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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	The hotel business is a prominent business within the hospitality industry which requires fluent communication skills to engage competently with customers. However, the hotel staff often face difficulty while dealing the customers who have dissimilar cultural backgrounds as it causes a language barrier. Rapid globalization is increasing the need for language to develop regarding fruitfully engaging with dissimilar cultural backgrounds people. Therefore, the linguistic scholars are aiming to incorporate cultural teachings within the classroom (Rashid, et al., 2021). Being an F&B employee at Premier Inn, I can relate to the difficulties or challenges which arose due to the dissimilar culture. Customers who have different cultural backgrounds use dissimilar languages because culture and language are directly linked with each other. The correlation between culture and language is seen as language reflecting the culture because language is shaped by cultural needs. However, being a hotel employee, I face challenges whenever I have to interact with customers who belong to different cultural circumstances. Often, guests who have diverse cultures speak a different language which causes difficulty in interpretation, and not only does language causes problems rather the cultural norms also create issues. Due to the language barrier between the hotel staff and guests, the chances of provoking the guest's cultural norms increase. Regarding sharing my personal experience related to the cultural differences that further caused language obstacles, I will narrate the incident which took place a few months ago. It was a fine morning, and I was managing my staff for the daily tasks they were allotted to complete. Then unfortunately I heard chaos from the breakfast hall that was a few steps away from my desk. I quickly made my way to the area where my staff member was explaining something to the guest and the guest was shouting at him. For a minute I remained silent to see what was happening and then I got to know that the guest asked for the onion soup and my staff served him with turtle soup. This confusion arose because of the language gap as the customer was Spanish and he was not able to speak English. The problem increased when the staff member tried to clear the confusion and the guest was explaining the growing extinction of turtles and both thought that the other person did not agree. The normal pitch of Spanish natives is higher than English people thus, it seems that the guest is being aggressive. Cultural awareness is the basic solution to the issues that could affect the individual cultural stance. Through the means of cultural awareness, the person can easily understand and relate to the cultural norms that are dissimilar from his own culture and language (Zohirjonovna, 2022). Similar was the situation in the breakfast hall where the staff and guest both were unaware of the dissimilar language and cultural stances thus, both were trying to clarify their viewpoint which seems a disagreement. The prominent solution to this issue is the evolvement of lingua culture regarding solving such issues of culture and language (Risager, K., 2020). 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Cultural misunderstandings are caused due to the rapid globalization and the frequent changes within the cultural aspects (Scott-Phillips, et al., 2018). The basic reason for the cultural misunderstanding is the different beliefs and values which people belonging to dissimilar cultures have and these differences further create problems in misunderstanding. Cultural misunderstanding could be because of the language barrier, difficulty in interpreting gestures or understanding body language, and often due to misconceptions about social norms. Intercultural communication usually leads to miscommunication as the local language is often not familiar to the foreign individual. Apart from this, the cultural norms are not well informed thus, this results in creating confusion or miscommunication (Prayatni, et al., 2020). 
Training plan (Why/What//Who/Where/When):
In regard to avoiding the cultural misconception within Premier Inn, the training plan of “Learning Diversity” has been incorporated within the employee's recruiting procedure. Training the staff within the hospitality industry is the core requirement to grab the consumer market. As the graduates are not trained for the industry thus, their educational aspects lack the language teaching which is the fundamental need of the hotel management to entertain foreign guests or tourists (USHAKOV et al., 2020). 
Therefore, F&B Hotel will train their staff members to communicate efficiently with foreign guests or at least know the key terms of the foreign language and the cultural norms of other cultures. This is required to avoid incidents like the misinterpretation or misunderstanding of customer requirements. I personally believe this is the key factor for customer satisfaction, that the needs and values of the customers are understood by the hotel staff. In regard to planning the training process the 5W model will be incorporated to project the training plan strategies. Through the aid of this model the hotel management will be able to blueprint a productive training plan for the existing and new employees.
The training plan have been designed to train the staff about the customer service along with the communication skills mainly. Whereas, it will cover other areas as well such as procedures for housekeeping, proper handling of food, swift response to emergencies, and of course the hotel policies. The training program will be planned for the entire hotel personnel including all the employees. The person at the front desk, the housekeeping staff, the restaurant workforce, and the administration as well because the overall hotel management which includes every employee must be trained to perform with excellence. 
The training can be conducted on-site or in external locations to train the employees in prolific hotel management aspects. The language training can be conducted in the classroom environment, however, the housekeeping and other training involving the physical training procedures would be on site. The training sessions will be at the time of recruiting and then periodically on a monthly basis to evaluate the hotel personnel's performance and regard to enhancing their skills. The sessions at the time of recruiting will encourage the employees to learn and enrich their skills through the means of frequent training workshops for a week or two.     
