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INTRODUCTION

The role of language is very crucial for every sector organisations as it helps them grasp the subtleties of communication which might be lost in translation. The deeper understanding of language can help an individual or organisations for communicating more effectively from people who belongs to distinctive cultures. Whereas cultural awareness involves understanding that how people acquire their cultures and culture’s essential role in personal identities, ways of life, as well as mental and physical health of communities or individuals. The following portfolio will provide a professional reflection on cultural misunderstanding, a training plan on the basis of reflection and a student self-reflection. 
MAIN BODY

Component 1 – Professional reflection 
Cultural misunderstanding can be considered as a main reason behind the organisations facing different challenges, issues or obstacles. The food and beverage department is mainly responsible for making sure that the guests must have delightful dining experiences. The employees of food and beverage sector might have higher possibilities of experiencing cultural misunderstandings with hotel guest (Umarova, 2021). For describing that how these cultural misunderstandings can take place following information can be taken into consideration. As I have a working experience of being a customer support manager at Hilton, I can describe some major experiences of my working journey that are relevant with cultural misunderstanding. The experiences of cultural misunderstandings with hotel guests have been mentioned below: 
Language barriers: a Japanese guest arrived at the hotel restaurant who speak limited level of English, the staff members of food and beverage department, initially performs their communication in English. The guest chose to order a dish from the menu card, but because of language barriers the serving staff misunderstood the request (Yang, Cheung, and Li, 2022). As a result of which the guest received a meat based dish instead of the vegetarian option chosen by him. 

Etiquette and dietary preferences: vegetarianism in Japan is less common as compared to the western countries, because of which the guest assumed that the server has understood their dietary preference. Whereas, the serving staff member, being unaware of cultural nuances has assumed that the guest was wanting a meat dish. This scenario further resulted in unsatisfied, uncomfortable and disappointed. 
Gestures and nonverbal communication: the guest of Japan also tried to tell their preference using some hand gestures, but the serving staff misinterpreted them. Also, because the server was unware about the Japanese customs, he did not know the significance of specific gestures. 
Service recovery: However, the guest was polite but he visibly seemed disappointed. They did not complaint directly and me being the manager of support staff at food and beverage team, I noticed the scenario happening and he intervened. Then the staff members politely apologised to their guest while offering them a replacement dish and making sure that there order will be correctly served. 

In order to reflect upon the scenario I must state that this case and inconvenience took place because of some major issues and inadequacy of team members which were discussed in meetings and the team has a discussion about this incident during the shift debrief, this also involved a discussion and understanding for the importance of cultural sensitivity and effective communication (ÓhÉigeartaigh et al., 2020). Also, on the basis of my own observations, I must state that it’s important for me to develop some of the major skills like, observing, communicating, negotiating, and confirming in order to ensure an avoidance for occurrence of such scenarios in the coming the future. 
Component 2- Training plan 

On the basis of above scenario it have been identified that it is important for the hotel management to conduct a hotel staff training plan which clearly ensures that all the employees are equipped and well trained for dealing the occurrences of similar situations in the coming future. The hotel management took an effective decision for conducing training sessions for providing the employees with cultural training for all the staff members (Abdurashidovna and Xemrayevna, 2022). Also, as per my hotel placement at Premier Inn London Hammersmith. I must reflect upon a training plan to avoid such scenarios in coming future. This training plan is initially aimed towards avoidance of such mistakes in the coming future and to deal with such scenarios in an effective manner. 
The training plan of hotel includes a proper schedule of frequent meeting sessions for guiding the staff members with learning and acknowledgement. Firstly, it have been made sure that the employees will be provided with increased cultural intelligence that involved a basic and brief knowledge about the cultures, beliefs, preferences and etiquettes of distinctive nations. However, these will only be performed for a set of chosen countries which were opted on basis of majority of tourists who belonged to the nations. Further, the training plan also involves providence and development of language skills which mainly focussed upon improvising the language skills of staff members. Again, the development of language skills will be limited to some of the common guest languages as it is crucial for the staff members to know the basic terms of other languages (Markey et. al., 2021). This ensures a better communication, connectivity and understanding between the staff members and visitors. Also, with the help of these learning and understanding of language and cultures, the staff members including servers will be able to understand the reactions, statements or signs conveyed by the guests visiting their organisation Premier inn. Also, the training plan involves several ways to train the staff members for having a certain level of empathy and being empathetic or attentive might benefit the organisation to avoid misunderstandings (Voevoda, 2020). Also, this training plan is majorly aimed towards providence of satisfactory and effective guest experiences. 
Component 3- student self-reflection 

