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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	The cultural misunderstandings in the hospitality industry can be complex and often subtle, having a significant impact on the clients’ experience. A personal example from this category took place in a hotel restaurant, during dinner, when I was offered the possibility to interact with an international client. As an employee in the drinks and food department, the cultural misunderstanding I confronted was linked in fact by the linguistic barriers and lack of knowing the specific cultural context of the client.
The situation appeared when a client from Asia ordered a certain kind of meal and because of the linguistic differences and wrong interpretation of the cultural gestures, I served a different meal in comparison with that which the client wanted. This mistake led to the client’s frustration and highlighted a gap in understanding and respecting cultural diversity by the hotel’s personnel.
Reflecting on this experience, it is obvious that cultural misunderstandings can have deep roots, not only in language but also in cultural norms and expectations. (Hofstede, 1980) underlined the importance of recognising and understanding the cultural dimensions, which influence individual behaviours and expectations in a global environment. It underlines the necessity of having cultural competencies in the hospitality industry, to navigate and handle efficiently the clients; diversity.
In addition, the concept of high and low cultural context, introduced by (Hall, 1976) is relevant for this scenario. It highlights how communication can vary significantly between cultures, where some of them are based upon explicit words, while others on context and undertones. This fundamental difference can be the source of many misunderstandings in interactions between employees and clients of different cultures.
(Trompenaars and Hampden-Turner, 2012) also offered a valuable perspective on how cultural dilemmas can influence interactions and decisions in an international business environment. They discussed the importance of reconciling opposing cultural values and finding a common terrain, an essential ability for anyone who works in such a diversified environment as the hospitality industry.
This personal experience shows a valuable lesson about the importance of empathy and adaptability in handling cultural differences in the hospitality sector. 
To improve the offered services and prevent cultural misunderstandings, it is essential to adopt a mentality of continuous learning. It means accumulating knowledge about various cultures and developing abilities of active listening and observation. By listening carefully and observing the non-verbal signs, we can identify better the clients’ specific needs and answer adequately, thus reducing the risk of a misunderstanding.
Also, it is important to admit and capitalise on the diversity inside an employee team. Employees of various cultural environments can offer unique perspectives and solutions to intercultural challenges, thus improving the experience of all clients.

References:
· Hall, E.T. (1976). Beyond Culture. [online] New York: Anchor Books. Available at: https://monoskop.org/images/6/60/Hall_Edward_T_Beyond_Culture.pdf.
· Hofstede, G. (1980). Culture’s consequences: International Differences in work-related Values. Beverly Hills: Sage Publications.

· Trompenaars, F. and Hampden-Turner, C. (2012). Riding the Waves of Culture: Understanding Diversity in Global Business 3/E. Mcgraw-Hill Companies, The.

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

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
In light of my personal experience and reflections on cultural misunderstandings which happened inside the hospitality industry, I designed a training plan dedicated to the employees of the Premier Inn hotel. The purpose of this plan is to equip the personnel with the necessary abilities to navigate successfully through the complexities of cultural interactions, thus ensuring a positive experience for all clients. This plan integrates new academic perspectives, improving our approach to developing intercultural competencies.
Training plan (Why/What//Who/Where/When):
Training Program Objectives:
The main objective is to improve understanding and handling of the cultural diversity within the hotel. It will be achieved by:
-	Developing cultural awareness and sensibility.
-	Improving abilities of intercultural communication.
-	Promoting intercultural communication adaptability.

Training Program Structure:
The training programme is structured into three key modules, distributed over four weeks:
Cultural Awareness: Inspired by (Milton Bennett, 1993) intercultural sensibility model, this module will explore the stages in which individuals recognise, understand and appreciate cultural differences. This helps their training and encourages personal and professional growth.
Communication and Acculturation: Based on (Berry, 2005) work about acculturation, the module will concentrate on developing abilities for efficient communication between cultures, underlining the importance of adapting and balancing our cultural values with those belonging to the cultures with which we interact.
Introduction to Cultural Intelligence: Inspired by the cultural intelligence concept described by (Thomas and Kerr Inkson, 2008), this module will train employees to develop and apply strategies of cultural adaptation, essential for handling various intercultural situations which they can meet.

Forming Methodology:
The programme will combine theoretical presentations with interactive workshops, role games and case studies, to offer a complex and applicated learning experience. The stress will be put on active participation and sharing experiences, thus facilitating a profound understanding of the discussed concepts.
To deepen and extend the impact of my training plan, I decided to add a part dedicated to the development of global perspective and self-consciousness. It refers to encouraging my colleagues to see the differences as well as the universal values which link us. In this context, I will organise sessions which stimulate personal reflection and self-evaluation, and each participant will be helped to understand better his prejudices and how they influence the interactions with clients and between us, as a team (Bennett, 2013).
Also, I will introduce intercultural feedback exercises, creating a safe space for experience exchange and open discussions about the provocations and successes met during interactions. This aspect will facilitate not only reciprocal learning but also continuous adaptation of our individual and collective approaches in handling cultural diversities (Council of Europe Pestalozzi Series, 2012).

