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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 

	
Scenario title
A blunder during the breakfast at Imperial London Hotel
Scenario Brief
During the breakfast serving time in the one of the most iconic and prestigious Imperial London Hotel, I have found myself in a critical situation. This situation has end up in a serious misunderstanding between me and a guest of our hotel. I am an employee in charge of F&B section at the most outstanding Imperial London Hotel in the United Kingdom (Gish, 2024). This incident has occurred during a very busy Sunday morning and it has taken place in the hotel’s restaurant. There was a lovely couple who was seemed from the East Asia and as usual I have greeted them with a warm gesture and smile and I have asked them how they would like to enjoy their eggs, omelet or poached or any other. As a reply to that the gentleman has nodded his head and I thought everything is fine and I am having a great day start. However, the whole situation took a totally different turn as the lady asked for a vegetarian breakfast. Since we do have some vegetarian breakfast listed in our restaurant menu, I have eagerly suggested her our most popular and famous western vegetarian omelet that will filled with lots of mushroom, cheese and also tomatoes. After hearing that that lady suddenly feels very uncomfortable and she has also exchanged a glace with the gentleman. I have realised that I have made a great error with my approach since in the East Asian Culture typically eggs are not considered as a vegetarian food and therefore (Chron, 2021), the lady was most likely got a huge confusion with my suggestion. I understand that I have made a big mistake as I totally overlooked this cultural nuance. While reflecting on this above incident I have found that this type of cultural misunderstanding can easily happen whenever there is differences exist between the languages or the customs or even the cultural expectation between two or more persons. Even when my intention was to just offer a suitable suggestion that will match her criteria, I have totally failed to understand the potential difference between the East Asian and Western definition of a vegetarian dish. Therefore, in order to prevent such mistake happened in the future I have decided that I will develop an excellent heightened awareness in order to understand the cultural gap between me and our guest very easily (Caimi, 2021). It normally involves that I not just need to understand the difference in some specific term such as the “vegetarian” for different cultural perspectives. So that in future, no such misunderstanding offers between me and any of our guests. Moreover, I need to effectively cultivate a good habit of listen actively and understand a clear preference. I also decided that I will take more time in order to ask the follow-up questions. I have also decided that I need to put more focus in another crucial skills that I need to enhance which is language sensitivity. Being a part of F&B employee, I need to seek some excellent opportunities that will improve my cross-cultural training such as getting involved in a workshop.
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Component 2: Training Plan 

	[bookmark: _heading=h.7891egwqmg6u]Cultural misunderstanding
Language differences within the professional field become one of the major barriers. The cultural difference creates major changes within the behaviour and customer management. Management of customers and other professional stakeholders within the hospitality management needs to be ensured for competitive advantage. The language barrier and cultural differences need to be developed based on the strategic designed training planning.
[bookmark: _heading=h.c9eanrftv5ro]Training Plan
	Objectives
 
	Strategies
 
	Benefit and process
	Time span

	Reducing language barrier
	Identifying the most visited customers and their foreign language needs to be developed to reduce the language barrier (Jhaiyanuntana and Nomnian, 2020).
Regular training and learning environments need to be developed based on the most demanded language within the global platform. 
Pronunciation and accent development along with oral and documented expertise need to be developed through regular communication and training.
	A major focus will be given to the customer management department and floor management staff. Compulsory participation needs to be initiated for language development at a prior level.
Twice a week the training will be delivered and pragmatic implication scope will be ensured for speedy development.
This continuous process of development and implementation strategy will help the employee to achieve skills to overcome the language barrier and understand the diverse customer variedly. 
	Six months

	Crisis management
	A strong understanding of the diverse culture and varied sensitive factors need to be acknowledged by the hotel staff (García-Rodríguez et al., 2020). Cultural sensitivity and appropriate crisis management need to be developed for competitive benefit.
Analysing the psychological needs of the customer and delivering them the appropriate solution to satisfy the need is developed through crisis management skills within the intercultural prospect.
Constant adaptability and an inclusive approach need to be delivered through crisis management skill development and understanding the cultural differences for better management of the stakeholders within the hospitality management. 
	Constant guidance and pragmatic explanation of the scenario will help in the crisis management of the employees. Specialised training and appropriate monitoring will result positively in the development of crisis management skills of the staff of Imperial Hotel, London. This will help to develop the brainstorming and empathetic approach within the workforce. High problem-solving ability and innovation will be achieved through it.
	Three months

	Communication skill
 
	Communication skills based on the intercultural perspective can be developed through active listening. Understanding the culture and its value will create a sense of empathy Makhmudov, 2020).
	Seminars and workshops conducted to develop knowledge of varied cultures and diversity within the global platform will positively impact their knowledge factor. Enhancement within the knowledge will help the staff to professionally engage with the varied customers and minimise the cultural differences issues.
	Four months
 


Table no: 1
(Created by author)
Analysis
The tabular presentation has highlighted the key actions that need to be developed with the aim of reducing cultural differences within hospitality management. Constant effort through conducting training on language proficiency will be beneficial to grab expertises in foreign languages. Apart from that, focusing on crisis management will develop the staff in a multidimensional factor and also develop their communication skill will ensure high customer engagement within Imperial Hotel, London. 
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Component 3: Student Self-Reflection 

