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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	[Cultural misunderstandings between employees as well as guests can often occur within the hospitality industry because of differences within language, customs, and beliefs. These misunderstandings can result within a negative experience for employee and the guest. These can damage the reputation of hotel. It is critical as an F&B employee to remain aware about all potential cultural misunderstandings and development of the necessary skills to prevent them from happening (Sametband, and Strong, 2013). 
I faced a scenario at which a cultural misunderstanding could take place between an F&B employee and a guest of hotel. During dinner service at the hotel restaurant a Chinese guest asks for the well-done steak. As an F&B employee, I interpret the request like a steak cooked thoroughly with no pink remaining. The guest from China, considers a well-done steak to be slightly pink within a center. When this steak is delivered a guest is dissatisfied with an overcooked steak and complains to the manager of restaurant.
The cultural misunderstanding in this scenario took place because of differences within custom. The meat in many Chinese cultures is typically cooked for the shorter period, leaving the slight pink within a center, whereas in Western cultures nation well-done is considered cooked without the pink. The language barrier may have contributed to misunderstanding. The Chinese guest may have utilized the term well-done as the English may not be appropriate enough to specify the doneness level they prefer (Sametband, and Strong, 2013).
To prevent from cultural misunderstandings in the future there is requirement to develop as well as improve different skills with necessary behavioral changes. This is critical to have strong skills of communication particularly dealing with guests from different types of cultural backgrounds. Appropriate level of conversation and clarification about the guests' preferences can avoid misunderstandings. In this scenario, I could have preferred to ask the guest to describe the desired doneness level for the steak and ensure that all anticipations are met.
I am required to have an appropriate understanding about different cultures, customs, and anticipations whenever it comes to food. Development of cultural competence can support to estimate and avoid potential misunderstandings. Whenever I had knowledge about the Chinese food customs then I would have been capable to recognize that well-done may have a different meaning for the guest.
An important skill is identified as the active listening. Through actively listening to the requirements and preferences of guest I can ensure that all anticipations are met and all potential misunderstandings are avoided. If I had actively listened to the request of guest's and asked for clarifying questions then I could have avoided overcooking this steak.
Furthermore, am required to be open-minded as well as adaptable to all cultural preferences and willingness to learn with emphasis to adapt accordingly (Shahid et al., 2013). As an F&B employee, I need to remain calm as well as professional even in conditions where there is a potential misunderstanding. In these types of scenarios, I could have apologized to guest and offer to bring a new steak cooked according to their liking, and taken responsibility for mistake]
References:
Ishida, T., 2020, August. Effect of Cultural Misunderstanding Warning in MT-Mediated Communication. In Collaboration Technologies and Social Computing: 26th International Conference, CollabTech 2020, Tartu, Estonia, September 8–11, 2020, Proceedings (Vol. 12324, p. 112). Springer Nature.
Sametband, I. and Strong, T., 2013. Negotiating cross-cultural misunderstandings in collaborative therapeutic conversations. International Journal for the Advancement of Counselling, 35, pp.88-99.
Shahid, S., Durey, A., Bessarab, D., Aoun, S.M. and Thompson, S.C., 2013. Identifying barriers and improving communication between cancer service providers and Aboriginal patients and their families: the perspective of service providers. BMC Health Services Research, 13, pp.1-13.

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

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
[Cultural misunderstandings between employees as well as guests can often occur within the hospitality industry because of differences within language, customs, and beliefs. These misunderstandings can result within a negative experience for employee and the guest. These can damage the reputation of hotel. It is critical as an F&B employee to remain aware about all potential cultural misunderstandings and development of the necessary skills to prevent them from happening (Redick et al., 2013). 
I faced a scenario at which a cultural misunderstanding could take place between an F&B employee and a guest of hotel. During dinner service at the hotel restaurant a Chinese guest asks for the well-done steak. As an F&B employee, I interpret the request like a steak cooked thoroughly with no pink remaining. The guest from China, considers a well-done steak to be slightly pink within a center. When this steak is delivered a guest is dissatisfied with an overcooked steak and complains to the manager of restaurant.
The cultural misunderstanding in this scenario took place because of differences within custom. The meet in many Chinese cultures is typically cooked for the shorter period, leaving the slight pink within a center, whereas in Western cultures nation well-done is considered cooked without the pink. The language barrier may have contributed to misunderstanding. The Chinese guest may have utilized the term well-done as the English may not be appropriate enough to specify the doneness level they prefer (Bompa, and Buzzichelli, 2019).]
Training plan (Why/What//Who/Where/When):
[To prevent from cultural misunderstandings in the future there is requirement to develop as well as improve different skills with necessary behavioral changes. This is critical to have strong skills of communication particularly dealing with guests from different types of cultural backgrounds. Appropriate level of conversation and clarification about the guests' preferences can avoid misunderstandings. In this scenario, I could have preferred to ask the guest to describe the desired doneness level for the steak and ensure that all anticipations are met.
I am required to have an appropriate understanding about different cultures, customs, and anticipations whenever it comes to food. Development of cultural competence can support to estimate and avoid potential misunderstandings (Allen, Coggan, and McGregor, 2019). Whenever I had knowledge about the Chinese food customs then I would have been capable to recognize that well-done may have a different meaning for the guest.
An important skill is identified as the active listening. Through actively listening to the requirements and preferences of guest I can ensure that all anticipations are met and all potential misunderstandings are avoided. If I had actively listened to the request of guest's and asked for clarifying questions then I could have avoided overcooking this steak.
Furthermore, am required to be open-minded as well as adaptable to all cultural preferences and willingness to learn with emphasis to adapt accordingly. As an F&B employee, I need to remain calm as well as professional even in conditions where there is a potential misunderstanding. In these types of scenarios, I could have apologized to guest and offer to bring a new steak cooked according to their liking, and taken responsibility for mistake.]
References:
Allen, H., Coggan, A.R. and McGregor, S., 2019. Training and racing with a power meter. VeloPress.
Bompa, T.O. and Buzzichelli, C., 2019. Periodization-: theory and methodology of training. Human kinetics.
Redick, T.S., Shipstead, Z., Harrison, T.L., Hicks, K.L., Fried, D.E., Hambrick, D.Z., Kane, M.J. and Engle, R.W., 2013. No evidence of intelligence improvement after working memory training: a randomized, placebo-controlled study. Journal of Experimental Psychology: General, 142(2), p.359.


















