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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection

Weighting: 25%

	Cultural misunderstanding is a challenge in the case of the F&B industry. As an employee in a similar industry, I have faced such issues while working. I can remember an incident where a Chinese couple came to the hotel for the purpose of stay. However, the couple was proficient in speaking English although Chinese was their native language. In this scenario, the main challenge occurred when the Chinese couple came for the breakfast buffet on the very next day. All the items were presented over there along with their names written on them. The names of the items were written in English and the ingredients were also written in English. The Chinese couple was capable of speaking English however, they were not aware of written English hence; they were incapable of understanding the ingredients of items. The couple was vegan hence; they wanted vegan food options over there.
The issue was resolved when the couple asked for guidance from the employees. I was present there and helped the couple to understand the ingredients of the item. I have provided them with information related to the menu of the breakfast buffet. Vegan items were served to the couple in accordance with their preference. This incident has created a bit of frustration among the Chinese couple. They felt like their culture was not included in the hotel as the hotel was providing all the information in British English. Cultural misunderstanding due to language has been reflected in this situation. After the incident, the manager has decided that all of the food items must have vegan, vegetarian or non-vegetarian signage from now on. So that, all of the guests can feel included. Customer satisfaction can also be achieved with the help of the utilisation of signage in the food items to understand the ingredients.
The manager of the organisation has decided to include more employees from different cultures so that they can meet the needs of the guests from different countries. In addition to that, the manager initiated cultural training for all of the employees present in the organisation so that they could learn about the different cultures. Strong cultural knowledge among individuals can be developed based on cultural training. Respect towards different culture can also be improved in cultural training (Kim, 2020). 
In accordance with the incident, I have understood that I need to improve my foreign language skills so that it can help me in my career in the hospitality industry. Learning a foreign language can help to improve communication with guests (Jhaiyanuntana and Nomnian, 2020). I will be capable of communicating with the guest in their native language. Utilisation of the native language is responsible for providing the guests a welcoming feeling. Besides that, the linguistic needs of international customers in the hotel industry can easily be achieved by learning of foreign language (Harrison et al., 2020). International guests also appreciate their language hence positive environment for the guest can be developed. Up-selling and cross-selling are possible in accordance with the utilisation of different languages. Explaining the menu and ingredients to the guests will be possible based on foreign language. Besides that, it is also helpful to earth the creation of a positive environment for employees coming from different cultural backgrounds.
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Component 2: Training Plan 

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Cultural misunderstanding refers to the situation where two or more individuals speak same language however; they are unable to get the same meaning. This is reflected due to the variations in the culture of individuals (Aririguzoh, 2022).
Training plan (Why/What//Who/Where/When):
Why: The training can be helpful to minimise the cultural misunderstanding between the guests and staff in hospitality industry.
What: Training will be provided to improve the knowledge of the employees regarding cultural awareness.
Who: Staffs of Britannia International Hotel will receive the training.
Where: The location will be the hotel premises.
When: It will be conducted in the month of March.
Training objectives
In accordance with the above situation, I think that a cultural awareness training plan is required for the improvement of the knowledge among staff. The training objective will be to improve the understanding of cultural diversity. Common cultural traditions and norms of international guests must be explored in this training. The hotel can provide basic training for the key languages that are spoken by the client base of the hotel (Ushakov et al., 2020). Common and essential phrases can be included in the training for the improvement of the communication of staff in the hotel. In addition to that, cultural sensitivity training must be provided in this situation. This can be responsible towards the eradication of cultural misunderstanding as well as stereotypes. Improvement of customer service skills can be reflected in accordance with the adaptation of this training. Language barriers between the guests and the staff in the hotel can be minimised in this scenario (Ma et al., 2020). Interpersonal skills among the staff of the hotel can be developed in this scenario. Besides that, it will also be responsible towards the improvement of team building. 
Training methods
Workshops and seminars can be conducted for the improvement of cultural awareness. Language skills can be improved through the help of the offering of different language courses. The hotel can also provide online resources to employees so that they can learn about the commonly spoken language in the hotel. Besides that, language exchange programs can also be initiated in the hotel for the improvement of different knowledge among them. It can also adopt role-playing exercises for real-life situations just like the above. Improvement in communication skills of employees can be possible through the help of role-playing exercises. Online quizzes and assessments can be used in this scenario to improve cultural competency among employees. The hotel can also initiate cultural events and celebrations. This can provide sufficient knowledge to staff related to different cultures.
Training strategies
A training strategy that can be utilised is culturally sensitive communication. All the staff must be engaged in effective communication which can manage diversity. Understanding global culture is also required hence, staff can be provided with different language knowledge. Promotion of good manners among staff in the organisation is required during the training session. Respectful behaviour towards the guest can also help them to achieve satisfaction during their stay in the hotel (Dmitrieva et al., 2020). Traditional holidays of foreign clients and colleagues can be celebrated in the hotel for the improvement of cultural awareness. This can help the guests to feel included in the hotel. For example, I have started to gain knowledge about the ethnicity of guests staying in the hotel and include their traditional menu in the breakfast buffet. This can help to eradicate language barriers and cultural differences.
Evaluation and feedback
Feedback on the improvement of cultural awareness among staff can be understood through the help of surveys and feedback forms. In this scenario, guests can be provided with feedback forms related to the language proficiency and cultural efficiency of employees in the hotel. Thereafter, they can provide relevant information about the areas of improvement that is needed among staff. Assessments and observations are also required for the understanding of the improvement of knowledge among employees in the organisation.
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Component 3: Student Self-Reflection