	I have experienced a lot about the effectiveness of cultural awareness while conducting the whole research work on the tourism industry. To work efficiently in this industry proper cultural awareness is very essential. Here, I am using the Gibbs model of reflection to outline my overview while completing the whole research work (Forbes, 2023). Positive and polite behaviour is very essential for an individual to work within the tourism sector effectively. I have faced a particular event while working on an assignment based on the impact of positive cultural awareness in the tourism industry. I was given an assignment to research a particular hotel business and its cultural awareness. I have researched some essential case studies and information related to the topic to understand the effectiveness of positive culture within the workplace and its importance. A positive vibe and great soft skills are very necessary for an individual to deal with various stakeholders, mostly with the consumers within the tourism industry properly. I have analysed that in this modern business environment learning various foreign languages is very essential to deal with various consumers easily within the tourism business. Due to technological advances, the way of learning foreign languages has become very easy nowadays (Vadivel et al., 2021). Thus, I have decided to learn some foreign languages for my future profession to become an effective employee within the tourism business. I have learnt that in hotel services an employee would deal with many international tourists. The whole learning process was very essential for me to understand the key importance of those foreign languages effectively. I have experienced that learning Spanish and German would be one of the best solutions for an individual as the percentage of tourists from this region is higher compared with the other languages. For example, I have gone through a thorough survey of a hotel business and constructed a report on the company and its dealings with cultural awareness effectively. The company always prefers candidates from diverse backgrounds that are fluent enough in Spanish and German. Foreign language preferences and positive attitude and culture of candidates are preferred more by the company while staffing rather than theoretical knowledge and degree. The one-month survey and the report helped a lot to outline my own opinion regarding the whole tourism industry, mainly hotel businesses. I have found that positive behaviour and politeness while dealing with guests are highly prioritised by hotel businesses to enhance consumer satisfaction effectively (Carden et al., 2022). While completing my research on the importance of cultural awareness within business mainly in the tourism sector, I have decided to work more on my personality and behaviour to become an efficient employee in a hotel business. I have decided to participate in a language club to become more fluent in English. Along with that, I will enrol my name in a new course to learn these two foreign languages effectively. I will also motivate my friends to upgrade their soft skills in learning new languages. I will practise my learnings in various online platforms to notice my enhancement.
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Component 4: Training Presentation

	[bookmark: _Toc158033645]Benefits and importance of multilingualism for hotel staff
[image: ]
One of the fundamental benefits of learning multilingualism for hotel staff is that they will be familiar with the guest or visitors' speaking techniques. On the other hand, the business will grow and develop simultaneously by having the benefits of learning multilingualism in the most prominent manners (Eid and Agag, 2020). Multilingualism employees are important for the organisation as they are one of the assets of the organisation. Information and conversation transformation may proceed in an easier and faster way if employees are multilingual. Learning such kinds of techniques by the employees will benefit both company as well as customers. 

	[bookmark: _Toc158033646]Introduction to the language 
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German is one of the basic languages spoken by the individuals who are resident in Germany by having 95% speaking on average by the citizens. Further, standard German is an Indo-European language that has more than subsidiary origins such as English, Frisian and Dutch in the most appropriate ways (Harahap, 2020). Imperial Hotel London has many European visitors therefore, if employees learn or speak in German will have the audacity to make perfect engagement with them. On the other hand, the thought process or ideas shared by the customers or guests will be easier to understand by the hotel staff who know the European language called- German. The language is regarded as one of the hardest as well as toughest languages compared to other European languages. 

	[image: ]
During the initial stage it needs to be understood by the people by comparing the Frisian and Dutch language to learn German in the most prominent ways (Laker, 2021). However, in some cases learning the German language takes more than 35 weeks or prolonged 800 classes to fully access the fundamental cores of this language. Native English speakers in Germany can learn the European language in the easier and most convenient ways. The grammatical structure of German may be more difficult and harder to learn by individuals who are not accustomed to the English language.

	[bookmark: _Toc158033647]Area spoken by individuals
Area spoken by individuals
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German is spoken in various kinds of places due to its diverse effects in the culture and behaviours among their individuals. For example, some places like Austrias, Belgium and Liechtenstein are one of the locations of areas where German is spoken effectively and conveniently. On the other hand, some rich and cultural as well as traditional places like Luxembourg and Switzerland are there who conveniently speak German. Both in terms of population and regional territories German is spoken in the most prominent ways and manners. 
[bookmark: _Toc158033648]Politeness and impoliteness in business Context
The behaviour and mannerism in the individuals are considered as one of the politeness in the business context in the most effective ways. Multilingualism may create business efficiency in the current market scenario in the most prominent ways (Brown, 2022). On the other hand, Imperial Hotel London, will have the audacity to greet their customers and visitors (Imperialhotels, 2024). Whereas, impoliteness makes individuals of the hotel over-confident among the people who are not affluent in multi languages. Such kinds of things in the hotel industry creates vastness and discrimination in the most prominent ways. Hotel industries like Premier Inn are focusing on recruiting people who are efficient and know the expertise of multilingualism. Based on the benefits and advantages of multilingualism hotel industries are focusing on improving their hotel staff recruitments. Further, Hilton, Southampton is also focusing on providing training to their staff members to learn multilingualism in the most prominent ways to make customer satisfaction.
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