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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection

Weighting: 25%

	During a bustling dinner rush at a well-known hotel restaurant, I observed a conversation that showcased the complexities and nuances of intercultural communication as the scene unfolded in a sophisticated venue nestled within a prestigious hotel that draws in a diverse array of visitors from across the globe. A miscommunication arose between a Food and Beverage (F&B) staff member and a hotel visitor, underscoring the challenges that can arise from cultural differences.
The guest, hailing from a culture that values tactful communication, was trying to express their dissatisfaction with their lunch, however, the F&B staff misunderstood the subtle way the individuals communicated, where they hinted at the problem instead of directly stating it. The staff, accustomed to receiving direct expressions of dissatisfaction, struggled to grasp the subtle intricacies of the guest's complaint and this situation emphasises the complexity of cross-cultural interactions, where the same words or gestures can have very different meanings in different cultures (Hall, 1976).
This particular situation showcases the prevalence of cultural misunderstandings, even in settings designed to cater to a diverse international audience. Gudykunst (2002) asserts that successful communication requires more than just language fluency; it also demands an understanding of the cultural subtleties in which the language is used so, the miscommunication arose not from a lack of language proficiency, but rather from a lack of understanding of different cultures.
After careful consideration, I recognise the importance of developing cultural intelligence - a set of skills and knowledge that enables individuals to navigate cross-cultural situations successfully (Earley & Ang, 2003). To prevent future misunderstandings, I must gain a deep understanding of the diverse cultural customs and communication styles of the people we serve and this involves actively seeking knowledge about different cultures, paying attention to non-verbal cues, and practising active listening to truly understand the genuine intentions and significance behind a guest's comments.
Furthermore, it is crucial to adopt a mindset of cultural humility, recognising that our own cultural background and individual experiences are just a small part of the rich tapestry of the world as this involves maintaining an open mindset when it comes to learning from misunderstandings, asking questions for clarification when needed, and showing patience and acceptance towards different viewpoints.
In conclusion, this event has emphasised the importance of having a deep understanding of different cultures in the hospitality industry while as professionals in the food and beverage industry, it is crucial for us to have a wide range of skills beyond language fluency. We must strive to gain the knowledge and skills necessary to navigate and comprehend the wide array of global cultures we encounter in our everyday lives and through the utilisation of this, we can not only prevent any potential miscommunications but also strengthen our connections, leading to an exceptionally memorable experience for every guest.
References:
- Hall, E. T. (1976). Beyond Culture. Anchor Books.
- Gudykunst, W. B. (2002). Intercultural Communication Theories. In W. B. Gudykunst & B. Mody (Eds.), Handbook of International and Intercultural Communication (2nd ed.). Sage Publications.
- Earley, P. C., & Ang, S. (2003). Cultural Intelligence: Individual Interactions Across Cultures. Stanford University Press.

	
Component 2: Training Plan
Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Understanding and respecting dietary limitations is crucial to avoid causing any discomfort or offence, as they are an integral part of one's culture as, providing pork or alcohol to guests who come from Muslim backgrounds, where the consumption of such items is prohibited, or failing to offer vegetarian options to Hindu guests, can be seen as lacking sensitivity.
Training plan (Why/What//Who/Where/When):
Why?
The consideration of dietary limitations is crucial in the hospitality sector, as it has a direct impact on client satisfaction and health while not understanding or adjusting to these limitations can lead to discomfort, offence, and potentially negative health effects for visitors. In addition, these omissions could harm the hotel's reputation and result in negative evaluations, potentially affecting its future operations so, recognizing and accommodating the diverse dietary needs of guests demonstrates respect and thoughtfulness for different cultures, while also enhancing the overall guest experience. This, in turn, fosters positive perceptions and loyalty (Cohen, E., & Avieli, N., 2004; Henderson, J.C., 2009).

What?
The proposed training approach will include comprehensive lessons that address the understanding of various dietary restrictions related to religious, cultural, and health considerations and the coverage will include a wide range of dietary limitations, such as vegetarianism, veganism, kosher, halal, gluten-free, and allergies. The training will also emphasise the importance of accurate menu descriptions, understanding cross-contamination, and effective communication strategies for addressing guests' dietary needs while the practical training will involve preparing meals that cater to specific dietary requirements and participating in role-playing activities to boost staff members' confidence in handling guest concerns with empathy and expertise (Fields, 2002).
Who? 
This course is tailored for individuals working in the hotel industry, specifically those involved in food production and service and this includes chefs, kitchen staff, waitstaff, and management. Furthermore, the front desk staff will be trained to gather information regarding dietary needs during the check-in or reservation process and effectively communicate this information to the catering team.
Where?
The training sessions will be held in the hotel's state-of-the-art training facilities and fully equipped kitchen, providing participants with valuable hands-on experience and through the use of this method, employees can participate in meal preparation and presentation in a controlled environment, ensuring their competence in applying these skills in real-life situations.
When?
The training programme will start during the off-peak season to minimise any disruption to hotel operations and the delivery of each module will be organised into half-day sessions that will be spread out over several weeks. This approach guarantees a thorough presentation of the material without overwhelming or overburdening the staff while futureworkshops and courses will be organised twice a year to keep the team updated on the latest dietary trends and laws.
The proposed training strategy will cover extensive sessions on understanding various dietary restrictions related to religious, cultural, and health factors as the coverage will include a wide range of dietary limitations, such as vegetarianism, veganism, kosher, halal, gluten-free, and allergies. The training will also emphasise the importance of accurate menu descriptions, understanding cross-contamination, and effective communication strategies for addressing customers' dietary needs as the practical sessions will involve preparing meals that cater to specific dietary requirements and participating in interactive exercises to boost staff members' confidence in addressing guest concerns with sensitivity and expertise (Fields, 2002).
References:

