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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Experience 
The event that took place in the bar of the Belton Woods Grantham hotel provided me with an unforgettable experience. In the afternoon, while I was interning and studying how to make drinks, a Mexican man walked into the bar. The barman politely greeted the guest, who immediately asked him to come out from behind the counter to greet him personally. The baron obeyed, and when the guest embraced and greeted him, I saw signs of surprise on the baron. It was clear that this event had thrown him off guard and he had lost his concentration. The Mexican man ordered a cocktail, but the bartender brought him something else, misunderstanding the order. However, the guest did not take it in a bad name, he accepted the drink with a smile and then remarked that although it was not what he ordered, he was curious and open to new flavours. This pleasant attitude calmed the baron, who tried to regain his concentration even after the incident. 
Reflection 
What happened in the bar at the Belton Woods Grantham hotel taught me several important lessons. First, I learned that cultural differences are important. In Mexican culture, hugging is a common gesture used to express friendship and hospitality. However, the baron was probably not used to this gesture and was surprised and confused. Second, I learned the importance of being accepting and open to other cultures. The Mexican man understood the barman's surprise and was not angry with him. This attitude was exemplary and showed the importance of respecting the culture of others. Third, I learned the importance of flexibility and problem solving. The bartender misunderstood the guest's order, which created an unpleasant situation. However, the bartender tried to make the best of the situation, and the positive attitude of the guest helped him regain his concentration. I felt that this was a worthwhile experience that taught me important things. I gained an understanding of the value of tolerance, adaptability, and acceptance of different cultures. In the future, I will use these skills to both my personal and professional lives. 
Action 
Based on the lessons learned and reflection from the event, I committed myself to continuous personal and professional development. I would like to learn more about Mexican culture and different aspects of their hospitality. I begin intensive research on Mexican customs, including the meaning and context of the hug. With this knowledge, I will be able to react more effectively in similar situations and make the experience even more comfortable for the guests. I also want to have broader knowledge in the field of making drinks, so I will delve deeper into the history of cocktails and different ways of making them. This not only increases my preparation for the drinks on the menu, but the interaction with the guests also becomes more colourful, as I can speak more authentically about the origin and preparation of the drinks. 
In the future, I turned my attention to developing my communication and problem-solving skills. My plans include completing a specific communication training that focuses on more effective customer communication and problem management. As a result, I will be able to communicate with guests in a more confident and empathetic manner and respond more effectively to any issues.
.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Introduction  
The unforgettable Belton Woods Grantham hotel bar event had a profound effect on me, inspiring me to create an effective educational plan. My goal is to equip employees with skills such as empathy, effective communication, and flexibility, especially in situations like the ones that occurred in this event. The purpose of the planned trainings is to help the staff to develop more positive and effective reactions. As part of the program, we highlight the analysis of practical situations, so the trainees can be easily integrated into everyday work. 


