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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	A food and beverage worker from Romania, Dalia, who speaks limited English, accidentally gets into a misunderstanding with a Korean guest, Mr. Lee, while they are at breakfast time in a hotel restaurant. Mr. Lee came looking for a table, and Dalia, who was tasked with seating the other guests, immediately noticed him and greeted him. Unfortunately, due to her limited English capabilities, she was unable to communicate effectively. Since Dalia's accent and pronunciation make it hard for him to understand her query, Mr. Lee assumed she asked about the size of his group. He then said, "Just me." Believing that he meant "just tea", Dalia led him to a small table where she offered him a cup of tea. Dalia displays a tray containing various items, such as a teapot, a saucer, and a cup. She then smiles and places the items on the table, thinking she has fulfilled Mr. Lee’s request. However, he tries to explain that he wanted a table for breakfast, not tea. Dalia was not able to understand Mr. Lee's words and assumed that he was not happy with the tea she brought. As a result, she quickly took the tray away and apologised profusely. He then decided to ask another staff member for assistance.
In my opinion, as a front-line staff member in the hospitality industry, it is crucial for me to have effective communication skills and a deep understanding of cultural differences. This incident serves as a reminder of the importance of these skills. To avoid similar misunderstandings in the future, I believe that my hotel can implement measures such as language training programs to ensure that all staff members, including myself, have the necessary English skills to provide exceptional customer service (Walters, 2019). When interacting with guests, I can personally follow proper communication protocols by using specific questions or phrases to ensure that I fully understand their requests and provide the best possible service. A PR firm can help a hotel develop and implement a comprehensive communications strategy that includes elements of the abovementioned tactics (Coyne, 2022). To further enhance my understanding of cultural sensitivity, I can actively participate in training sessions organized by my hotel that cover various cultural practices and norms. This will enable me to better cater to the diverse needs of our guests. I realize that cultural sensitivity involves not viewing any culture as better or worse than another but valuing the distinctness of each culture (Get Impactly, 2023). I can be more observant and adaptable in my interactions with people from different backgrounds, paying attention to cues and context, and adjusting my expectations accordingly. This flexibility will allow me to make informed decisions and adapt to new situations when interacting with guests from diverse cultures.
Being able to develop empathy is very important in order to prevent cultural misunderstandings, as it can help me communicate better with others. This can be done through taking on the role of an interpreter and trying to understand the other person's perspective. In addition to being able to provide a good service to my guests, I will also improve my cultural understanding and communication skills.
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Coyne, E. (2022) ‘5 ways to improve hotel communications’, Hotel Management [blog]. 20 December. Available at: https://www.hotelmanagement.net/operate/5-ways-improve-hotel-communications (Accessed: 19 January 2024).
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
Misunderstandings can often occur in a diverse environment, such as a hospitality industry that caters to people from different cultural backgrounds. To prevent such misunderstandings from happening in the future, we will implement a comprehensive training program at Ibis Styles Birmingham Airport to help employees become more aware of their cultural sensitivity.
Training plan (Why/What//Who/Where/When):
1. Objectives:
a) To increase awareness and understanding of cultural differences among employees.
b) To develop effective communication skills to avoid cultural misunderstandings.
c) To enhance empathy and respect towards guests from diverse backgrounds.
d) To equip employees with strategies to handle cultural conflicts or misunderstandings professionally.

