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	ASSIGNMENT 1: PORTFOLIO

(4 Components)



	Component 1: Professional Reflection (500 words +/- 10%)
Weighting: 25%

	During my recent placement at Premier Inn, I found myself observing an incident between an employee and a guest that helped me gain some understanding on the sensitive nature of cross-cultural communication. The incident occurred during the breakfast buffet service at the hotel’s restaurant where I was able to interact with a diverse range of guests. 
This particular encounter was with a guest from China who was dining alone. The employee had led him to a table and quickly explained the buffet was open and asked if they had any allergies. The guest, who spoke in broken English, did not understand what was meant by allergies and the employee found it very difficult to try to communicate this verbally and so brought out the allergy handbook that is kept at the restaurant. Fortunately, the guest could read English better than he could understand spoken English and was able to understand what was meant by allergies and stated that he did not have any. Following this, the employee left the guest to continue with their breakfast. After about 15 minutes, the employee noticed the guest was still sitting in their seat with no food. When approached, it became apparent the guest did not understand what a buffet was as the employee had explained it too quickly at the beginning and the guest was nervous to ask the employee regarding how to order the food and assumed they just had to wait until the employee came over again to take their order.

Reflecting on this experience, it is very important for food and beverage staff to identify the different cultural needs or barriers, in this case a language barrier, that may emerge in the hospitality industry and it’s effects on the service that is provided to guests. I understood that whilst some guests may have verbal barriers, it is important to consider non verbal and written cues when assisting them to help overcome a language barrier and it is was very important to ensure the guest could understand what was meant by allergies before we could serve any food to him. It is also very important to identify the barrier and change methods of communication accordingly and according to the research (Sizoo, 2008), employees with higher levels of intercultural sensitivity are better able to “read” their international customers and adjust their serving style to meet their needs which is a fundamental aspect of quality service. Active listening is considered to be the foundation of good communication in hospitality according to research (Agarwal, 2021) and in this case, for example, the guest would have benefitted from the staff taking the time to listen to the guest and identify any barriers and adjust accordingly for example by slowing down her speech and enunciating more clearly whilst also using hand gestures or physically showing the guest around the buffet area to show the guest how a buffet works would also have been helpful.  It is very clear to me now that the globalisation of the hospitality industry means that all hotel staff, not just the food and beverage staff, have the responsibility to ensure communication between staff and guests is clear, coherent and free from intercultural misunderstandings so that we can provide a better service to our guests (Oktadiana and Djauhar, 2011). 
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	Component 2: Training Plan (500 words +/- 10%)
Weighting: 25%


	Identified cultural misunderstanding (in a few words):
The incident at Premier Inn’s breakfast buffet highlighted a significant cultural misunderstanding between the employee and guest from China, with the primary issues stemming from linguistic barriers  and cultural differences in communication styles and dining customs. Also, the guests hesitation to ask questions or seek assistance potentially highlights cultural norms of avoiding loss of face, which may be common in Chinese culture (Mike, 2023). 
Training plan (Why/What/Who/Where/When):

Why: Cultural misunderstandings can significantly impact the guest experience and the reputation of Premier Inn Hotel. Effective intercultural communication ensures that all guests feel valued and understood, leading to enhanced guest satisfaction and loyalty. The training aims to enhance the staff’s cultural competence and communication skills to efficiently serve the hotel’s guests that come from diverse cultural backgrounds, minimise misunderstandings and ensure exceptional guest experiences.
What: The training plan aims to equip Premier Inn Hotel staff with the necessary skills and knowledge to effectively navigate cross-cultural interactions, particularly in the context of food and beverage service. The content of the training will include:

1. Understanding Cultural Sensitivity:

· Define cultural sensitivity and its importance in the hospitality industry.

· Discuss examples of cultural misunderstandings and their potential impact on guest satisfaction. Research has shown acknowledging and having a recognition of different cultural norms have led to extra guest satisfaction (Kenesei and Stier, 2016).
· Introduce the concept of intercultural communication competence and its relevance to Premier Inn Hotel.