Training plan (Why/What//Who/Where/When):
Educational plans and goals  
As part of the education plan, I consider the development of individual empathetic skills to be of utmost importance, which aim to respond sensitively to the unique needs of guests. The workshops put employees in situations where understanding unique needs and cultural differences comes to the fore. In addition, moving forward in the field of positive communication and customer-oriented attitude, the elements enrich the education. 
As part of the educational plan, we deal in detail with the analysis of nonverbal communication and effective message delivery, but I emphasise the importance of personalised communication. The exercises not only convey theoretical knowledge, but also ensure direct application in everyday customer service situations. 
Focused on handling critical situations and applying effective communication strategies, the educational program strengthens decision-making and problem-solving skills. In order to develop flexibility, the training includes interactive games and situational exercises to help employees deal with unexpected situations flexibly and proactively. 
Parts of this education plan not only convey theoretical knowledge, but also promote application in a real customer service environment. 
Participation and Implementation  
During participation in the program, employees can actively participate in various trainings. The implementation of the educational plan would be based on regular participation. During the implementation, the learned skills and strategies can be integrated into everyday practice, promoting more effective and positive customer management in different situations. 
Implementation and Follow-up  
During the educational plan, I pay special attention to practical application and monitoring of progress at the Belton Woods Grantham hotel. Employees can actively participate in various trainings, during which they can immediately incorporate the skills they have acquired into their daily work. Through regular evaluations and feedback, I ensure that employees can properly develop their skills and successfully apply the knowledge gained during training in real customer service situations. Tracking engagement would enable dynamic and effective finetuning of the training plan, thereby promoting continuous staff development and outstanding performance. 
Closing and Future Steps  
Presenting outstanding achievements and accolades is not only a reflection of momentary success, but also creates foundations that provide long-term benefits for Belton Wood Hotel. The awards emphasise not only the current results, but also the development of the employees and the increase in the quality of the service, which in the long term contributes to the achievement of the hotel's strategic goals. The achieved milestones and positive processes not only reflect the overall success of the organisation, but also show the direction of further development steps, promoting the sustainable development and excellent performance of Belton Wood Hotel in the future. 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Introduction  
In this task, I write about reflecting on my personal development in the hospitality industry regarding cultural awareness. I use the ERA Cycle reflection model for this. I consider the importance of cultural awareness in the hospitality industry to be crucial. It helps understand and respect guests from various cultures, as well as respond appropriately to their different customs. From my perspective, this has significantly contributed to my own development, as I have learned a lot through my experiences. There was an occasion when I almost offended a guest due to a cultural misunderstanding, highlighting the importance of attention and awareness. The reflection model provides an opportunity to understand my development and develop action plans to increase cultural awareness. This makes me a more efficient and conscious service provider, better understanding and respecting the diversity and needs of guests. 
Experiences and Learning  
Experiences from my travels have deeply shaped my cultural awareness. I witnessed the richness of different cultures and the influence of my own culture on my personal values. Participation in international events further strengthened my understanding that people's behaviour and thinking are strongly shaped by their environment and culture. This has changed my approach to human relationships, emphasizing the recognition and acceptance of cultural diversity. I have become more open to different cultures and traditions, actively striving to develop cultural sensitivity in my daily interactions. 
Importance of Given Experiences  
I identify the importance of experiences from my perspective, as they allow the discovery of new things, gaining experiences, and personal development. This alters my thinking and aids in personal growth. Cultural awareness is crucial in my relationships, the hospitality industry, and my personal career. Stereotypes and prejudices can be avoided by having empathy and understanding for the diversity of human connections. This promotes real connections and improves teamwork at work. Awareness of cultures in the hospitality industry aids in better understanding and serving customers, which boosts company success. In our personal careers, cultural awareness leads to broader connections and job opportunities that value diversity and tolerance. This helps in understanding and appreciating different cultures, facing new challenges more openly, promoting professional development, and progressing in one's career. 
Connection with Cultural Awareness Lectures  
The lectures have profoundly shaped my development. Initially, they helped me understand the characteristics and traditions of different cultures, shaping my thinking. The acquired knowledge inspired and motivated me to be even more open and tolerant towards others. For instance, after the first cultural awareness lecture, I noticed that I became more understanding and helpful towards people of other nationalities, fostering my personal development. One lecture focused on communication styles in different cultures, aiding me in respectfully interacting with my foreign friends and interpreting what they say or do. Another lecture addressed how to handle stereotypes, personally prompting me to rethink my own biases. Overall, the lectures significantly contributed to my development, expanding my thinking, and helping me become more accepting of others. 
Conclusion  
This reflective writing, using the ERA model, illustrates how the Cultural Awareness lectures have impacted my personal development. They played a crucial role in helping me understand the characteristics and traditions of different cultures. The lectures aided in shaping my thinking, inspired, and motivated me to better understand and accept others. Overall, Cultural 
Awareness lectures greatly assisted in my personal development, fostering greater openness towards different cultures, which is exceptionally important in the hospitality industry for my future endeavours.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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+ Being able to communicate with guests in their native language can significantly enhance their stay and create a more positive
impression of the hotel

« Additionally, language awareness skills, such as understanding cuttural nuances and etiquette, can help staff deliver exceptional
customer service.

