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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	During my placement at the Ibis Nottingham Centre hotel, I observed a cultural misunderstanding between a Spanish guest and an English-speaking food and beverage team member. This happened one evening during dinner in the hotel restaurant.
The guest seemed frustrated as he was trying to order a bottle of Rioja wine for his meal. The waiter did not seem to understand what type of wine the guest wanted. The guest had a strong Spanish accent and was not familiar with the wine list options, as the waiter only spoke English, so they struggled to understand one other. The waiter repeated the wine list options louder and louder, causing the tension.
Reflecting on this experience, I realized cultural misunderstandings like this one can quickly occur in hospitality when there are language problems between guests and staff. Even though English is widely spoken and often seen as the industry's common language, we cannot guess all guests are comfortable communicating complex words in English. Many guests still strongly prefer to converse in their native language, especially for delicate or intricate conversations like ordering wine, sharing a complaint, or discussing a special occasion. Hosie (2007) explains in his analysis of tourist language needs that hospitality staff speaking even a few words or phrases of a guest's native tongue demonstrates respect for their culture and individuality. It shows an effort to understand the guest's perspective and meet them where they are most comfortable. This thoughtful effort to communicate in the guests' preferred language can lead to higher satisfaction, loyalty, and positive word-of-mouth for the hotel (Hosie, 2007). However, if staff cannot speak the guest's language, misunderstandings and tensions can quickly arise, as I reported with the Spanish guest and English-speaking server struggling to understand each other when ordering wine. The guest may feel ignored, trivialised or even insulted if their request is not understood (Tarrant, 2018). Meanwhile, the staff member may feel overwhelmed and unsure of how to gracefully resolve the problems. (Smith and Johnson, 2019). Enhanced language skills and cultural training can help avoid or defuse these situations.
To avoid  misunderstandings in the future, I need to improve my foreign language skills in languages like Spanish, French and German and many more languages, which are common among our hotel guests. Hotels could also provide native language menus and wine lists for common guest languages (Nedeklko and Brzozowski, 2020). Additionally, remain patient, calm, and empathetic if communication difficulties arise rather than raise my voice or show frustration. With enhanced language skills and cultural sensitivity, I can help prevent and smoothly resolve any cultural or language-based misunderstandings. This will lead to a better guest experience.
References:
Hosie, P. (2007) Meeting the needs of tourists as language learners. Tourism and Hospitality Research, 7(3-4), pp.242-254.
Nedeklko, Z and Brzozowski, M. (eds) ‘Recent advances in te roles of cultural and personal values in organizational behaviour in Ordóñez de Pablo, P. (2020) Advances in Human Resources Management and Organizational Development Book Series. Hershey: IGI Global.
Smith, J., and Johnson, R., (2019). Using Gibbs' Reflective Cycle in Hospitality Management Education. Journal of Hospitality Education, 36(2), 123-136.
Tarrant, C. (2018). UK hotel industry — market restructuring and the need to respond to customer demands. Tourism Management, 10(3), pp.187–191.



References:










	
Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) 
During my placement at the Ibis Nottingham Centre Hotel, I found a cultural misunderstanding between a Spanish guest and an English-speaking employer in the restaurant. The guest was trying to order a bottle of Rioja wine to accompany his meal but struggled to communicate this desire clearly due to his strong Spanish accent and unfamiliarity with the wine list. The server only spoke English and kept repeating the wine options louder and louder, which increased tensions. The language barrier meant neither could understand the specifics of what the other was trying to convey about the wine order. This caused visible frustration and dissatisfaction.
Training plan (Why/What//Who/Where/When):
Why: To prevent and resolve cultural misunderstandings due to language barriers
What: Training on cultural awareness, basic Spanish phrases, and service recovery skills
Who: All hotel restaurant and bar staff
Where: Hotel training room
When: Initial three sessions in February, refresher module in May
The training will cover topics like common guest cultures, basic Spanish phrases for hospitality contexts, techniques for remaining calm and resolving issues when language barriers cause misunderstandings, and available hotel resources to assist with communication.
The goal is to equip staff with the skills and knowledge to proactively prevent or smoothly resolve cultural and language-related misunderstandings through enhanced cultural awareness, foreign language abilities, and service recovery techniques.
Training Proposal: Preventing and Resolving Cultural Misunderstandings
Prepared for: Ibis Nottingham Centre Hotel Management
Overview Recent observations during my placement at the Ibis Nottingham Centre indicated there are opportunities to enhance how staff handle cultural misunderstandings with guests (Maheshkar and Sharma, 2018). This plan outlines a training program to equip all hotel staff with the skills to proactively prevent and gracefully resolve any cultural or language-related tensions that arise with guests.
Training Objectives After completing the training program, staff will be able to:
· Recognise potential cultural/language barriers with guests
· Use basic phrases in guest languages to enhance communication
· Apply patience and empathy when difficulties come.
· Appropriately involve other staff or resources to resolve problems.
Training Modules
1. Cultural Awareness:
· Overview of crucial guest demographics, cultures and languages
· Discussion of potential communication difficulties or misunderstandings
1. Phrase Learning:
· Essential words and phrases in crucial guest languages for greeting, explanations, apologies, etc.
· Role-play exercises to practice language skills
1. Service Recovery:
· Techniques to remain calm, patient and empathetic with frustrated guests (Grandey et al., 2015).
· Approaches to smoothly resolve or escalate issues
1. Resources:
· Overview of hotel resources like translated menus, language identification guides, and interpreter access (Ushakov et al., 2020).
1. Ongoing Advice:
· Opportunities to practice skills and share feedback
· Manager check-ins and mentoring during service
Implementation Timeline & Evaluation
· Initial sessions delivered over three weeks
· Pre- and post-training surveys to evaluate progress (Ineson et al., 2011)
· Observation and coaching during service
· Refresher modules are delivered quarterly
With training focused on cultural awareness, language skills, and service recovery, hotel staff will be equipped to prevent and resolve any cultural misunderstandings or language barriers with guests. This will help to smoother, more satisfactory guest experiences.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Reflecting on Developing Cultural Awareness in Hospitality
This reflection examines how my understanding of cultural awareness in hospitality has evolved throughout my university studies and work placement. I will use Gibbs’ Reflective Cycle (1988) as it gives clear stages for reflective writing (Gibbs, 1988).
Feelings
 Initially, I did not fully understnd just how crucial cultural awareness is within the hospitality sector. I naively thought that as long as I provided consistent, high-quality service with a friendly attitude, it would be enough to satisfy guests from any cultural background. I did not understand how a lack of cultural understanding could impede positive interactions and guest satisfaction. During my work placement, I felt completely inexperienced and out of my depth when faced with real-world cultural misunderstandings, like the incident between the Spanish guest and an English-speaking waiter struggling to communicate about the wine order. This was the first time I noticed a language and cultural barrier preventing successful hospitality service. I felt wholly underqualified for work in such a diverse, multicultural industry in those moments. 
Evaluation 
Looking back with hindsight, I can now clearly evaluate that I lacked sufficient cultural awareness, education and training earlier in my hospitality studies to be truly prepared for this industry. Given the incredibly international nature of the hospitality sector, staff will inevitably serve guests from vastly different countries, languages, religions, values systems, and more at almost any hotel or restaurant worldwide. By not proactively educating myself on cultural perspectives outside my English-speaking Western upbringing, I was unprepared for the reality of cross-cultural miscommunications (Smith and Johnson, 2019). I could not adequately meet diverse guest needs when problems arose, leaving them unhappy.
Analysis
