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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	At Premier Inn Cardiff City Centre, where I was placed; there are so many experiences that taught me much about the industry and services offered. On another day, during the breakfast service an incident happens in which a cultural misunderstanding emerges between me and one of the French-speaking guests. The guest was French, meaning that he speaks French hence for Breakfast orders a croissant and café au lait. My English was strong with a weak French proficiency. Often, as the guest pronounces his order saying “un café au lait et un croissant”, I tend to misinterpret that due to my language barrier and end up delivering him cup of black coffee and a bagel. This discrepancy is mainly attached to my assumption that “coffee” literally and interchangeably translates the same word in both languages that ultimately led me to mistake commitments or its satisfaction. This miscommunication is not accidental and, as we try to analyze this case in the following paperwork several aspects of cultural misunderstanding are pointed out. Initially, the language proficiency counts. My limited fluency in French prevents me from effectively interpreting the guest order, leading to wrong ordering. In addition, cultural variations in flavor profiles and communications create issues that further misinterpretation. Presupposing the guest’s expectations of café au lait, a French coffee beverage with hot milk differ from my definition ‘coffee’ which is conceptualized as more similar to American conceptions. Moreover, cultural variations in terms of communication techniques and gestures can add to the challenges which an employee might face while inter-acting with a guest (Sun et al., 2023).
When looking at this situation as a hindsight, I believe that the particular skills should be learned and certain behavioral changes must take place in order to avoid further cultural misunderstandings. Firstly, improvement of language competence is an essential factor. The enhancement of proficiency in foreign languages, especially those most spoken by the hotel guest would allow me to correctly interpret and fulfill guests’ requests reducing the chance of misinterpretations. Secondly, participating in cultural sensitivity training programs will increase the understanding of diverse cultural norms and practices. This also involves exploring details in culinary likes, communication techniques and non-verbal signs as they significantly contribute to successful cross-cultural communication (Le et al., 2023). Another important aspect of preventing cultural tensions is active listening skills. By carefully listening guests orders and request detail to interpret it promptly, I can ensure the accurate delivery. In addition, the acquisition of skills in cross-cultural communication techniques including paraphrasing to practice nonverbal cues and solicit feedbacks will improve interaction with guests of all cultural background. The adoption of these skills and behavioral transformations would allow me to develop an inclusive community-sensitive space in the hotel restaurant, where overall customer care is improved. My continuous learning and adapting endeavors help promote a healthy environment where visitors foster positive interactions, minimizing cases of cultural misunderstandings. The situation shows how the cultural misconception may arise in a hotel restaurant comfortable environment caused by language barrier, strange culture or confused interpretation of words and expressions (Zhao et al., 2023). Whereas cultural sensitivity and the language proficiency are allowed, an agent will have attentive ears still in that within my consideration to this situation it is as a matter of fact plain, most people would list these elements as I have outlined above may prevent more occurrences or further instances by fending off assuming alone.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
I was in placement at F&B department of Premier Inn Hotel where an incident occurred when guests came to visit the hotel staff was unable to provide them services. The guest was not satisfied with the services provided by the hotel staff as they considered that they did not respect their values. To prevent such issues the hotel has developed a training program for the hotel staff to improve cultural awareness and sensitivity. The training will be focused on addressing cultural values from different cultures to provide excellent services to diverse guests. The training will be based on cross-cultural hospitality training to address barriers to different cultural values. the training program includes:

Training plan (Why/What//Who/Where/When):
Why?
In the hospitality sector, cultural diversity is the absolute reality where it is important to understand the need to respect cultural values from different traditions. Respect for individuals from different cultures is important to provide the best customer service and experience (Jung et al., 2018). If these cultural values and differences are ignored it results in potential discomfort for the guests which negative image of the hotel. "Harmony Host" training is a specialized program that prepares individual hotel staff to collaborate and engage effectively with guests. 
What?
The Harmony Host training will include a workshop for the staff of a hotel. These workshops will help employees of the hotel to understand the need and importance of cultural diversity in the hotel setting. The training will emphasise on cultural practices and communication styles of the guests from different regions. The training will also include identifying cultural values from different parts of the world (Manoharan and Singal, 2017). The hotel staff will learn those cultural values due to which the guests will feel respected and valued during their stay in the hotel. The training will also address common misunderstandings from various cultures and find proper solutions. 
Who?
The training programs will be organized for all the staff in the hotel who come in direct contact with the guests. These staff include front-desk managers, housekeeping employees, waiters, support staff and managers and professionals from the hotel. As the training involves the whole hotel staff therefore it aims for everyone to take part in creating a diverse environment in the hotel.  


Where?
The training sessions will be organized within the hotel in training rooms. As all the employees are obligated to join training therefore the staff who cannot attend the training physically can attend training from virtual platforms to ensure attendance. The training will be arranged at a time when there is less crowd in the hotel.
When?
The training program should last for 1 month and incorporate all the employees. After training the staff will be given a certificate that ensures that the staff is well-equipped with professional knowledge. The hotel ensures that the new employees have well-developed cultural sensitivity skills and language skills. The hotel will update the courses according to the requirements and identify potential cultural barriers (Yang et al., 2022).
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Gibb’s reflective model for cultural hospitality training
After attending training am focused on respecting the values and cultures of guests from diverse backgrounds. The reflection will help in understanding and enhancing cultural awareness in the hospitality sector.
I have less developed cultural awareness and cross-cultural hospitality skills. After attending training I realized the importance of being polite and welcoming to the guests (Medberg and Grönroos, 2020). The training provided me skills to deal with individuals from different cultural backgrounds. I have underdeveloped cultural skills that are generally based on stereotypes where diverse guests do not appreciate the staff according to their values. 
Reflecting on my initial feelings I realized that I have developed different scenarios related to the cultures and values of individuals from different backgrounds. But when in reality there could be some situations where uncertainty could occur as I do not have complete knowledge about all the guests from different backgrounds. After the training, I could provide services to the guests according to their cultural backgrounds and spiritual needs. 
After attending training and developing basic knowledge related to the cultural and traditional values of different guests from diverse backgrounds. I realized that I had very little and underdeveloped cultural awareness skills that I had overlooked during my career progression unconsciously (Elder and Johnson, 2018). I also realized that having well-developed cultural value skills I can have better opportunities that act as stairs in my career. Having cultural awareness can provide me with opportunities to work in hotels that are providing services to diverse clients. 
The training will help me in exploring different regions that are important for cross-cultural awareness in the hospitality sector. I have also developed an understanding that cultural sensitivity is an important issue that can affect the tolerance of individuals. Cultural awareness includes respecting the beliefs, and having knowledge of the culture, and traditions of individuals from different diverse backgrounds (Danso, 2018). For example, Spanish people mostly prefer to be formal in the start and call individuals by their surnames or use “Señor” for the unknown. The training was also essential as it developed my interest in learning cultural values from different regions. Cultural awareness training provided me deep understanding of and need for cross-cultural awareness in the hospitality sector. After training, I have developed skills to welcome inclusive guests and make them feel respected and valued. The training enhances my service quality by engaging with professionals to provide solutions according to the needs of individual guests from different cultures. All these trainings appear as a bridge between my under-developed cross-cultural skills and developed skills.
After the training ends, I will remain committed to further developing my skills and practice as per my capabilities and need. I will enhance my cultural awareness journey by getting enrolled in courses or further training either online or from any institute. This training will provide me with more opportunities to develop my career and succeed. After training, I can effectively engage with guests from diverse backgrounds and polish my skills. 
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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                Overview of Multilingualism : • Multilingualism facilitates it is effective communication with a diverse clientele . • It helps to expand the hotels in the international market . • In the tourism and Hotel industry, it reflects a commitment to welcoming guests from different cultural backgrounds . • It helps to enhance the hotel service quality . 
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Benefits of multilingual hotels:

* It Embracing Linguistic Diversity for Enhanced Guest Experiences .
* It helps to Break Language Barriers to Build Stronger Connections.

