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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	A cultural misunderstanding between a French-speaking visitor and a F&B employee took place in the hotel restaurant during brunch service during my placement at the Novotel. This incident provided valuable perception into the organization. Having requested "pain noir," the visitor expected to be served rye bread. Nevertheless, the employee erroneously interpreted this as a request for burnt toast as a result of the language barrier. This incident serves as a prime example of how misinterpretations can arise due to language and cultural barriers, ultimately diminishing the guest's experience.
It is evident from this situation that a lack of cultural awareness and language proficiency can lead to cultural misunderstandings. Misunderstandings of this nature have the potential to detrimentally affect client experiences within the hospitality, where service excellence is critical. Concepts such as Hall's high-context and low-context cultures offer a conceptual structure that facilitates the comprehension of cultural variations in communication patterns, wherein certain groups place greater emphasis on explicit language while others rely more heavily on implicit messages (Broeder, 2021). A significant portion of communication in high-context cultures is implicit, building upon context, non-verbal signals, and the mutual comprehension of the individuals involved. Low-context cultures, on the other hand, rely heavily on explicit verbal communication (Afrouzi , 2021). The employee, possibly hailing from a low-context cultural background, failed to comprehend the implicit significance of the guest's request during breakfast service. The cultural dimensions theory of Geert Hofstede clarifies this scenario further. Differentiating cultures along a number of dimensions, such as individualism versus collectivism and uncertainty avoidance, are those identified by Hofstede. Preferences, behaviours, and modes of communication are all influenced by these dimensions. Disparities in these cultural dimensions contributed to a portion of the misunderstanding between the visitor and the F&B employee; the employee's responses failed to correspond with the guest's expectations due to a lack of comprehension of these underlying cultural factors (Hofstede, Hofstede, and Minkov, 2010).
To avoid future misunderstandings of a comparable nature, I must improve my language proficiency, specifically in the languages that our visitors speak the most. Furthermore, by participating in cultural sensitivity training, my capacity to precisely interpret the requirements of guests will be improved. Acquiring the ability to utilise tactics such as paraphrasing to validate comprehension and incorporating widely accepted non-verbal signals of courtesy and attentiveness can effectively reconcile the divide in communication. Furthermore, cultivating a setting that promotes open communication regarding cultural preferences and inquiries will foster a service atmosphere that is more inclusive and considerate, thereby fostering confidence among guests (Christiansen, Branch and Karmowska, 2020).
The hospitality industry has been reminded of the criticality of cultural competence in the wake of this incident. In the pursuit of progress, I remain dedicated to boosting my linguistic skills and cross-cultural comprehension. My objective is to deliver an outstanding service experience that acknowledges and proactively addresses the varied requirements of our guests from around the world.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
The misinterpretation of a request for "pain noir" as burned toast occurred as a result of a language barrier.
Training plan (Why/What//Who/Where/When):
Why: The justification for the training programme is based on the understanding that cultural and linguistic proficiencies are crucial in the hospitality sector, specifically in international environments where guests originate from various countries (Makeshar and Sharma, 2018). In addition, Hofstede, Hofstede and Minkov (2010) emphasise the significance of comprehending cultural differences in communication techniques, values, and behaviours. The relevance of Hofstede's uncertainty avoidance dimension increases significantly. This dimension signifies the degree to which members of a culture perceive equivocal circumstances as a threat and have developed institutions and beliefs to shield themselves from such unpredictability (Deresky, 2017). To prevent misunderstandings, visitors may anticipate precise and explicit communication in settings with a high degree of uncertainty avoidance. Guests from cultures with a high degree of Uncertainty Avoidance may experience unease if they misinterpret "pain noir" as burnt toast. This is because they might perceive this as a deficiency in the provision of service, which would be caused by a lack of straightforward communication. Staff training on how to identify and accommodate cultural expectations through the use of precise, unambiguous language and pre-action comprehension verification can notably elevate the visitor experience by showcasing attentiveness to their expectations and comfort levels (Hofstede, Hofstede, and Minkov, 2010).