Gibbs reflective cycle is a structure that particularly helps individual to describe their learning experiences. This mainly offers a framework for performing an examination of the experiences including six different stages. Following is the implementation of Gibbs reflective model in relevance with my own experience as a student. 
Description: the project working was based upon enhancement of learning and acknowledgement about the importance of cultural awareness within the hospitality industry. Also, the portfolio was all related with study of cultural awareness and the role of languages in the industry (Adeani, Febriani and Syafryadin, 2020).  Including a description of a relevant scenario, the learning and understanding have been made more easy, relevant and understandable. 
Feelings: for describing my overall feelings, I must state that I have experienced mixed feelings while completing this project (Markkanen et al., 2020). As when the project work started, I did not had better knowledge about the true meaning and importance of language and cultural awareness. I thought that this is a boring topic and I felt nervous to study with others for a topic which I have zero knowledge and interest in. but, later on I managed to encourage myself as my interest built for the topic. This has helped me to feel confident and acknowledged enough for completing my working in an effective manner. 
Evaluation: To evaluate the working experience, I must state that my experiences included both negative and positive situations. For example, the project working somewhere lacked in timeliness, accuracy, team working communication and researching skills. But with increased efforts, consistency and dedication. I have managed to experience some positives also, like effectiveness, coordination, and many more. 
Analysis: to analyse my overall experience, I must state that the negative outcomes and experiences were a result of my in capabilities and inadequacy for putting consistent ad required amount of dedication towards my working. And the positive outcomes were a result of my dedication and continuous improvements which have specifically helped me to develop a greater level of understanding for the topic and subject area. 
Conclusion: For concluding about my experience, I must state that this has mainly helped me to understand the importance of cultural awareness within the hospitality industry. Also, I must say that my knowledge and understanding about cultural awareness has specifically grown over time. As an outcome of which, I have found this a beneficial experience for me and my growth. As this would play a beneficial role for me both in academic and professional journey. 
Action plan: this is the last stage of Gibbs reflective cycle which mainly states about the actions which will be taken by an individual in the coming future with the help of this experiences. I should state that I will utilise my knowledge and understanding about the topic within my academic journey and will put increased efforts for enhancing my knowledge in a deeper manner (Williams, Woolliams and Spiro, 2020). This will further help me to grab a job opportunity within hotel industry or F&B sector. Also, this experience will surely play a beneficial role for me to develop my understanding along with better experiences of growth. 
CONCLUSION

From the above portfolio, it can be concluded that foreign language and cultural awareness plays an essential role for business organisations as well as for the individuals who are working within the company. The report has involves a greater emphasis on a scenario of cultural misunderstanding. Along with a professional reflection on the scenario, developed training plan and a student self-reflection with an implementation of Gibbs reflective cycle. 
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This training plan presentation

have been planned with an aim to provide

the staff members and employees with

suitable and required set of training

essentials which will play a beneficial role

for them to understand cultural awareness

and guest management.
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My level 4 placement hotel was at Premier Inn in

London- Hammersmith. For which this training plan is to

be developed which ensures that all the employees are

nicely trained in dealing with similar situations in coming

future. The training plan will outline benefits of

multilingualism and the importance of language

awareness skills for hotel staff, while considering English

as a European language with details for the staff members

of Premier Inn Hotel.
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There are several cognitive and social benefits of multilingualism which have been mentioned below:

•

This helps to expand an individual’s mind and worldview

as when an individual learns a new

language, he or she also learns about different culture of the people and the way of speaking. This

helps to get a deeper awareness and helps to connect with others.

•

It facilitates meaningful experiences

learning of new language can help the staff members to

connect with the guests in a much better manner which lead to better and satisfactory experiences

for the visitors which is a main aim for the hotel industry organisations.

•

Enhancement of social skills

is the other important benefit of social skills as learning of new

languages helps individuals to understand other people’s belief, values, opinions that are different

from others. This can help the staff members to deal with other scenarios of cultural

misunderstanding in a better manner.

•

Reduces risk of mental decline and improves memory

•

This increases the employability

as it helps to manage and operate international settings while

working in organisations.