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Gibbs reflective model is the progressive approach to write reflections as it aids to evaluate the significant knowledge to be transmitted by the learning through experience (Adeani, et al., 2020). The reflective cycle of Gibbs model depends on the descriptive writing which includes the feelings, evaluation, and analysis of the experience along with the conclusion which further designs the future action plan. The reflective model aids the learner to enhance its skills through learning from the experience and also by evaluating or analyzing the experience thoroughly (Tawanwongsri and Phenwan, 2019). Therefore, I have evaluated my hotel experience through the implementation of Gibbs reflective model to examine my skills and polish them further for better performance in future. The language barrier and the lack of understanding of cultural differences create major conflicts within the hospitality industry. The misunderstanding which arose due to the cultural differences often impact the hotel reputation and it develops the negative impression of the hotel services on the guests. The diversity of culture within the hospitality industry is the vital element to progress and the customer satisfaction is achieved through the excellence services which are provided by the hotel. Therefore, the cultural awareness can pave the way for the industry to prolifically attain the key objectives along with developing the cultural bonding with the foreign guests or tourists. The lack of cultural understanding within the growing industry of hospitality can cause events which could impact the hotel or business image. As I evaluated the impact of such misunderstanding, I agree that by having cultural awareness we can reduce the language barrier and cause of misunderstanding eventually. The study states cross cultural reflective model which reduces the cultural obstacles for the individual to learn and experience cross culturally (Dressler et al., 2018). It can aid the individual to experience situations in the broader aspects which is the productive approach within the globally developing world. Furthermore, I believe that the hotel should have multicultural staff to avoid issues in the future and in addition to this the training must be provided to the hotel staff regarding the cultural awareness. As culture and language are interlinked thus, knowing the cultural norms people can easily associated to the cultural norms and language. However,  attending workshops or training sessions that aid to understanding cultural differences can be beneficial for the industry employees. Furthermore, I have planned to attain cultural awareness to avoid misunderstanding and confusion in future but if something like this happens in future so I would use the technology to interpret the guests’ requirements. The priority of this industry is to satisfy the customers or guests, thus, being polite and patient is the key element to deal with any such situation that causes misunderstanding. However, the swiftest plan which can solve this problem of language barrier is to hire multilingual staff for hotels to provide great excellence. Along with this the long-term action plan include the linguistic or language training program to solve the misconception problems which arose due to lack of cultural understanding or awareness.            
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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The hospitality industry is a rapidly growing industry which includes the hotel sector as well and the association of the employees of this industry with the customers is the vital element. Customer engagement and satisfaction are the corporate social responsibility of the hospitality industry to prosper (Serra-Cantallops et al., 2017). In regard to this, language and cultural awareness is the fundamental approach towards the successful accomplishment of the desired goals of the hotels. Furthermore, customer satisfaction can be attained by the hotel through the proper language and linguistic accommodation (de Carlos et al., 2018).

	[image: ]
The requirement of the hotel industry is not associated or restricted to professional knowledge only rather the multicultural and multilanguage is also becoming the increasing demand of the rapidly evolving hotel industry (Žerajić, 2019). The concept of multilingualism is prospering due to the globalization of the era and the interconnection of the dissimilar culture and their respective norms and languages. Multilingualism could be seen as the capability to have knowledge and expertise of speaking multiple languages along with the native language. The core benefits of multilingualism are the ability to interact with individuals who belong to dissimilar cultures, have different language, and thought processes. Moreover, as it builds relations with the non-native speakers, it provides an opportunity to attain knowledge about other cultures. Furthermore, it develops the cognitive power of the individual by learning multiple languages and the cognitive ability of the individual increases. Moreover, it paves the platform for the business intellectuals to progress in various parts of the world through incorporating the cultural aspects of the respective locality. 

	[image: ]along with other hotel services (Davras and Caber, 2019). This signifies that language awareness, and the competence of foreign language can aid the hotel staff and the hotel to progress. The hotel staff capable of interpreting multiple languages can professionally deliver the services to the foreign guests. Through the skills of knowing multiple languages the staff will be able to fulfill the cultural requirements of the guests as the cultural norms are associated with the language. Hence, through the means of language awareness the cultural requirements of the guests will be fulfilled, and this will result in customer satisfaction that will eventually attain the hotel objectives to generate revenue. 
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Portuguese language is the soft-spoken language which is referred as the romance language, and it is spoken in the region of Iberian Peninsula and the language is majorly spoken in Portugal. However, it is also spoken in Brazil, Cape Verde, Angola, and Mozambique. Portuguese is easier for the Spanish native speakers to learn however, it is said that the language is not that difficult be learned thus, the English speaker can also easily learn the language. However, the research highlights that learning a second language often becomes challenging because of the lack of vocabulary the learner has of the foreign language (Thebuwana.,2022). Moreover, along with the lack of vocabulary the cognitive ability of the individual also matters while learning any new language. 
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The budgeted hotels of Bournemouth, which include Premier Inn as well, are introducing self-service technologies in regard to upgrading customer satisfaction (Giousmpasoglou and Hua, 2020). This indicates that the language barriers and the lack of cultural awareness are transforming the hotels towards advanced technologies. However, AI and IOT can be used to translate foreign languages but the cultural awareness which is interlinked with the language cannot be learned by the staff through technology. Hence, though hotels like Premier Inn is incorporating the innovative technologies but still the language and cultural awareness should be provided by the hotel management.    
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