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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	I work in a hotel restaurant as a food and beverage employee. A guest from a different country asks me about the ingredients of a specific dish on the menu. Due to a language barrier, I struggle to understand the guest's accent and questions, and end up providing incomplete or inaccurate information about the dish. This leads to a cultural misunderstanding and the guest feels dissatisfied with the service.

Reflection and Action Plan:
Cultural misunderstandings in this scenario can occur due to language barriers and differences in communication styles. In this situation, I realize that I need to develop certain skills and behaviours to prevent such misunderstandings in the future.
Firstly, I need to improve my active listening skills, especially when there is a language barrier. It's essential to focus on understanding the guest's words, even if their accent or pronunciation is different from what I'm accustomed to. This will involve patience, attentiveness, and the willingness to ask clarifying questions to ensure that I fully comprehend the guest's needs and inquiries.

Furthermore, enhancing my language skills is crucial. I should dedicate time to learn basic phrases and food-related vocabulary in the languages commonly spoken by hotel guests, especially if there is a significant number of guests from a particular cultural background. This will enable me to communicate more effectively and accurately with a wider range of guests, reducing the likelihood of misunderstandings.

Additionally, I need to educate myself about the dietary preferences and cultural considerations of guests from diverse backgrounds. Understanding common dietary restrictions, preferences, and taboos in different cultures will allow me to provide more informed and culturally sensitive information to guests, especially when discussing menu items and ingredients.

Moreover, developing cultural sensitivity and awareness is important. I should make an effort to familiarize myself with the customs and communication norms of guests from various cultural backgrounds. This may involve researching and learning about different cultural customs, greetings, and communication styles to ensure that I can interact with guests in a respectful and culturally appropriate manner.

Lastly, seeking feedback and guidance from colleagues or supervisors who have experience in serving a diverse clientele is essential. Their insights and advice can provide me with valuable strategies for improving my cross-cultural communication skills and navigating potential language or cultural barriers effectively.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Training Plan: Cross-Cultural Communication and Sensitivity for Marriott Staff

Objective:
The primary objective of this training program is to equip Marriott staff with the necessary skills and knowledge to effectively communicate and interact with guests from diverse cultural backgrounds, thereby minimizing the potential for cultural misunderstandings and ensuring exceptional guest experiences.

Training Modules:

1. Cultural Awareness and Sensitivity:
   - Understanding the importance of cultural diversity in the hospitality industry.
   - Exploring common cultural norms, customs, and communication styles of key guest demographics.
   - Discussing the impact of cultural misunderstandings on guest satisfaction and the hotel's reputation.
   - Promoting a culture of respect, empathy, and inclusivity within the hotel's workforce.

2. Active Listening and Verbal Communication:
   - Techniques for attentive and active listening in cross-cultural interactions, especially in the presence of language barriers or accents.
   - Strategies for effective verbal communication with guests from diverse linguistic backgrounds.
   - Role-playing exercises to practice clear, concise, and culturally sensitive communication.

3. Language Skills Development:
   - Basic language training in commonly spoken languages by the hotel's guests, tailored to the specific cultural demographics of the hotel's clientele.
   - Introduction to essential phrases, greetings, and food-related vocabulary in target languages.
   - Resources for self-study and ongoing language skill development.

4. Understanding Dietary Preferences and Taboos:
   - Education on common dietary restrictions, preferences, and taboos in different cultures, and their implications for food and beverage service.
   - Guidelines for providing accurate and culturally sensitive information about menu items and ingredients.
   - Case studies and discussions on handling guest inquiries about food in a culturally informed manner.

5. Conflict Resolution and Feedback:
   - Techniques for resolving cultural misunderstandings with empathy and professionalism.
   - Creating an environment where both guests and employees feel comfortable providing feedback on cultural interactions.
   - Role-playing scenarios to practice responding to feedback and addressing cultural misunderstandings in real time.

Training Delivery and Implementation:

1. In-person Workshops:
   - Conduct interactive workshops led by cultural competency trainers and language professionals to facilitate experiential learning and skill development.

2. E-Learning Modules:
   - Develop e-learning modules on cultural awareness, language basics, and communication skills, providing employees with convenient access to training materials.