Evaluation and Feedback:
Evaluating employees’ progress will be done through knowledge tests, practical evaluations and feedback sessions at the end of each module. The employees’ feedback will help to adjust and improve continuously the training programme (Pandey, 2022).
In the end, my purpose is to create an organisational culture in which each member of the team gives value to diversity and actively contributes to promoting intercultural understanding. This training plan represents a crucial step in this direction, preparing us to offer exceptional services, respecting and celebrating the diversity of our clients.

References:
· Bennett, M.J. (2013). Basic concepts of intercultural communication : paradigms, principles, & practices : selected readings. Boston: Intercultural Press, A Nicholas Brealey Pub. Company.
· Berry, J.W. (2005). Acculturation: Living Successfully in Two Cultures. International Journal of Intercultural Relations, [online] 29(6), pp.697–712. doi:https://doi.org/10.1016/j.ijintrel.2005.07.013.
· Council of Europe Pestalozzi Series (2012). Intercultural competence for all Preparation for living in a heterogeneous world. [online] Available at: https://rm.coe.int/intercultural-competence-for-all/16808ce20c 
· Milton Bennett (1993). Towards ethnorelativism: a developmental model of intercultural sensitivity. Editorial: S.L.: S.N.
· Pandey, A. (2022). How To Evaluate The Effectiveness Of Training Programs. [online] eLearning Industry. Available at: https://elearningindustry.com/how-to-evaluate-the-effectiveness-of-training-programs.
· Thomas, D.C. and Kerr Inkson (2008). Cultural intelligence people skills for global business. San Francisco Berrett Koehler.


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

Weighting: 25%

	
For this reflection on personal development, I will use Gibbs’ self-reflection model, which includes the following steps: experience description, feelings, evaluation, analysis, conclusion and action plan. 

Describing Experience
When I started working in the hospitality industry, my cultural awareness was limited. Challenges appeared rapidly when I confronted myself with various international clients, each one with his expectations and cultural norms. A significant moment was when a client from Japan disliked visibly how I had offered him the menu book; later I learned that the respectful way of offering and giving objects in the Japanese culture was with both hands and of course, I did not do it. 
This incident pushed me to delve into the complexities of cultural norms and their impact on service quality, drawing on the insights from (Molinsky, 2013), who discusses the challenges and strategies for adapting behaviour in foreign cultural interactions, highlighting the importance of cultural flexibility and the ability to "switch codes" in diverse cultural settings, directly applicable to my learning curve in adjusting to cultural nuances in hospitality.

Feelings
In the beginning, I felt frustrated and confused because I could not understand why my actions were considered disrespectful. In time, this frustration changed into a curiosity and determination to understand better the cultural diversity and its impact on the interactions in the hospitality industry.

Evaluation
Evaluating this experience, I admit that my initial lack of cultural awareness could create misunderstandings and affect the clients’ experience. Nevertheless, this provocation became a learning opportunity, encouraging me to research and improve constantly my intercultural abilities.
This mirrors the principles outlined by (Ting-Toomey and Dorjee, 2018), emphasizing the significance of self-reflection and ongoing learning in developing effective intercultural communication abilities.

Analysis
Analysing more profoundly, I understood that the hospitality industry, owing to its global nature, requires high sensibility and cultural adaptability. Each interaction with clients is an opportunity to reflect the respect and appreciation for their cultural diversity. For example, understanding and practising some simple gestures, like the correct way of offering an object in various cultures, can change completely the client’s perception of the service quality.
While I think more profoundly about my way of personal development, I realise how essential mental flexibility is in this process. My confrontation with cultural diversity in the hospitality industry determined me to appreciate the necessity of adapting behaviours as well as thinking. 
Reflecting on my experiences, I noticed an evolution in my capacity to anticipate and answer the cultural needs of clients. It not only improved the service quality I offer but also increased the clients’ satisfaction, making them feel enhanced and respected. This understanding is supported by the work of (Hofstede, Hofstede and Minkov, 2010), who examine how cultural dimensions influence behaviours and expectations in a global context, underscoring the need for cultural adaptability and awareness in the global hospitality industry.
References:

· Hofstede, G., Hofstede, G.J. and Minkov, M. (2010). Cultures and Organizations: Software of the Mind: Intercultural Cooperation and Its Importance for Survival. 3rd ed. [online] Maidenhead: McGraw-Hill. Available at: https://e-edu.nbu.bg/pluginfile.php/900222/mod_resource/content/1/G.Hofstede_G.J.Hofstede_M.Minkov%20-%20Cultures%20and%20Organizations%20-%20Software%20of%20the%20Mind%203rd_edition%202010.pdf.
· Molinsky, A. (2013). Global Dexterity: How to Adapt Your Behavior Across Cultures Without Losing Yourself in the Process. Harvard Business Review.
· Ting-Toomey, S. and Dorjee, T. (2018). Communicating across cultures. New York: The Guilford Press.