Weighting: 25%

	I can use Kolb’s reflective model to evaluate the understanding of the importance of cultural awareness in the hospitality industry. There are four stages in Kolb’s reflective model and they can be regarded as concrete experience, reflective observation, abstract conceptualization and active experimentation (Morris, 2020). In accordance with my concrete experience, I have faced several challenges over the years in this industry due to language barriers. I have worked as a kitchen porter, laser centre, and linen porter as well as C&E assistant and team leader along with HSK supervisor over the last 5 years. This has provided me with several opportunities to interact with International guests on a daily basis. Language barrier has become a main issue in case of communication with them. I have realised over the years that it is also a bit disrespectful to the guest as I was unable to understand their situation.
In the case of reflective observation, I have realised that I could understand basic words of different languages. However, I was unable to understand a complete sentence of the guests. Better practice in language was required in this situation. At first, I thought that understanding a foreign language was important to communicate with the guest.  With the passing of time, I have realised that learning a foreign language is not only important for communication but also required for showing respect to the guests. It can make them feel comfortable and customer satisfaction can be achieved. Besides that, I have also realised that knowledge of foreign languages is as important as the knowledge of the culture of different guests.
With the Abstract conceptualization stage, I have improved my knowledge regarding the importance of cultural awareness. This is important towards the enhancement of the customer service. Personalised services can be provided to the guest in accordance with their cultural backgrounds (Lam et al., 2022). Meeting the needs and preferences of guests is possible through the help of understanding their culture. Positive guest experience can be provided in this scenario. This is also helpful towards the minimising of cultural misunderstanding. The language barrier between the guest and the employee can be eradicated with the help of the development of cultural awareness. Better communication among them can be initiated in this situation. Employees can develop cultural sensitivity knowledge. 
I have learnt that avoiding cultural mishaps is possible in accordance with the knowledge of different ethnicities and cultures. In sensitive behaviour among employees can be eradicated in the scenario. Cultural taboos and Customs can also be understood in case of improvement of cultural awareness (Irwin, 2020). This is helpful towards building trust with the guests from different backgrounds. It is helpful for increasing the loyalty among guests and repeat business in the organisation. A positive workplace can also be developed with the help of cultural awareness training among staff.
In accordance with active experimentation, I have used my knowledge to create a better experience for guests in the hotel. For example, we have arranged the La Tomatina festival for Spanish guests.  Nearly 20 Spanish people were visiting our hotel and we have arranged this festival for them to celebrate. All the staffs in the organisation have also participated so that the guests can feel included. 
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Component 4:Training Presentation

Weighting: 25%
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