3. Multilingual Resources:
   - Provide multilingual resources such as quick reference guides and digital language tools to support language skill development and cross-cultural communication.

4. Role-playing and Simulation Exercises:
   - Incorporate role-playing and simulation exercises in training sessions to practice cross-cultural communication and interpersonal skills in realistic scenarios.

5. Ongoing Support and Refresher Courses:
   - Offer ongoing support through cultural sensitivity mentors and refresher courses to reinforce skills and provide additional guidance as employees interact with diverse guests.

Evaluation and Assessment:

1. Pre- and Post-Training Assessments:
   - Administer pre-training assessments to gauge employees' existing knowledge and confidence in cross-cultural communication.
   - Conduct post-training assessments to measure improvements in knowledge, skills, and attitudes toward cultural sensitivity.

2. Guest Feedback Analysis:
   - Regularly analyse guest feedback related to cultural interactions to identify trends or areas for further improvement.

3. Supervisor Observations:
   - Encourage supervisors to provide constructive feedback and observations on employees' application of cross-cultural communication skills in real-world situations.

By implementing this comprehensive training plan, Marriott staff will be equipped with the necessary skills and cultural competence to navigate cross-cultural interactions effectively, ultimately enhancing the guest experience and strengthening the hotel's reputation as a welcoming and culturally sensitive establishment.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	I have chosen the Gibbs Reflective Cycle as a model to critically reflect on my understanding of the importance of cultural awareness within the hospitality industry.

1. Description:
   Initially, when I began exploring the concept of cultural awareness in the hospitality industry, my understanding was primarily rooted in the idea of offering polite and respectful service to guests from different cultural backgrounds. My perception was fairly surface-level, focusing on surface-level aspects such as greeting customs, dietary preferences, and basic communication.

2. Feelings:
   As I delved deeper into the subject , I started to feel a sense of empathy and curiosity about the diverse cultural experiences that guests bring with them. I realized that cultural awareness goes far beyond simply avoiding offense; it is about creating an environment where every guest feels genuinely welcomed and understood.

3. Evaluation:
   Over time, my understanding of cultural awareness in hospitality has evolved significantly. I learned that cultural sensitivity is not just a "nice-to-have" skill, but an essential component of delivering exceptional guest experiences. For example, I discovered that a simple awareness of religious holidays and observances can significantly impact a guest's perception of their stay. Additionally, through studying guest feedback, I witnessed firsthand the tangible impact of cultural misunderstandings on guest satisfaction and loyalty.

4. Analysis:
   As I gained more insight into the complexities of cultural interactions within the hospitality industry, I also recognized the broader societal implications of cultural awareness. Understanding and respecting different cultures fosters a sense of inclusivity and belonging, not only for guests but also for the hotel's workforce. I realized that a culturally competent staff contributes to an overall positive and welcoming atmosphere within the hotel.

5. Conclusion:
   My experience has highlighted the utmost importance of cultural awareness in the hospitality industry. It is no longer merely about avoiding cultural missteps; it is about actively engaging with and celebrating diverse cultural experiences to create an environment of genuine inclusivity and respect. For instance, I have come to appreciate the impact of small gestures, such as displaying cultural decor or offering authentic cuisine options, in making guests feel valued and understood.

6. Action Plan:
   Moving forward, I am committed to continuously expanding my cultural knowledge and encouraging others to do the same. This means seeking out opportunities for further education on various cultural customs and traditions, as well as advocating for ongoing cultural sensitivity training within the hospitality industry. I aim to actively promote a culture of inclusivity and respect, as I firmly believe that this is the cornerstone of exceptional guest experiences.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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                               STAFF DEVELOPMENT • Finally speaking or learning French can be rewarding experience leading to personal and professional growth as the staff can expand their language skills and cultural awareness.                
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           POLITINESS AT MARRIOTT      • Being polite in the hotel industry is essential when interacting with guests. • In French culture politeness can be demonstrated through formal greetings and expressions of gratitude. • Examples when greeting a French speaking guest it is polite to use Monsieur ( Sir) or Madame (Madam) instead of addressing informally. • Expressions such as S”il vous plait( please) and Merci beaucoup ( thank you very much ) are important in the business context when providing services to French - speaking guests.  This Photo by Unknown Author is licensed under CC BY - NC - ND  
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