	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	[In today’s time of highly globalized world there has seen a significant growth within the past few decades. There is an improvement in number of people travelling for leisure and as a student pursuing the degree within hospitality management (Niati, Siregar, and Prayoga, 2021). I have identified and realized the critical role that cultural awareness plays within the industry. I will utilize in this self-reflection the Gibbs model to critically reflect on the understanding about significance of cultural awareness in the industry of hospitality. 
Description: I possessed initial understanding about cultural awareness within the hospitality industry was limited. I had a basic level of understanding about different types of cultures and customs. I did not fully grasp an impact it has on the entire industry. I progressed through different studies as well as had an important opportunity to work within the industry and level of understanding evolved. I came to learn that cultural awareness is all about knowing the customs with traditions of different cultures which is about understanding as well as respecting different values, beliefs, and attitudes. 
Feelings: As I started to understand the significant of cultural awareness within the hospitality industry and I had mixed feelings. I was excited to learn more for different types of cultures and how these shape the industry. I was apprehensive for own cultural biases and I would be capable to effectively navigate the different cultural landscape of industry. 
Evaluation: As an effective outcome of the experience, I have learned the great deal for significance of cultural awareness within the hospitality industry. I have identified that cultural competency is critical to ensure success and sustainable operations of business within the industry. Hospitality professionals through enough awareness and respecting different types of cultures can provide the more personalized as well as authentic experience for guests (Mitra, 2016).
Analysis: I have come across different examples with support of studies as well as work experience with the impact of cultural awareness within the hospitality industry. For example, I worked at a hotel in which majority of the guests were from China. The hotel had employed Mandarin-speaking staff and customized all menus and amenities to cater the cultural preferences of every Chinese guest. 
Conclusion: In the limelight of the discussion, it can be concluded that level of understanding about cultural awareness within the industry of hospitality which has greatly evolved over the time. There is important to realize the critical role in relation to providing the personalized as well as authentic experience for every guest and the impact has on the businesses success within the industry. As a future hospitality professional, I recognize the necessity for regular level of learning with development within the area to effectively navigate the different cultural landscape about the industry and provide exceptional facility to every guest.
Action Plan: I will continue to seek actively different opportunities to learn for many cultures and improve the cultural competency. There is requirement to ensure a conscious effort to confront the own biases with constantly challenge them to provide an inclusive as well as welcoming environment for every guest (Higgins, 2016). I will encourage with promotion of cultural awareness with sensitivity in group and workplace because I believe it is critical for success of hospitality business within today’s globalized world.]
References:
Higgins, J.P., 2016. Smartphone applications for patients' health and fitness. The American journal of medicine, 129(1), pp.11-19.
Mitra, A., 2016. Fundamentals of quality control and improvement. John Wiley & Sons.
Niati, D.R., Siregar, Z.M.E. and Prayoga, Y., 2021. The effect of training on work performance and career development: the role of motivation as intervening variable. Budapest International Research and Critics Institute (BIRCI-Journal): Humanities and Social Sciences, 4(2), pp.2385-2393.









	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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	References (no screenshots):
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The benefits of multilingualism

* Multilingualism promotes cultural awareness with
understanding.

* Understanding the language and culture of guest can
support to the more personalized as well as inclusive
experience.

* Speaking multiple languages can support the hotel
staff to adapt the different preferences of guests
from many backgrounds.

* Language and culture are intertwined at close level
multilingual can improve conversation and link with
guests (Jehanzeb, and Bashir, 2013).

* The capability to understand as well as
accommodate different types of cultures can
improve the satisfaction of guest
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The importance of language awareness skills

+ Language awareness skills are important for appropriate

communication (Darling-Hammond, 2015).

* These skills involve understanding about cultural norms with
communication styles.
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The importance
of language
awareness skills

Understanding about cultural etiquettes can
support to improve satisfaction of guest.

Development of strong guest relationship can
lead to return visits with recommendations.

Being aware about cultural customs can support
to develop positive interactions with guests.

Different types of cultures may have different
customs named as handshakes and eye contact.

Cultural awareness can improve the guest
experience at a hotel (Glanz, 2014).
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The benefits of
multilingualism

* Capability to converse within the guest's
native language develop a more welcoming
environment.

+ Improvement of trust as well as rapport
with guests which lead to positive reviews
and business.

+ Development of a personal link with
guests, making them feel valued as well as
appreciated.

* Facilitation of smoother check-in procedure
and improvement within the experience of
guest (Bernhardt, 2017).

+ The valuable skill for hotel employees
particularly for international guests.
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The benefits of
multilingualism

* Multilingual staff can support to improve efficiency
in hotel

* These can assist with reservations, calls on phone
and inquiries of guest within different languages

* It minimizes the requirement for translation facilities
or additional staffing

* This saves time with sources for the hotel

* Guests from different nations and languages can be
catered effectively (Mujika et al., 2018)]
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