BENEFITS OF MULTILINGUALISM

Enhanced guest satisfaction Improved customer Increased business Career advancement
service opportunities
LANGUAGE AWARENESS

Language awareness skills are skills that enable staff to understand and adapt to linguistic and cultural differences.

There are many opportunities for hotel staff to develop their language awareness skills, such as

« Language courses
« Cultural sensitivity trainings

+ Intercuttural communication trainings

2 Private & Confidential (Baréot, 2020; Diaconu, 2021)
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Speaks by more than 60 milion people globally, ltaian isa Romance language

Itis spoken in many ofher naions and is the official language of Switzerland, Italy, and
San Marino

For natural English speakers, learning ltaian can be somewhat simple because the two
languages are so similar.

talian and English have similar grammar and vocabulary.
Grammar
Both Italian and English have three grammatical genders: masculine, feminine, and neuter.
Both Italian and English have the same conjugation endings for verbs in the present tense and the past tense
Vocabulary
Italian and English share many common words. For example, the Italian word "citta” (city) comes from the English word "city”

ftallan and English also have many words that are similar but not identical As an illustration, the taian word "casa” (house) comes from
the English word "house”, but the Itaian word has alonger final vowel

Private & Confidential (Lyons, 2018; Molino, 2010)
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Politenessin Italian business context

In the Italian business environment, polite behaviour is an important prerequisite for establishing and maintaining
successful business. relationships

talians generally put a lot of emphasis on treating ladies with courtesy and good etiquette
Part of polite behaviour is that the businessman respects the duration and the schedule

talians generally like to meet in person, and during business negotiations, people often come into direct contact with each other.

Impoliteness in Italian business context

Examples of impolite behaviour include speaking rudely or laughing loudly.
Italians like a direct and friendly tone in business discussions, and impolite behaviour or unpleasant jokes are frowned upon.
talians enjoy taking their time, and they don't appreciate rushed or sloppy service

If someone is too distant or cold, it can negatively affect ltalian business partners or guests.

Advices forltalian guests/ Business partners

Greeting: When someone enters the hotel, it is customary for employees to greet guests warmly, such as "Buongiorno” (good
morning) or "Buonasera” (good evening)

Eye contactand handshake: Italians tend to make eye contact and shake hands when greeting and saying goodbye

Patientand attentive service: Italian hospitality is famous for its patience and attentiveness

Private & Confidential (Ghezzi and Molinelli, 2019)
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Polite behavioursin the hotelindustry Impolite behaviours in the hotelindustry

The receptionist greets the guests politely and welcomes them The receptionist does not smile and does not greetthe
to the hotel guests politely.

The room aftendants treats the guests' belongings with The room attendants do not take care of the guests'
respect and cleans carefully. belongings and does not clean properly.

The waiter takes the order politely and serves the guests
attentively. The waiter does not take the order politely and serves

the guests in a rude manner.

In the hotel industry, guests often come from different cultures.

It is important that hotel staff be aware of the different cultures’ norms of politeness

Intercultural communication training can help hotel staff to communicate more effectively with guests from different cultures

5 Private & Confidential bahet al., 2021)
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«  Speaking multiple languages and being polite are crucial for enhancing customer satisfaction and hotel success

« Mulilingual staff can communicate with guests in their native language, boosting satisfaction and encouraging return visits. It
also attracts foreign travellers, contributing to increased revenue

« Politeness plays a key role in creating positive impressions, as attentive and considerate staff meet guests' needs effectively.
«ltalian is a popular language choice in hospitality, allowing communication with Italian guests and enhancing satisfaction

« Intalian business culture, formal language, punctuality, subdued communication, polite compliments, and respect for
authority are vital

+ Mastering muttiingualism and politeness is key for success in the hospitality industry, leading to improved customer
satisfaction and increased revenue for well-trained hotel staf.
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