2. Effective Communication Strategies:

· Explore verbal and nonverbal communication cues and their significance in cross-cultural interactions.

· Provide guidelines for active listening and empathetic communication as this can be critical in cross-cultural settings such as hotels (Cactus Language Training, 2023).
· Highlight the importance of adapting communication styles based on guest needs and cultural backgrounds.

3. Navigating Language Barriers:

· Identify common language barriers encountered by guests and staff.

· Introduce techniques for overcoming language barriers, such as using visual aids, gestures, and simplified language.

· Emphasise the importance of patience and understanding when communicating with guests who may have limited English proficiency.

4. Cross-Cultural Dining Etiquette:
· Educate staff on common dining customs and practices across cultures, as every culture has specific rules and customs related to food (Pathak, 2020).
· Provide guidance on how to assist guests unfamiliar with Western dining norms.
5. Practical Scenarios and Role-Playing:

· Conduct interactive role-playing exercises simulating real-life scenarios encountered at Premier Inn Hotel.

· Encourage staff members to practice applying effective communication strategies in diverse cultural contexts.

· Provide constructive feedback and guidance to enhance staff confidence and competence.
Who: All hotel employees, including front desk staff, restaurant servers, and managers, should participate in the training to ensure a consistent approach to cross-cultural communication and service delivery.

Where: The training sessions will be conducted onsite at Premier Inn Hotel, utilising a suitable meeting space or a designated training room.

When: The initial in-depth training sessions will be conducted quarterly to ensure that all staff members have the opportunity to participate. These will be followed by subsequent refresher sessions every twelve months thereafter.
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	Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Cultural awareness within the hospitality industry is not merely a buzzword but a fundamental aspect that shapes guest experiences and business success. Using the Schon self-reflection model, I will examine my understanding of cultural awareness in this sector, exploring what I have learned and why this experience is crucial.

Initially, my understanding of cultural awareness in the hospitality industry was more like a tick box on the hospitality checklist rather than a profound aspect that influences every part of guest interactions and organisational operations. During my studies and in particular my time on placement, my perspective on cultural awareness within hospitality has changed. One pivotal realisation was that cultural awareness extends far beyond superficial gestures; it permeates every aspect of hospitality operations, from front line staff to marketing strategies and organisational culture.

Through reflective practice, I began to understand that cultural awareness entails a deep appreciation of cultural nuances, values, customs, and communication styles. It involves recognising the unique needs and preferences of guests from various cultural backgrounds and adapting services to ensure inclusivity and respect. For instance, something as simple as greeting guests in their native language to instantly making them feel at ease or understanding dietary restrictions based on cultural or religious beliefs can significantly enhance their experience. One example of this was when during my placement, a guest who was in a wheelchair and also did not speak English very well, wanted to order some food from the hotel. Unfortunately the hotel’s restaurant was closed, but the employee recognised that the guest was Muslim from his name and informed him they did not provide halal food in case he was not aware. She then went above and beyond for this guest by contacting nearby halal restaurants for him as his English was not good to order some food for him.  The guest was so overwhelmed and appreciative by the employee’s actions. However on reflection, I did feel that whilst this employee did as much as she could to overcome the cultural and language barriers she encountered, the hotel itself could do more in employing staff who could facilitate cross-cultural communication more efficiently as there appeared to be a lack of multi-lingual staff in their hotels. By employing multilingual staff members, hotels can bridge these language barriers and build trust and cultural sensitivity amongst their guests (peekpublishers, 2023).
Whilst undertaking my training at Premier Inn, it is very clear they are very committed to ensure they promote inclusivity and diversity within their staff as well as their guests for example throuhg increasing the number of ethnic minorities and female representation they have in senior leadership roles (Premier Inn, 2023). On reflection, this could also be a good move financially for them as studies have shown that companies that prioritise cultural competence tend to outperform their competitors (Ganesh, 2023).
In conclusion, my journey of self-reflection on cultural awareness within the hospitality sector has made me understand that cultural diversity is not only a moral imperative but also a strategic imperative for success in today's interconnected world and whilst hotels are committed in increasing cultural awareness within their hotels, there is still a lot more to do to help them achieve comprehensive cultural diversity for its employees and its guests. 
References:

