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ASSIGNMENT 1: PORTFOLIO
(4 Components)
This portfolio analyses my exploration of cultural awareness in the hospitality industry. The portfolio discusses the impact of cultural misunderstanding. It offers a training program to empower employees based on the personal experiences. I focus on the value of cultural sensitivity and examines my own educational experience. Furthermore, a training presentation included in the portfolio highlights the advantages of language awareness and multilingualism.

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

Weighting: 25%

	During my level 4 placement at the Premier Inn (Quayside), Ipswich, an incident of cultural misunderstanding occurred in the restaurant area during dinner service. I saw a food and beverage colleague deal with a visitor who has difficulty in speaking English and came from a diverse cultural background. The visitor was trying to explain their specific dietary needs. However, due to the language barrier, a serious obstacle occurred. As a result, there was a misunderstanding that affected the visitors dining experience. Due to the linguistic problem the F&B employee misinterpreted the dietary requirement of the visitor. When the visitor realised the mistake, felt disappointed and unhappy since the dish provided went against their religious and cultural convictions.
Language barriers can lead to cultural misunderstanding in the hospitality sector as witnessed in this case. The knowledge of the employee about the cultural differences and the poor ability of the guest to explain their complex dietary restrictions made the conversation a failure (Deresky, 2017). When I look back on this experience, I find the significance of having certain skills to deal with cultural diversity in the hospitality sector. Language ability is an essential element in ensuring effortless interaction. It improves language proficiency and also increases the employee's ability to properly understand and meet the guest's requirements.
I feel it is necessary to incorporate cultural competency training for the employee. Regular training sessions on various dietary restrictions, religious convictions and cultural practices can equip the employees with the information that they need to avoid miscommunications. This will also provide courteous and culturally aware service. In my viewpoint, it is critical to implement proactive communication techniques to avoid cultural misunderstandings. For example, visual illustrations on menus for allergies or dietary restrictions can help customers express their choices effectively. Expressing individual demand will build trust of the visitors and will also ensure them about the hotel's commitment to meet the requirements (Hampden-Turner and Trompenaars, 2020). This will further reduce the possibility of mistakes that might result from cultural differences.
The observation of this cultural misinterpretation has highlighted the necessity of ongoing education and adaptability in the dynamic hospitality sector. It is critical to acknowledge the possibility of misunderstandings and this will help make an environment for the visitor that make them feel respected and understood regardless of their culture and background. Awareness of nonverbal signs and encouragement of open communication culture within the team can help avoid the misunderstandings (Yang, Cheung and Li, 2022). My experience at the Premier Inn (Quayside), Ipswich has demonstrated the value of multilingual skills, cultural awareness and effective communication. Lifelong learning and building a culturally sensitive employees can significantly contribute to the development of a respectful and worm atmosphere where customers from diverse cultures feel appreciated.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%



	A thorough staff training program is necessary to empower every employee at the Premier Inn (Quayside), Ipswich. The purpose of this training is to help the employees build the skills necessary to deal with the different cultures, particularly in case of accommodating dietary needs of the visitors. The goal is to improve customer satisfaction, reduce the possibilities of misunderstanding and establish a more welcoming atmosphere through the promotion of cultural competency. 
Language training program: It is crucial to improve language skills of the employee. It must focus on essential vocabulary in the language spoken by diverse visitors. To improve understanding of different dietary restrictions, cultural behaviours and religious belief, cultural competency training is necessary. Proactive communication techniques are critical and includes offering of visual aids in menus and encouraging customers to communicate their dietary choices explicitly (Hofstede, Hofstede and Minkov, 2010). Role playing games can be conducted on regular basis to simulate real life situations. Regular practice can help employees put their recently learnt language skills to use in a safe environment. This will enhance their confidence and competence and also, they will be able to integrate with people of different languages. 
Cultural Competency Training: Recurring training on cultural competency can be made and this can include experts to discuss various dietary requirements, religious views and cultural practices. Incorporating interactive sessions can further encourage employees to ask question and participate in discussions to promote practical knowledge. Case studies from real world situations that demonstrate previous cultural misconceptions can be helpful. Open discussions about the ramifications of these kinds of events can be encouraged (Abramson and Moran, 2018). This will help explore alternative approaches that can help get more positive outcomes. The practical application of knowledge helps to improve problem solving and critical thinking skills.
Proactive Communication Strategies: Using distinct icons or symbols can help indicate typical directory restrictions and allergens on Menus. This will help reduce the risk of errors. These visual aids must be updated from time to time based on changing dietary preferences. Furthermore, creating and distributing guidelines can also help employees encourage customers to express their preferences more clearly during the placing of an order (Christiansen, Branch and Karmowska, 2020). Welcoming and open communication help build trust between visitors and employees.
With the help of these training strategies, hotel employees will have a comprehensive and organised training experience. Checking employee's language skills on regular basis and tracking the understanding of cultural competency will determine the employee skill development. It is also necessary to monitor visitor’s feedback and also note the incidents of cultural miscommunications to assess the effectiveness of the training programs. Continuous progress can be ensured by adjusting continuously based on the evaluations.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Cultural awareness is defined by Campinha-Bacote (2002) as the “self-examination and in-depth exploration of one’s own cultural and professional background.” This process involves the “recognition of one’s biases, prejudices, and assumptions about individuals who are different” (p. 182).
I use the Gibb's reflective cycle to analyse my perception of the importance of cultural awareness within the hospitality sector. The Gibb's reflective cycle includes various phases such as description, feelings, evaluation, analysis, conclusion and action plan.
Description:
Initially my understanding of cultural awareness was limited. It mostly centred on how to serve visitors from diverse cultural backgrounds with inclusivity and grace. I never seen it as a strategic necessity yet, I consider it as a courtesy. During my level 4 placement at the Premier Inn (Quayside), Ipswich, something happened that triggered my interest in learning more about the subject.
Feelings: 
I was disturbed by the event that involved a cultural miscommunication at the hotel restaurant. I observed the discomfort of the visitor and this highlighted the significance of cultural sensitivity in offering a courteous guest experience. Is it very important to pay attention to each detail when you are offering your hospitality services, in order to avoid misunderstandings. I feel responsible to improve my understanding and help promote a welcoming environment.
Evaluation:
I realise that my perspective must be changed fundamental. Cultural awareness is a critical component in providing exceptional customer services in the hospitality sector (Safaeva et al., 2020). It impacts customer satisfaction, employee cohesion and overall reputation of the establishment. Being culturally sensitive and aware is just one aspect of being culturally aware. I tried to strengthen my understanding with the help of academic literature. Training in cultural awareness can help each team member to build a respectful work environment and to improve communication skills.
Conclusion:
As I gain my knowledge, I understand the importance of cultural awareness in survival and prosperity of the hotel industry. Cultural awareness prevents miscommunications and also creates an environment where visitors are understood, respected and appreciated. Cultural awareness strengthens customer's loyalty and it also promotes effective referral marketing (Maheshkar and Sharma, 2018). When it comes to your customers, you want to make them feel respected and safe in order to create effiency in the hospitality services.
Action plan: 
I am dedicated to continuous learning and self-improvement in the case of cultural awareness. This involves staying updated of different cultural practices. I aim to participate in relevant training sessions and integrate with cultural awareness into regular hospitality practices. My purpose is to create a team environment that is sensitive towards cultural differences. This will further help enhance the overall experience of the visitors because in the hotel industry, it is necessary to understand the cultural differences of the guests for providing exceptional customer service.
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Component 4: Training Presentation

Weighting: 25%
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