2. Training Content:
a) Cultural Awareness: Provide an overview of different cultures, including customs, traditions, and communication styles. Emphasize the importance of recognizing and appreciating cultural diversity.
b) Communication Skills: Train employees in effective cross-cultural communication techniques, such as active listening, and non-verbal cues, and adapting communication styles to suit different cultural contexts.
c) Stereotypes and Prejudices: Address common stereotypes and prejudices that may arise in a multicultural workplace. Encourage employees to challenge their own biases and promote a respectful and inclusive work environment.
d) Conflict Resolution: Teach employees strategies to handle cultural conflicts or misunderstandings professionally, such as active listening, empathy, and finding common ground.
e) Case Studies and Role-plays: Engage employees in interactive activities, such as case studies and role-plays, to apply their knowledge and skills in realistic scenarios.
3. Training Methods:
a) Workshops and Seminars: Conduct interactive workshops and seminars led by cultural sensitivity experts to facilitate discussions, share experiences, and address specific concerns.
b) E-learning Modules: Develop e-learning modules that employees can access at their convenience to reinforce their understanding of cultural sensitivity concepts and skills.
c) Guest Speakers: Invite guest speakers from diverse cultural backgrounds to share their experiences and insights, fostering a deeper understanding of different cultures.
d) Team-building Activities: Organize team-building activities that promote cultural exchange and collaboration among employees, encouraging them to learn from one another's cultural backgrounds.
4. Assessment:
a) Pre- and Post-Training Surveys: Conduct pre- and post-training surveys to measure employees' knowledge, attitudes, and perceptions regarding cultural sensitivity.
b) Role-play Assessments: Evaluate employees' ability to apply cultural sensitivity skills through role-plays and provide constructive feedback.
c) Ongoing Feedback and Evaluation: Encourage employees to provide feedback on the effectiveness of the training program and continuously evaluate its impact on their interactions with guests.
By implementing this comprehensive staff training plan, Ibis Styles Birmingham NEC and Airport we can ensure that all employees are equipped to handle cultural misunderstandings professionally and provide exceptional service to guests from diverse cultural backgrounds. The plan focuses on increasing cultural awareness, improving communication skills, addressing biases, and providing practical strategies for conflict resolution. By fostering a culturally sensitive work environment, the hotel can enhance guest satisfaction and strengthen its reputation as a welcoming and inclusive establishment. Hospitality organizations can enhance their competitive edge and improve their customer service and communication by training their employees on how to approach and communicate with customers from varying cultural backgrounds. Cultural sensitivity can also help them stand out from the crowd and provide the best possible service.
References:
Buckley, F. (2023) ‘Empowering Your Team: The Benefits of Cross-Cultural Training in the Hospitality Industry’, LinkedIn [blog]. 11 January. Available at: https://www.linkedin.com/pulse/cultural-training-hospitality-industry-finbarr-buckley/ (Accessed 27 January 2024). 
Fadil, J.E. and St-Pierre, J. (2023) ‘Identifying and Managing Risks Inherent to Cultural Differences in the Case of Production Internationalization’, Business & Entrepreneurship Journal, 12(2).
Kusumawati, A. and Suryani, N. (2020) ‘The Role of Cultural Sensitivity in Improving the Quality of Service at the Front Office’, Journal of Tourism and Hospitality, 9(3), pp. 1-9.
Mendes, R. G. (2023) ‘Challenges of Cultural Differences in Hospitality Teams’, LinkedIn [blog]. 5 October. Available at: https://www.linkedin.com/pulse/challenges-cultural-differences-hospitality-teams-gon%C3%A7alves-mendes (Accessed 27 January 2024). 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
Throughout my journey in the hospitality industry, I have come to realize the paramount importance of cultural awareness. Initially, my understanding of this subject was limited, but after the placement and all that I read about it, it has evolved significantly. This critical self-reflection will explore how my perception of cultural awareness changed, the lessons I learned, and why this experience is crucial within the hospitality industry.
In the beginning, my understanding of cultural awareness in the hospitality industry was superficial. I believed that it merely involved being polite and respectful towards guests from different cultures. However, as I delved into more pieces of information, I began to realize that cultural awareness encompasses much more. 
Over time, I started to recognize the significance of cultural awareness in providing exceptional guest experiences. I learned that it involves understanding and embracing diverse cultural practices, customs, and preferences. For instance, I had a transformative experience when I interacted with a group of Japanese guests. By being aware of their cultural norms, such as removing shoes before entering their rooms, I was able to create a more comfortable and welcoming environment for them. Another experience I had at the hotel where I was placed, Ibis Style Birmingham NEC and Airport, where English was not my first language I had communication gaps because of the accent, I got used to the accent where I live, and the accent in that area is much different, then I still needed the colleague or colleague I worked with to understand the needs of the clients.
Through my experiences, I learned several valuable lessons about cultural awareness in the hospitality industry. Firstly, I discovered that cultural awareness fosters inclusivity and enhances guest satisfaction. By catering to the unique needs and preferences of different cultures, we can create memorable experiences that exceed expectations. Secondly, I realized the importance of continuous learning and staying updated about various cultures. This knowledge allows us to adapt our services and offerings accordingly, ensuring that guests feel understood and valued.
The experience of developing cultural awareness is crucial in the hospitality industry for several reasons. Firstly, it promotes positive intercultural interactions, breaking down barriers and fostering mutual understanding. This, in turn, leads to increased guest loyalty and positive word-of-mouth recommendations. Secondly, cultural awareness helps to avoid misunderstandings and potential conflicts that may arise from cultural differences. By proactively addressing these differences, we can prevent any negative impact on guest experiences.
Reflecting on my journey, it is evident that my understanding of cultural awareness within the hospitality industry has evolved significantly. Through experiences and interactions with guests from diverse backgrounds, I have learned that cultural awareness goes beyond surface-level politeness. It involves understanding, embracing, and adapting to different cultural practices and preferences. This experience has taught me the importance of continuous learning, inclusivity, and creating exceptional guest experiences. By cultivating cultural awareness, we can foster positive interactions, avoid conflicts, and ultimately elevate the hospitality industry as a whole.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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                           Benefits of multilingualism and the importance of language awareness skills for hotel staff Portfolio Sonia - Lorena Porumb (2233341) Foreign Languages & Cultural Awareness BMIH5003       
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1. Enhanced Communication: Multilingual hotel staff can
effectively communicate with a wider range of guests,
leading to improved customer satisfaction. For example, if a
hotel staff member can speak Italian, they can assist Italian
speaking guests more efficiently, understand their needs,
and provide personalized service.

2. Cultural Understanding: Language skills allow hotel staff to
better understand and appreciate the cultural nuances of
different guests. This understanding fosters a more

6[75 Hﬂ&ﬂﬂ—ﬁ G welcoming and inclusive environment, as staff can adapt

their communication and service to align with cultural
expectations.