Ganesh, K. (2023). Diversity in the workplace: Why is it important? [online] CultureMonkey. Available at: https://www.culturemonkey.io/employee-engagement/diversity-in-the-workplace/ [Accessed 9 Feb. 2024].

peekpublishers (2023). Importance of Multilingual Staff in Global Hospitality. [online] Hospitality Peek. Available at: https://hospitalitypeek.com/blog/importance-of-multilingual-staff-in-global-hospitality/ [Accessed 6 Feb. 2024].

Premier Inn (2023). Diversity and inclusion. [online] www.premierinn.com. Available at: https://www.premierinn.com/gb/en/terms/diversity-and-inclusion.html [Accessed 9 Feb. 2024].



	Component 4: Training Presentation (6 Slides)

Weighting: 25%
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» Multilingualism refers to the ability to speak, understand, and communicate
effectively in multiple languages. It embodies linguistic versatility and
encompasses various levels of proficiency across different languages. As
people navigate an increasingly interconnected world, the ability to speak
multiple languages enhances opportunities for personal and professional
growth. Moreover, multilingualism contributes to the preservation of linguistic
heritage and the enrichment of cultural diversity, serving as a powerful tool for
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> In the hospitality industry, multilingualism is a valuable asset due to the more languages, either
diverse backgrounds of guests. Learning a new language can significantly separately or in various
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> Today, we'll explore the benefits of multilingualism and the importance of (Oxford Reference, 2018)

language awareness for Premier Inn staff.
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» Increased Market Reach: With multilingual staff, it allows us to cater to a
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» French is one of only two languages to be spoken on all five continents. Premier |nn

» As well as France, French is the official language of 29 countries.

» French is a Romance language, descended from Latin, the language of
the ancient Romans.

» French is widely considered to be and known as the ‘Language of Love’.

» It is the fifth most spoken language in the world with over 300 million
speakers.

> A third of basic English words come from French which may make it
easier for native English speakers to pick up the French language.

» There are over 50 million French language learners worldwide.

> It is estimated that by 2050, there will be 715 million French speakers,
representing eight percent of the world's population.
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» Greeting in French: Staff to greet French guests with "Bonjour" (Good morning) or "Bonsoir" (Good evening) upon
arrival. This simple gesture demonstrates respect for the French language and culture. Using formal titles like "Monsieur"
or "Madame" shows respect and professionalism in hotel settings.

» Offering French Language Materials: Provide hotel information, room service menus, and guest directories in both
French and English. This allows French-speaking guests to navigate their stay more comfortably.

» Cultural Sensitivity: Staff to be culturally sensitive to French customs and preferences. For example, respecting personal
space and avoiding overly familiar gestures.

» Celebrating French Holidays: Being aware of and to acknowledge French holidays by hosting special events or offering
themed decorations and amenities. This shows appreciation for French culture and traditions.

» Providing Recommendations: Offer recommendations for local attractions, restaurants, and activities that are popular
among French visitors. Staff can suggest places known for French cuisine or cultural significance, enhancing the guest
experience.
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Together! " ‘;

» Embrace multilingualism and honing our language PremierInn
awareness skills can elevate Premier Inn's reputation
and guest satisfaction.

“If youtalktoamanina
» We encourage all staff to engage in language learning language he
programs and cultural sensitivity training to better serve understands, that goes to

his head. If you talk to
him in his own language,
that goes to his heart.”

our diverse clientele.

» Together, let's create memorable experiences for every
guest, regardless of their language or cultural
background.

Nelson Mandela
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