	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Introduction

Premier Inn places a high value on the importance of multilingualism within its
hospitality services.
The ability for staff to communicate in various languages transcends basic
interaction, enabling personalised and meaningful connections with guests from
diverse cultural backgrounds. Such linguistic proficiency ensures that each
guest feels uniquely appreciated and understood, enhancing their overall
3 experience.
% Furthermore, multilingual capabilities equip the team to adeptly manage cultural
nuances, providing a welcoming and inclusive environment for all guests. This

N S strategic approach to language diversity positions Premier Inn as a
et . hospitality, dedicated to making every stay memorable and comforta
e guests (Blue and Harun, 2003).
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Benefits of
Multilingualism for
Premier Inn Staff

Improved Communication:

Multilingual skills enable staff at Premier Inn to engage in clearer and
more effective interactions with guests. This proficiency not only aids
in understanding guests' needs better but also in addressing their
inquiries and requests more accurately, ensuring a seamless and
enjoyable stay (Garrett, 2010).

Career Advancement:

For Premier Inn staff, being multilingual opens up numerous avenues
for professional development and advancement within the hospitality
industry. It distinguishes individuals as valuable assets to the team,
capable of contributing to a diverse and dynamic guest service
environment, and positions them for roles of greater responsibility

and leadership (Garrett, 2010).
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The Importance of Language
Awareness

Cultural Sensitivity:

Emphasises the recognition and respect for cultural differences in
language use. Premier Inn staff are trained to appreciate the
diverse linguistic backgrounds of guests, ensuring interactions
are conducted with cultural empathy. This sensitivity fosters a
welcoming atmosphere that honours guests' heritage (Pizam and
Holcomb, 2010).

Preventing Misunderstandings:

& -‘: Understanding the nuances of language plays a critical role in
B .. - o minimising the potential for offence. By being aware of subtle
© g . language cues and culturally specific expressions, Premier Inn
Sl R staff can navigate conversations more carefully, ensuring clear

'. .. and respectful communication. This awareness is key to
. R . maintaining harmonious guest relations (Pizam and Holcomb,

. o
[ T 2010).
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- % Spotlight on German in the
o Hospitality Industry

Where Spoken:

German is the primary language in Germany, Austria, and Liechtenstein. It's

also widely spoken in parts of Switzerland and Belgium. This widespread use

across multiple European countries makes German a valuable language for

Premier Inn staff, particularly in locations frequented by travelers from these
areas.

Learning Curve:

For English speakers, German presents a moderate learning challenge, mainly
due to its complex grammar and syntax. However, mastering basic phrases
and understanding can significantly enhance guest interactions, making the
effort well worth it for Premierinn staff aiming to provide exceptional service

//to German-speaking guests (Rackauskas, 2023).
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Cultural Nuances in German .
' Business Context

. Politeness:

The use of "Sie" for formal address is a hallmark of respect in German-
speaking cultures, emphasising the importance of maintaining a
professional distance. Titles are significant, and incorporating them
when addressing guests shows respect and acknowledgment of their
status (Schroll-Machl, 2013).

/‘Q_,’ Impoliteness:

Avoiding overly familiar behaviors, such as using first names without
explicit permission, is crucial to prevent discomfort or perceived
disrespect. Such familiarity can be misinterpreted as a lack of
professionalism or a breach of etiquette in German business contexts
¥ (Schroll-Machl, 2013).
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Leveraging Multilingual Signage
and Digital Resources

Proposed Innovation: Multilingual Digital Check-In/Out System

| propose the development of a multilingual digital check-in/out system for Premier Inn, with an
emphasis on including German and other languages. This system would simplify the process for
guests who may not be fluent in English, effectively minimising language barriers from the
moment they arrive (Law, Qi and Buhalis, 2010).

Suggested Initiative: Implementing QR Codes for Comprehensive Multilingual Support

It can be possible for Premier Inn to explore the possibility of integrating QR codes in strategic
locations throughout the hotel, such as guest rooms and communal areas. These codes would
provide direct links to multilingual resources, encompassing everything from hotel amenities and
services to guides on the local area and emergency protocols. This initiative is designed to offer
guests easy access to vital information in their preferred language, aiming to enhance their
comfort and security during their stay with us (Gutierriz, Lopes and Rodriguez, 2020).
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