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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	In my professional placement, I witnessed a cultural misunderstanding between an F&B employee and a hotel guest. One afternoon, an African dignitary walked into the restaurant section of our establishment. The African dignitary was from Algeria, a vast French-speaking country. The gentleman had limited command of English and attempted to communicate with the waiter about our food menu. Since we had pork and beef offerings, the pork was off the menu, leaving the waiter to recommend beef offerings. Since the gentleman couldn’t properly read the English menu, he chose medium-rare steak after observing its picture on the menu. The waiter took his order and instructed the chef to prepare the meal. Once ready, the food was presented to the African dignitary. However, one bite into the fatty, juicy beef sent red fluids from the steak. The African dignitary stood up, dissatisfied, agitated, and visibly angered by the meat. The African dignitary explained he was a Muslim and it was haram to consume animals with blood. There was a cultural misunderstanding because the waiter didn’t perceive the African to be a Muslim, and the Muslim assumed that the red fluid was hemoglobin and not blood, which was haram.
The cultural misunderstanding arises from poor communication barriers and different dietary preferences between the waiter and the African customer. Sahraoui (2021) highlights that since the French colonized Algeria, it has been the predominant spoken language in the country (p. 3). However, French coexists with other Algerian languages such as Algerian Arabic “Darja,” standard Arabic, and English. It explains the African dignitary’s poor English communication. Consequently, Muslims observe a strict religious dietary observation of halal food products. Isakjee and Carrol (2019) highlight that the notions of understanding and practicing the consumption of halal foods are influenced by religion (p. 581). The individual experience and food choices of halal food consumers among Muslims are influenced by blood and body. Blood is related to religious slaughter practices, while body refers to the notions of the food being “clean” or “unclean.” It explains the Muslim reluctance, discomfort, and dissatisfaction with the presumably blood-like fluids in the medium-rare steak.
The main problems during the cultural exchange were poor communication and lack of cultural knowledge and awareness. The solutions include developing effective communication skills and employee cultural sensitivity training. Juddi et al. (2019) highlight that developing cross-cultural communication is critical in bridging the gap between social interactions, languages, and behaviors. Cross-cultural communication emphasizes the increased understanding of non-verbal communication, such as kinesics messages using body or eye movements; artifactual messages that are non-verbal language relayed through clothing, body appearance, and cosmetics; and proxemic messages that are delivered through space and distance settings (Juddi et al., 2019). Consequently, cultural diversity training has immense benefits in addressing the cultural misunderstanding. Thakur et al. (2021) highlights that diversity training equips employees with skills such as cultural curiosity and knowledge that would have equipped the waiter to ask the African dignitary questions about his dietary preferences (p. 740). The server should be equipped with common dietary preferences across several distinct cultures by understanding diverse cultural practices.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
There were two identified cultural misunderstandings. These were poor communication skills and a lack of cultural sensitivity. The lack of communication was demonstrated by the inability of the server to interact with a foreign language effectively. On the other hand, a lack of cultural sensitivity was demonstrated by a lack of cultural curiosity to understand the African customer's uniqueness and dietary preferences and the cultural knowledge of unique cultural dieting.
Training plan
A training plan addresses the two components through a Communication Skills Workshop and Cultural Sensitivity Training.
Communication Skills Workshop plan (Why/What//Who/Where/When):
The communication skills workshop will be conducted every day for one hour for one week. The communication skills workshop is an effective workshop that ensures the hotel staff can navigate the language differences and promote a deeper understanding of customer communication and preferences. The workshop will be conducted in the hotel’s conference room with the appropriate audiovisual interactive tools, such as projectors and teleconferencing equipment. All staff members' priorities were given to contact staff with the guests in multiple scheduled sessions. Donald (2023) highlights that in intercultural communication, it's critical to address cultural stereotypes, draw attention to cultural practices and norms, and develop active listening (pp. 37-38). My communication skills workshop will address issues such as developing various methods and strategies for approaching guests who speak a different language. It will help in addressing language barriers. During the workshop, the staff will be taught active listening skills to facilitate a deeper understanding and communication skills to clarify the customer's dietary needs and preferences. One of the fundamental exercises we shall perform in the workshop is role-playing different scenarios that are common among common cultures.
Cultural Sensitivity Training plan (Why/What//Who/Where/When):
