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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	I am an F&B employee at Radisson hotel where I have been working for the last three years. This place is quite famous which is why many tourists involve this place as a tour destination (Gao and Su, 2023). My initial days of employment in the hotel are very tough and quite disturbing for me. I have a careless nature, and because of this I continuously make little mistakes that highlight my bad performance at the workplace (Moneva and Leukfeldt, 2023). I can never forget a very panicked and funny case which was created by my misunderstanding and also some because of the guest misinterpretation, about the requirement. I almost remember that it was a rainy evening when I was busy taking orders and serving food to the national and international guests at the restaurant. At that time we had a couple from Germany as tourist guests and also a lady from India who can be counted as a senior citizen of her community. According to my memory, The German couple ordered "We want drei (is a German word that means three) hamburger and a bottle of wine" but I take it as a "dry hamburger and a bottle of wine" (Anon, 2020). On the contrary, the Indian lady ordered "Please bring me that" by pointing her finger at the menu card, in the specialty column. This behavior of the old Indian lady demonstrates that she may or may not know the English language. 
When the orders are arrived at the table both the international guests are very disappointed as they wait very long for the desired food and still the results are not accordingly. While the Indian lady is shouting because she is religiously strictly vegetarian. However most of the confusion was created by the guest side, but I was also scolded by the manager because I should confirm the order at least one more time. This confusion not only hurt the guest but also harmed the brand image of the restaurant because of the guest's appropriate behavior including shouting and yelling at me as a reaction to confusion (Stokburger-Sauer and Hofmann, 2023). After that, we abruptly provided the German couple the required but were unable to do so for the lady because she instantly ran out of the restaurant (Kostova, 2023). 
After this panic confusion, I suggest the manager print the menu cards in many different languages as this place is very famous for tourism. The Manager said it would be very costly and take many places. Because it is not possible to add every language to the card, even if it is done there is still a 30-40% chance of confusion. So I suggest why not adopting digital technology for placing orders, to avoid confusion. My suggestion impresses the manager and he discusses it with his boss and on that day no more such situation is happening. , we successfully launched a free app through which the guests can have details of the food in their language, along with a picture, on their mobile phones. Now the manager is planning to arrange a self-service kiosk for the customers, with which they can easily add food from the menu to their order and also pay the charges (Vongsumedh, 2023).
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Recent events at Radisson hotel have made it clear that it is important to train the staff better. This way of doing things will make sure that all workers are ready to handle a wide range of situations that might come up at work. The main goals are to improve the skills of the staff, keep up the high standards that the unique company is known for, and make the whole tourist experience better. The first important thing is to do is make a detailed training plan for the team that fits the needs of the business. The training program that is being developed is called “Diversity Training”. It is clear that staff members need to keep learning and growing when they acknowledge the ideas and experiences they already have.
The first step in the process is to find and label important situations so that can be deal with the many problems the team faces. Taking care of angry customers, reacting to emergencies, or fixing problems with the service are all examples of this. The ability to spot and understand the specific problems is what makes it possible to make training courses that work The training program will be tailored to each specific situation. 
Modules on things like case studies, role-playing games, and how to communicate clearly are common in these types of classes. An emergency response module could have both a virtual and a real workout module at the same time (Trinidad, 2020). Along with improving technical skills, these classes stress "soft skills" like tolerance and cultural knowledge.
Sessions that try to improve the general tourist experience are an important part of the training plan. This means sharing what to know about figuring out what visitors will want, giving them personalised service, and solving problems before they happen (Christou and Chatzigeorgiou, 2019). Success stories and cases from real life will be used to show how great service can make tourists' trips more enjoyable. I think it should push cross-functional training for the staff if there is a need to fully understand how the hotel works. By promoting teamwork and collaboration, this makes sure that all employees are informed of the problems their coworkers in different jobs are facing (Dhevabanchachai and Wattanacharoensil, 2017).
One of the goals is to commit to continued career growth. At this point, employees has been sent to the classes and workshops regularly to make sure they are up to date on the latest developments in the hotel business (Trinidad, 2020). To find out how well the training programme is working, there is a requirement to set up a strong method for review and feedback. Evaluations, polls, and comments from field workers will be looked at from time to time. With the new information, training programmes will be made better and more up-to-date, so they can meet new obstacles and get better over time.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Since I started working in the hotel business, my view on how important it is to know about other cultures has changed. The stages of the Gibbs Reflective Cycle description, feelings, evaluation, analysis, conclusion, and action will help me think critically about how I have grown my cultural understanding.
Description
I had a very basic idea of cultural awareness when I first started working in the hotel business. It was limited to noticing and enjoying the different cultures of the guests. I learned how important cultural understanding is, though, as I worked in the field and saw how it worked in real life.
Feeling
Because I work with a wide range of people and coworkers, my feelings have gone from being happy to occasionally feeling uneasy. Despite some problems at first, the task of getting used to new cultural norms led to career and personal growth.
Evaluation
When I think back on my trips, I realise how important it is to be sensitive to other cultures. Beyond simple talks, it takes the ability to understand subtleties, predict different needs, and create an environment where everyone feels welcome (Bavik¸ 2016). When I learned that knowing other cultures is not only a matter of courtesy in the service industry, it changed my first thoughts.

Analysis
My way of thinking about ideas changed because of real-life events. Some people at an international event did not have as much fun because they did not understand other cultures (Dzhandzhugazova et al., 2016). As soon as I came to this decision, I started reading a lot of scholarly writing on the topic. This helped me develop my formal knowledge of cultural awareness.
Conclusion
After considerable consideration, I have decided that everyone working in the hospitality industry has to have a solid awareness of cultural differences. The company's income and image also go up, and so do the customers' happiness (Hayes et al., 2021). Honouring and recognising people from different ethnic groups not only improves service performance but also makes everyone feel welcome.
Action Plan
I would like to keep learning about cultural awareness and use what I learn in the future. I want to get even better at what I do by going to more training classes and workshops. In addition, I want to help my team become more culturally aware by sharing what I know and what I have done.
My personal development journey has led to a greater understanding of the need of cultural sensitivity in the hospitality industry, which has completely changed my life. I have realised how crucial cultural sensitivity is to provide the visitors a really unique experience by fusing classroom learning with real-world application. As I progress in the hospitality sector, I understand that I will need to continuously improve and use my abilities in cultural awareness; doing so will support both my professional and personal growth.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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