	•	Cohen, E., & Avieli, N. (2004). Food in tourism: Attraction and impediment. Annals of Tourism Research, 31(4), 755-778.
	•	Fields, K. (2002). Demand for the gastronomy tourism product: Motivational factors. Tourism and gastronomy, 36-50.
	•	Henderson, J.C. (2009). Food tourism reviewed. British Food Journal.











	
Component 3: Student Self-Reflection
Weighting: 25%

	
To improve my understanding of cultural sensitivity in the hospitality sector, I plan to utilise Gibbs' Model of Reflection as this model encompasses several stages, which involve description, emotions, evaluation, analysis, conclusion, and action plan. This model allows for a comprehensive reflection on my experiences and the knowledge I gained during my internship at a hotel.
Description
I was assigned to a prestigious hotel known for its exceptional customer service, catering to a diverse clientele while in the beginning, my main tasks revolved around basic visitor interactions, like managing check-ins and addressing general inquiries. As my role progressed, I was given more responsibilities, including handling various requests from guests of diverse cultural backgrounds.
Feelings 
Initially, I felt a bit overwhelmed by the diverse range of customers at the hotel and I felt uneasy about the possibility of miscommunication or unintentionally offending guests due to my limited understanding of cultural nuances. However, through my increasing interactions with guests, I gained more confidence and began to appreciate the richness of engaging with diverse cultures.
Evaluation
The experience was thought-provoking and this experience has deepened my appreciation for the importance of cultural knowledge in the hospitality sector. Building strong connections with guests often hinged on understanding and valuing cultural differences, including dietary preferences and greeting traditions while for instance, I developed the ability to inquire about guests' room preferences and dietary restrictions, which varied significantly based on their cultural backgrounds. The increased awareness not only enhanced guest satisfaction, but also highlighted the importance of understanding and flexibility in delivering exceptional service.
Analysis
After reflecting on these experiences, I realise that having a deep understanding of different cultures goes beyond simply knowing about various civilisations as it necessitates a persistent commitment to gaining knowledge, understanding, and adapting to the needs of a diverse range of individuals. According to Reid and Bojanic (2010), having a deep understanding of different cultures in the hotel industry enhances customer experiences and plays a significant role in the overall success of the company but further, according to Henderson (2007), possessing cultural understanding can result in more personalised and polite service, giving a hospitality business a distinct advantage in a competitive market.
Conclusion  
I have developed a deeper understanding of the significance of cultural diversity within the hospitality sector, moving beyond a superficial recognition and I have come to understand that effective communication, empathy, and flexibility are essential for effectively managing cultural differences and enhancing the overall visitor experience.
Action Plan 
To further enhance my cultural awareness, I plan to actively participate in regular cultural competency training, engage in language exchange programmes, and actively seek feedback from both peers and supervisors regarding my interactions with guests so, further, I plan to expand my understanding by delving into scholarly materials like Baum's "Human Resource Management for Tourism, Hospitality and Leisure" (2006), which emphasises the importance of cultural training in the hospitality industry.
Through deep reflection, I have come to understand that being culturally aware is not something that remains constant, but rather a continuous effort that requires ongoing commitment and a desire to gain knowledge and the experience I gained during my internship has been incredibly valuable in highlighting the vital role of cultural awareness in delivering exceptional hospitality services.
References:
1. Reid, R.D., & Bojanic, D.C. (2010). Hospitality Marketing Management. 5th ed. Hoboken, NJ: John Wiley & Sons, Inc.

2. Henderson, J.C. (2007). Tourism Crises: Causes, Consequences and Management. Oxford, UK: Butterworth-Heinemann.

3. Baum, T. (2006). Human Resource Management for Tourism, Hospitality, and Leisure. Thomson Learning.


	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Polite vs Impolite

IMPRESSIONS MATTER AND ONE WAY TO MAKE A GOOD IMPRESSION IS
BEING POLITE IN A BUSINESS CONTEXT (RUBEANA 2024).
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Multilingual Customer Service: Key to
Global Success in the Hotel Industry.

ITALIAN AS A SECOND LANGUAGE
IN A HOTEL RECEPTION





image4.png
It is hard to learn ltalian?

ITALIAN IS THE SEVENTH MOST WIDELY
SPOKEN LANGUAGE IN EUROPE
(LANGUAGESCONNECT 2024).