* It enhances Brand Image and Reputation.

*  Multilingual customer service is fundamental to the success of global business in the
hotel industry.

* The hotel industry’s future is basically linked to its ability to adapt to a multilingual

world (Kroll, and Dussias, 2017).
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                        Benefits of multilingual hotels : • It Embracing Linguistic Diversity for Enhanced Guest Experiences . • It helps to Break Language Barriers to Build Stronger Connections . • It enhances Brand Image and Reputation . • Multilingual customer service is fundamental to the success of global business in the hotel industry . • The hotel industry’s future is basically linked to its ability to adapt to a multilingual world ( Kroll, and Dussias , 2017 ) .       


image8.png
strengthens the

communication
between employees
and guests.

Positions the hotel

competitively in a

globalized hospitality
industry.

e ¥

e VM
Hospitality and Multilanguage 4 | .
: 1 g
4

Hola — H(‘LHQ
b raciosS— Thank;

For Favor - Please L
Demonstrates a De_Nada - You're Welcom
commitment to guest v i

satisfaction and S W&
comfort. ik Q’g E

\ \ \

(Pountain, 2016).

Staff with language
skills can provide
personalized assistance
to guests.

Expand the potential
client base by catering
to diverse language
preferences (Gazzola et
al, 2020)





image9.svg
                         Hospitality and Multilanguage ( Pountain , 2016 ).  strengthens the communication between employees and guests.  Positions the hotel competitively in a globalized hospitality industry.  Staff with language skills can provide personalized assistance to guests.  Demonstrates a commitment to guest satisfaction and comfort.  Expand the potential client base by catering to diverse language preferences ( Gazzola et al, 2020)      
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                                 Modern Spanish Language :     Modern Spanish comes from Old Castilian Spanish, which emerged during the Reconquista .      About 75% of modern Spanish vocabulary comes from Latin, including Latin borrowings from Ancient Greek.      Spanish is generally considered to be a fairly easy language for English speakers to learn. ( Pountain , 2016 ).
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                                          Spanish Politeness in the Hospitality Industry:     Spanish use the title and the last name for their guest.     They maintained eye contact during communication.     They showing gratitude verbally with their guests . ( López et al, 2019).
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Reception Staff during Check-in:

When guests arrive at Hotel for check-in, the reception staff adopts a formal approach. They

address male guests as "Sefior" and female guests as "Sefiora," which are Spanish equivalents of
"Mr." and "Mrs." respectively .

This practice reflects a level of formality and respect, acknowledging the importance of titles in
Spanish culture. The use of equivalent titles ensures that the guest feels acknowledged and

valued from the very beginning of their stay (Cruz, 2022).
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                              Premier Hotel Cardiff City Centre  Reception Staff during Check - in : When guests arrive at Hotel for check - in, the reception staff adopts a formal approach . They address male guests as "Señor" and female guests as " Señora ," which are Spanish equivalents of "Mr . " and "Mrs . " respectively . This practice reflects a level of formality and respect, acknowledging the importance of titles in Spanish culture . The use of equivalent titles ensures that the guest feels acknowledged and valued from the very beginning of their stay ( Cruz, 2022 ) .  
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                      Premier Inn, Cardiff City Centre Student Name: Antonela Costiuc Student number: 2117337 Module Code: BMIH5003 Lecturer name: Lisa Bassler 
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Overview of Multilingualism :

* Multilingualism facilitates it is effective communication with a diverse clientele .

* It helps to expand the hotels in the international market.

* In the tourism and Hotel industry, it reflects a commitment to welcoming guests from

different cultural backgrounds.

* It helps to enhance the hotel service quality.