3. Increased Revenue: Multilingual staff can attract and cater
to a diverse clientele, leading to increased bookings and
revenue. Guests are more likely to choose a hotel that can
accommodate their language needs, creating a competitive
advantage for hotels with multilingual staff.
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                    Benefits of multilingual and language awareness skills     1. Enhanced Communication: Multilingual hotel staff can effectively communicate with a wider range of guests, leading to improved customer satisfaction. For example, if a hotel staff member can speak Italian, they can assist Italian - speaking guests more efficiently, understand their needs, and provide personalized service.  2. Cultural Understanding: Language skills allow hotel staff to better understand and appreciate the cultural nuances of different guests. This understanding fosters a more welcoming and inclusive environment, as staff can adapt their communication and service to align with cultural expectations.  3. Increased Revenue: Multilingual staff can attract and cater to a diverse clientele, leading to increased bookings and revenue. Guests are more likely to choose a hotel that can accommodate their language needs, creating a competitive advantage for hotels with multilingual staff.
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Building Trust and Loyaity

» 4. Improved Problem Resolution: Language
awareness skills enable hotel staff to quickly
and accurately address guest concerns or
issues. Clear communication in the guest's
native language can help resolve problems
more efficiently, minimizing
misunderstandings and enhancing guest
satisfaction.

5. Positive Online Reviews: When hotel staff
can communicate effectively in multiple
languages, guests are more likely to leave
positive reviews and recommendations online.
This positive word -of-mouth can attract new
guests and contribute to the hotel's
reputation.





image7.svg
                                            4. Improved Problem Resolution: Language awareness skills enable hotel staff to quickly and accurately address guest concerns or issues. Clear communication in the guest's native language can help resolve problems more efficiently, minimizing misunderstandings and enhancing guest satisfaction.  5. Positive Online Reviews: When hotel staff can communicate effectively in multiple languages, guests are more likely to leave positive reviews and recommendations online. This positive word - of - mouth can attract new guests and contribute to the hotel's reputation.      
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ITALIAN IS
PRIMARILY SPOKEN
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In a business context, it is important
to use formal language and titles
when addressing colleagues or
clients. Using "Lei" (the formal "you")
and appropriate titles such as
"Signore” (Mr.) or "Signora” (Mrs./Ms.)
is considered polite.

Interrupting or speaking loudly
during meetings or conversations is
considered impolite in Italian
business culture. It is important to
wait for your turn to speak and
maintain a respectful tone.
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                      Italian Culture and its impact in business In a business context, it is important to use formal language and titles when addressing colleagues or clients. Using "Lei" (the formal "you") and appropriate titles such as "Signore" (Mr.) or "Signora" (Mrs./Ms.) is considered polite. Interrupting or speaking loudly during meetings or conversations is considered impolite in Italian business culture. It is important to wait for your turn to speak and maintain a respectful tone.    
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Greeting guests with a warm
"Buongiorno" (Good morning) or
"Buonasera” (Good evening)
upon their arrival is considered
polite in the Italian hotel
industry. Helping with luggage
and providing a friendly smile
enhances the guest's
experience.

Speaking loudly or engaging in
disruptive behavior in common
areas, such as the lobby or
dining areas, is considered
impolite. It disrupts the
tranquility of the hotel
environment and can disturb
other guests.

Ignoring or dismissing guest
requests without providing a
valid explanation or alternative
solution is considered impolite.
For example, if a guest asks for
a room change due to a specific
preference or issue, simply
disregarding their request
without proper communication
would be impolite.

Showing appreciation and
expressing gratitude for positive
guest feedback or compliments
is considered polite. Thanking
guests for their kind words and
acknowledging their satisfaction
with the hotel's services creates
a positive rapport.

Examples from hotel industry

Offering recommendations and
assistance in planning
sightseeing or dining
experiences in the local area is
considered polite. Providing
guests with information about
popular attractions,
transportation options, and local
customs enhances their stay and
shows a willingness to help.
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                           Examples from hotel industry              Greeting guests with a warm "Buongiorno" (Good morning) or "Buonasera" (Good evening) upon their arrival is considered polite in the Italian hotel industry. Helping with luggage and providing a friendly smile enhances the guest's experience .        Ignoring or dismissing guest requests without providing a valid explanation or alternative solution is considered impolite. For example, if a guest asks for a room change due to a specific preference or issue, simply disregarding their request without proper communication would be impolite.           Offering recommendations and assistance in planning sightseeing or dining experiences in the local area is considered polite. Providing guests with information about popular attractions, transportation options, and local customs enhances their stay and shows a willingness to help.       Speaking loudly or engaging in disruptive behavior in common areas, such as the lobby or dining areas, is considered impolite. It disrupts the tranquility of the hotel environment and can disturb other guests.      Showing appreciation and expressing gratitude for positive guest feedback or compliments is considered polite. Thanking guests for their kind words and acknowledging their satisfaction with the hotel's services creates a positive rapport.
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