest and friendly conceivable way, which made me think a little differently at that time, but in the next following days my question received the answer (why are they behaving so well? how they are coping with such a busy environment and still they are warm and calm staff?). 
The 4th week started for myself, being there early in the morning for breakfast meal helping the staff around then one of the customers approach me and ask me to fill up his "cuppa aft tia" for instance my brain was freeze, I was just wonder what this man want because from my understanding that wasn't "a cup of tea" then I have struggled for about five minutes to communicate with him but no result. 
At that time I have decided to seek help from one of the trained staff, what I have learned at that moment the customer was a Scottish man, that's why I couldn't understand him, maybe I should have a different approach than let him trying to explain me for 5 minutes,  all what he want is a cup of tea. 
Cultural misunderstanding can often occur in the workplace. Katie Reynold, from Hult International Business School, states that "challenges are associated with culturally diverse work environments". The most cultural misunderstandings are communications, barrier of communication which in my case was foreign languages, I am originally from Romania and the customer Scottish, the spoken language in our conversation was English, whereas both of as have hugely different accent, cultures, and approaches. 
I have learned during hotel restaurant placement that, negative stereotypes interfere in the integration of multiculturalism teams and customers, as well conflicting the working styles, professional communication may be misinterpreted or misunderstood across languages and cultures. 
Reflecting on my experience mentioned in the text, skills that I need to develop to prevent future cultural misunderstandings which is critical in workplaces, it will firstly be familiar with cultural and linguistic diversity, effective communication practice and improve my multilingual skills. Language related misunderstanding is an unintentional error in comprehension by receivers due to the form of language employed by senders in a communication message (Fiset et al., in press). However, refer to the event, I am interested in developing cultural behavioural communication skills, learn different customers approaches techniques. 
I am looking forward to attending additional trainings as in Intercultural awareness, to enhance my future opportunities, competitiveness, gain more confidence, clear communication and team collaboration which I failed to meet the criteria in the event mentioned in this paper, I should seek help from the team members straightaway, complying with all mention trainings those will give me more confidence on my career journey.  
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
Cultural misunderstanding as per my knowledge gained during study, can occur when sender and receiver have diverse backgrounds: ethnic group, beliefs, religion, and culture, can happen verbal or non-verbal as in gestures or body language. Petrovska (2010) states that cultural misunderstandings may be a result of lack of knowledge of cultural deference's between two or more society, or the influences of their mother tongue and direct transfer of meaning in the other language.
[insert written text]

Training plan (Why/What//Who/Where/When):
This training plan is based on cultural misunderstanding and not complying with
 teamwork in a manner time while I been in hotel placement level four.
 Training plan brings huge benefits to the business regardless nature, firstly helps to the employee's gaps, analyse their skills and competences, secondly will enhance the performance of your employees, conducting regular trainings make your employees feel have significant role in the business and ensure succession planning when members leave job.
The current training plan was put in place to equip the F&B staff with cultural and cross-cultural awareness and teamwork to avoid any further cultural misunderstandings, the learning process aims to improve the effectiveness and cognitive competences behavioural. Developing effective communication skills usually require more effort being put into receiving information than giving. Friess (2013) states that “the spirit of hospitality is one of the factors influencing the stay of the tourism". Effective communication is one of the elements that might be affecting tourist wellbeing. According to Jafari and Way (1994), the tourism industry must be staffed by multilingual and multicultural employees to respond fruitfully to internation tourism demand.
The purpose of the training plan: effective customer approach, teamwork communicates effectively, intercultural awareness, multilingual competences. At the end of training assessment will require to gain your Competences Certificates. The trainees progress will be track and measure, a professional development employee plan will be in place and manage employee's feedback. 
Educational lecturer and human resources will provide two separate sessions face to face and PowerPoint slides in the conferences room, the first session which will be on Monday for four hours from 13:00 until17:00 is all related teamwork the human resources department will put in place group activity, surveys for students and PowerPoint slides related teamwork in hospitality industry. On Fridays starting the same hours as Mondays, the team will be focusing on culturalism for the next two hours and how this can be misunderstood, or how can occur, then the next 2 hours will be based on two different international languages called basic multilinguals training and those will be agreed with the employee`s preferences.
The sessions will be scheduling every Monday and Friday afternoon with a four-week's session every quarter of the year starting from 1st April 2024 on wards. The training will roll out for one calendar year with extension or will roll for the new employees if is the case.








[insert written text]
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	[insert written text]
I used as self-reflection model to critically reflect the Era cycle by (Jasper, 2013), to describe the experience which was happened in level four hotel placement. The experience was happened during breakfast time, one of the customers with different nationality ask me for help as he would like another drink, from the first verbal contact I could not understand even a word. The customer spoken language was Spanish, I did not speak this language at that time not even a word, so I must ask one of the team members to come and translate for me, the staff was not from Spain either but was a basic multilingual trained.
The whole situation makes me feel incompetent front of the staff and as well with the customer, at that time I ask myself, how can that staff be multilingual skilled, and he just finished the college and myself which I have started higher education I only can speak two languages?
This was unpleasant experience for myself which from that moment I wished not to happen again, this lead me straightaway to sign up for online multilingual courses which can teach me the basics in hospitality industry in four different languages. 
What I have learned from this experience is that: teamwork is like diamond in a workplace, being cultural awareness trained is the biggest treasure for hospitality industry when facing customers from different regions. 
How will I improve in the future? I will reflect on past experiences, analyse situation for best practice and work as a part of the team, working together with other peers and experts in hospitality industry for consistent development. By taking these multilingual classes I will improve my ability to communicate in different languages, will boost my confidence in costumer approach.
The experiences either good or bad not should be taken as personal failure, we all always learn and must be taken where is the case as further self-developing learning.
 Cultural awareness plays a key role in hospitality industry, it allows as to work and interact efficiently within the role, it helps as to develop valuable relationships with people from different background and culture. Compared to low-power people, for instance, high-power people talk more, interrupt more, speak out of turn more often (Depaulo &Friedman, 1998).
As for my understanding the subject culture changed over time significatively, if we look back as ten years ago, people were still using as correspondence the post letter, nowadays people prefer social media as in communicate or sending messages, another example is courage, if years ago young people with the same gender were in a relationship that was consider at that time a shame, nowadays everything is allowed, you can even change your religion, nationality and gender.
(Adler, 1982, p-391) argues that the identity of an intercultural or multicultural person should be based “not on the belongingness which implies either owning or being owned by culture, but on a style of self-consciousness identity that is capable of negotiating ever new formations of reality”.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%

	[Introduction slide, e.g. assignment title, student name/ID, module title/code, date, hotel logo][image: ]

	[Content Slide 1]
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