Cultural sensitivity training will be conducted twice monthly for six months. Every session will be conducted for two hours. All employees will be required to attend, but it will be mandatory to contact employees such as waiters, bartenders, departmental heads, and frontline receptionists. The objective of the cultural sensitivity training is to enable the staff to clarify cultural misunderstandings through deep comprehension of cultural diversity. The training will ensure guests' cultural practices and norms are incorporated into their service. The training will be conducted in the hotel’s conference room with the appropriate audiovisual interactive tools, such as projectors and teleconferencing equipment. The cultural sensitivity training will require the staff with various cultural dimensions based on the Hofstede model to understand the different unique customer approaches (Malik et al., 2017, p. 326). It enables the employees at the organization to understand and respect cultural differences and work toward reducing them. Consequently, the training will highlight the importance of cultural diversity training and inform the employees of some strategies to overcome cultural barriers. Roque and Ramos (2019) highlight that cultural sensitivity training is important in hospitality to develop and improve soft and hard skills critical in overcoming cultural differences (p. 60). During the cultural sensitivity training, the employee will be given different case studies and practical examples of cross-cultural interactions.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Oviawe (2020) highlights that reflective exercises are critical in learning as they allow the student to reflect on their experiences to “know what works and what does not work” (p. 8). Reflecting on the cultural misunderstanding assignment allowed me to think about cross-cultural interactions from a new and practical perspective.  The exercise gave me much insight into cultural awareness in the hospitality industry, thus understanding the distinctions between Muslim, African, and European experiences and preferences. For this exercise, I used the Gibb’s Reflective cycle. Gibb’s reflective cycle has six stages: “description, feelings, evaluation, analysis, conclusion, and action plan” (The University of Edinburgh, 2024). Adeani et al. (2020) note that Gibb’s reflective cycle provides a structured framework for developing a critical reflection of a learning activity and writing a journal.
The first stage is description, which implies describing the situation in detail (The University of Edinburgh, 2024). For the assessment, I thought about my experience witnessing a cultural misunderstanding in person. Initially, I couldn’t remember the foggy details, but after an hour of thinking, I remembered the cultural exchange and wrote down a rough draft of my experience. I then searched multiple databases in the university’s digital library for scholarly articles explaining my experience with cultural interaction. The second stage is feelings, which imply the feelings or thoughts that accompany the experience (The University of Edinburgh, 2024). As I was writing the case scenario, I felt frustrated because I couldn’t recall the events, considering I only witnessed and filled in the gaps with what I was told by the staff involved in the incident. However, I felt happy and excited as I remembered the vivid details and found complementary sources explaining my experience.
The third stage, evaluation, where the student evaluates what worked or didn’t work, was the best part of the experience (The University of Edinburgh, 2024). What worked so well was that I understood the nuances of cultural sensitivity training and communication skills workshops. Some of my questions, such as “What were the cultural misunderstandings in the scenario?” “How can I resolve these cultural misunderstandings?” were now being solved. I understood the cultural communication breakdowns, lack of cultural awareness, and subsequent techniques to resolve these challenges. The fourth stage, analysis, helps the student understand what happened. I believe things went well in the exercise because I had enough time, access to a wide library of resources, and critical reading. I discovered that my strengths in research work and writing skills enabled me to draft a good report. In the fifth stage, the conclusion, the student summarizes the events of the exercise. I learned that cultural misunderstandings happen more often than I presume. I learned that poor communication skills and a lack of cultural awareness were the source of cultural misunderstanding. Also, cultural sensitivity training and communication skills workshop presents a novel solution to resolve cultural misunderstanding. In the final stage, an action plan, the student proposes a plan of what the student would do differently (The University of Edinburgh, 2024). During the exercise, I realized I would have chosen a different case study with wider nuances of cultural misunderstanding. Next time, I will list different cultural encounters to define which cultural experience would yield more nuanced cultural awareness.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Poor communication

» Waiter didn’t inquire Customer’s preference.
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Polite Actions in German Language

» Germans use less gestures.

» Germans prefers formal greetings, eye
contact and firm handshake.

» Official simple greeting is polite- using
titles, including German greeting.

» Germans prefers direct to the point
formalities.

(Renner, 2020)





image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