•

This opens doors to many other growth opportunities.
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In order to define the importance of

language awareness skills for the staff members in

hotel industry, it can be stated that this majorly

helps the staff members to perform effective

communication which in turn ensures that the

needs, wants, desires and expectations of guests are

clearly met and have been understood. When the

members of hotel staff perform communication in

effective manner with the guests then they show a

capability of providing personalised services,

address the guest concerns and develop a positive

experience.
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•

English

, is widely spoken modern European language,

this considered as a native language of UK, Australia,

Ireland, new Zealand and Canada. This is also spoken

at other parts of the world. Also, this serves as an

official and administrative language in different

nations.

• The language is accessible because of its widespread

use and availability of learning resources. However,

some consider this complex because of rules and spells.

This language can be spoken in polite manner.



[image: image8.emf]REFERENCES

Books and Journals

• ZOURGUI, M., 2021. English Diversity in Hotel Management. Revue Académique des Études

Sociales et Humaines, 13(6).

• Rababah, M., Al Zoubi, S., Al Masri, M. and Al-Abdulrazaq, M., 2021. Politeness strategies in 

hotel service encounters in Jordan: Giving directives. The Arab Journal for Arts, 18(1), pp.319-

340.

• Cenni, I., Goethals, P. and Vásquez, C., 2020. A cross-linguistic study of metacommunication in 

online hotel reviews. Intercultural Pragmatics, 17(4), pp.445-470.

• Sonawane, U., 2020. The Impact of Customers' Expectations on the Cross-cultural Marketing 

in the Hotel Hospitality Industry: A Comparative Study of the UK and India (Doctoral 

dissertation, Cardiff Metropolitan University).

• Hyde, P. and Ong, L.T., 2020. Understanding and assessing organizational behavior and 

performance in international hotels. Journal of Tourism and Hospitality, 9(5), pp.1-4.



[image: image9.emf]Thank You!


1

The benefits of multilingualism

There are several cognitive and social benefits of multilingualism which have been mentioned below: 

This helps to expand an individual’s mind and worldview as when an individual learns a new language, he or she also learns about different culture of the people and the way of speaking. This helps to get a deeper awareness and helps to connect with others. 

It facilitates meaningful experiences learning of new language can help the staff members to connect with the guests in a much better manner which lead to better and satisfactory experiences for the visitors which is a main aim for the hotel industry organisations.  

Enhancement of social skills is the other important benefit of social skills as learning of new languages helps individuals to understand other people’s belief, values, opinions that are different from others. This can help the staff members to deal with other scenarios of cultural misunderstanding in a better manner. 

Reduces risk of mental decline and improves memory 

This increases the employability as it helps to manage and operate international settings while working in organisations. 

This opens doors to many other growth opportunities. 





Multilingualism can be defined as a use of more than one language, either by an individual speaker or by a group of speakers. This is usually believed that the multilingual speakers outnumber the monolingual speakers in the global population.
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Example of European language

English, is widely spoken modern European language, this considered as a native language of UK, Australia, Ireland, new Zealand and Canada. This is also spoken at other parts of the world. Also, this serves as an official and administrative language in different nations. 

The language is accessible because of its widespread use and availability of learning resources. However, some consider this complex because of rules and spells. This language can be spoken in polite manner. 







For example, hotel staff members usually greets their guests with use of some polite phrases like “good morning sir, how may I assist you?”and “ thank you for choosing us” . However, avoiding eye contact and interrupting guests can be considered as rude and impolite behaviour of employees.
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The importance of language awareness skills for hotel staff

	In order to define the importance of language awareness skills for the staff members in hotel industry, it can be stated that this majorly helps the staff members to perform effective communication which in turn ensures that the needs, wants, desires and expectations of guests are clearly met and have been understood. When the members of hotel staff perform communication in effective manner with the guests then they show a capability of providing personalised services, address the guest concerns and develop a positive experience. 







This is further relevant with leading the business towards enhancement of customer satisfaction and development of loyal set of customers as well. 
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	This training plan presentation have been planned with an aim to provide the staff members and employees with suitable and required set of training essentials which will play a beneficial role for them to understand cultural awareness and guest management.
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Placement hotel 

	My level 4 placement hotel was at Premier Inn in London- Hammersmith. For which this training plan is to be developed which ensures that all the employees are nicely trained in dealing with similar situations in coming future. The training plan will outline benefits of multilingualism and the importance of language awareness skills for hotel staff, while considering English as a European language with details for the staff members of Premier Inn Hotel.
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