What: Per Hofstede's cultural dimensions, the training programme will incorporate modules on cultural awareness to assist personnel in comprehending and adjusting to the varied cultural expectations of customers. Additionally, this course will encompass Hall's notions of high-context and low-context communication in order to provide staff members with the necessary tools to communicate effectively in diverse cultural environments. Developing language proficiency will centre on acquiring practical vocabulary and phrases in prominent languages that are frequently used by the hotel's clientele. The utilisation of interactive simulation and scenario-based exercises will augment skills in problem-solving and foster sensitivity in cross-cultural interactions by facilitating the application of these concepts to real-world scenarios.
Who: The hotel personnel, focusing on those who interact directly with visitors (e.g., front desk staff, concierge services, and F&B staff). By adopting this inclusive approach, it guarantees that all personnel, irrespective of their position, possess the essential competencies required to make a positive contribution to the passenger experience.
Where: Embedded learning will occur through the utilisation of the hotel's conference or training rooms to conduct in-house training sessions in a relaxed and familiar setting. By means of role-playing in actual service areas, this environment facilitates the practical implementation of acquired skills, leading to overcoming the divide within theoretical understanding and real-world implementation.
When: The implementation of the training programme will be carried out in phases, commencing with a detailed introductory session in the weeks to come, succeeded by additional classes and refresher courses. By employing this incrementally strategy, learning can be effectively incorporated into day-to-day operations, guaranteeing an easy adjustment to improved service standards.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	A framework for comprehending how experiences, including those associated with understanding other cultures in the hospitality industry, and which influence learning and personal development is provided by David Kolb's Experiential Learning Model. Kolb cited in Wijnen-Meijer et al., (2022) outlines the four stages of this model as follows: practical application, introspective observation, theoretical conceptualization, and deliberate experimentation. By adopting this perspective, I am able to engage in a discerning evaluation of my progressive comprehension of cultural sensitivity.
Concrete experience: At the outset, my personal encounter with cultural misinterpretations within the hospitality sector, exemplified by the "pain noir" incident, confronted me directly with the glaring truth regarding my prior deficiencies in cultural awareness and comprehension. The incident in question involving a linguistic misinterpretation not only revealed the difficulties innate in intercultural communication but also started a deep introspective voyage. 
Reflective observation: By means of introspective observation, I developed a profound sense of scepticism regarding my previous presumptions and prejudices, which led to an understanding of the intricate and nuanced nature of intercultural communication.
Abstract conceptualization: The reflection's abstract conceptualization entails recognising Hofstede's cultural dimensions as indispensable instruments for effectively navigating cultural subtleties within  hospitality. A better understanding for diverse guest preferences and communication styles results from an awareness of the significance of Power Distance, Individualism versus Collectivism, Masculinity versus Femininity, Uncertainty Avoidance, Long-Term versus Short-Term Orientation, and Indulgence versus Restraint (Hoftede, Hoftede, and Minkov, 2010).  Acquiring this understanding was crucial in recognising the importance of customising communication and service strategies to cater to the diverse expectations of international visitors, additionally improving their experience as a whole.
Active experimentation: Through the implementation of these insights, I have engaged in active experimentation, endeavoured to achieve more precise communication, and tried to verify knowledge in order to prevent misunderstandings. By adopting this method, as suggested by Christiansen, Branch, and Karmowska (2020),  I have not only enhanced my engagements with customers but also promoted a service environment that is more inclusive and considerate.
The process of increasing my cultural knowledge has been life-changing for me. It has taught me the importance of having empathy, patience, and a commitment to lifelong learning in order to provide pleasant experiences for guests. The relevance of cultural competency as a foundational component of excellence in the hospitality industry has been recognised as a result of being aware of the variety of the requirements and expectations of individual guests. This reflection, which is based on Kolb's model, stresses the continuous nature of learning and growth, drawing attention to the importance of adaptation and openness to different points of view in the hospitality industry, which is characterised by its rapid speed and widespread multiculturalism (Christiansen, Branch, and Karmowska, 2020).
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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