 Analysing further, I now understand the root causes of my initial lack of cultural awareness were problematic assumptions and oversight on my part. I falsely and naively assumed that quality service could transcend cultural barriers. I thought hospitality skills alone would be enough for positive interactions, overlooking the need for knowledge and sensitivity and sent intentionally nationally. Deery and Jago (2010) reports in their analysis of talent management in hospitality that cultural awareness training is vital in hospitality education to confront ethnocentrism and fully prepare graduates for the reality of diverse workplaces and guests (Deery and Jago, 2010). 
Action Plan
Moving forward, I will proactively continue building cultural knowledge and awareness. I will seek out staff at my hotel who can mentor me in areas like language skills and etiquette. I will also ask about any training programs on cultural topics. Readings like Yi et al. (2021) can provide more insights into effective artistic training design (Yi et al., 2021). Outside work, I will remain open-minded and curious about other cultures. The ability to connect cross-culturally is a lifelong endeavour in this industry.
By developing cultural awareness through ongoing education, training and experiences, I can become genuinely hospitality-ready and help create welcoming environments for diverse guests. This will help both my career and overall worldview.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Benefits of Multilingualism
Having multilingual staff who can communicate with guests in their native languages gives ample benefits for hotels. It greatly improves communication with diverse guests who feel more comfortable and satisfied conversing in their language, especially for complex or nuanced conversations (Mansour Ghazi, 2018). This enhanced guest experience leads to higher satisfaction and loyalty (Iqbal, 2022). Multilingual staff also provide a competitive edge over hotels with monolingual staff. Furthermore, team members who demonstrate language abilities have more opportunities for career advancement into roles like specialist representatives for global regions. Investing in multilingual training and hiring multilingual staff generates good feedback for hotels on many levels.
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Spanish Language Facts
With over 500 million native speakers, Spanish is the second most spoken language globally. It originated in Spain but is now the official language across Latin America as well. The similarities between Spanish and English vocabulary make it one of the easier languages for native English speakers to learn. Spanish shares Latin roots with other Romance languages like French and Italian (J. Turner, 2020). The phonetic pronunciation and consistent grammar rules also help English speakers build proficiency in comprehension and speaking. As a globally influential language, Spanish is a strategic secondary language for those working in hospitality to learn to better serve this large demographic of guests.
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Spanish Business Etiquette
Understanding cultural norms for professional interactions is key for effective communication in Spanish. Use the formal pronoun "usted" when addressing business colleagues and guests, as informality can be perceived as disrespectful. Arrive punctually for meetings, as lateness is considered rude (Whittaker, 2021). Greetings like a light handshake or smile are preferred over jumping straight to business discussions. Maintain a non-confrontational, relationship-focused tone during negotiations. Avoid raising voice or cornering others. Demonstrating knowledge of these subtle etiquette rules helps build trust and rapport with native Spanish-speaking professionals and guests.
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Spanish Examples
Having a few key Spanish phrases can greatly enhance interactions with guests. For instance, warmly welcome them by saying "Bienvenido al hotel" or literally "Welcome to the hotel." Wish them an enjoyable stay with "Que disfrute su estancia." Finally, politely offer assistance by asking "Cómo puedo ayudarle?" or "How can I help you?" Even just minimal Spanish vocabulary allows staff to make positive connections and meet basic guest needs.
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Conclusion
Multilingualism provides immense value for hotels looking to improve guest satisfaction and competitive advantage. Spanish in particular, with its huge global footprint, straightforward grammar, and cultural nuances, is a strategic language for hotels to invest in. employing multilingual staff and providing language training allows hotels to better serve diverse guests, understand cultural norms, and build loyalty (Tarrant, 2018). Implementing a multilingual approach generates countless benefits for hotels seeking to thrive in today's globalised world.
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Spanish Language Facts

* Native to Spain and Latin America
» 500 million native speakers globally
» Relatively easy for English speakers to learn
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Spanish Business Etiquette

. Use formal address
. Punctuality is important
- Avoid confrontational tones
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Spanish Examples

"Bienvenido al hotel" = "Welcome"
"Que disfrute su estancia" = "Enjoy your stay"
"Como puedo ayudarle?" = "How can | help?"
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Conclusion

Knowing guest languages improves service
« Understanding cultural norms shows respect
- Spanish is a useful language to learn
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Benefits of Multilingualism

» Improves communication with diverse guests
» Enhances guest satisfaction and loyalty

* Provides competitive advantage

* Opens career opportunities





