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	ASSIGNMENT 1: PORTFOLIO
(4 Components)

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

Weighting: 25%

	[bookmark: _Hlk167377489]Professional Reflection on Cultural Misunderstanding
In my placement at Delta Hotels by Marriott Swindon, I came across a complicated situation of language and cultural issues that pulled me back. This intrusive act was in the setting of a hotel restaurant during dinner service.
Overview of the scenario
I saw a guest, competent in English, while my English was extremely limited at that time. Looking at the menu, I have realized the guest wanted a ‘Vegan gluten-free pasta’ to which I gave a sign that I had understood. Nevertheless, the language barrier being what it is, I was unable to discern all the details of the order. The moment the food was ready and placed on the table, the guest stared at it in utter annoyance. They said in English that the dish included some elements that are not suitable for vegans or individuals who do not tolerate gluten.
Reflection on Cultural Misunderstandings
For this reason, conflicts occur due to language differences entail different leads to cultural misconceptions. In this situation, my foreign language caused a potential big issue in communication at Delta Hotels. Abramson and Moran, (2017) has stated that in any case of intercultural communication, both language and culture come into play hence the importance of culture. Lack of understanding can be in cases where there is an expectation of mutual, linguistic, and cultural background knowledge (Christiansen et al., 2020).
Skills and Behavioural Changes
For preventing the above misunderstanding in my future, I recognised the requirement to develop various key skills and make specific behavioural changes. These are mentioned below:
Language Proficiency: The fact is that the enhancement of my general knowledge and especially the working knowledge of the English language is crucial. Studying the language and attempting to use it in my interaction with my fellow colleagues and guests will assist me in achieving fluency in the language.
Use of Visual Aids: Having pictures on the registers displaying foods on the menu or using language translator applications can help eliminate misunderstandings. It can assist in checking the details of an order from the guests and reduce cases of confusion.
Active Listening and Clarification: Active listening skills and appropriate clarification questions can go a long way in helping reduce errors. For instance, asking the guest to repeat the order, or repeating the details or even confirming specific aspects will help to avoid mistakes.
Cultural Sensitivity Training: I hope that by engaging in cultural sensitivity programs, I will be better prepared to address issues concerning special diets and cultural norms. This knowledge is important in ascertaining privacy and thereby rendering quality services that are sensitive to the culture of the client.
Empathy and Patience: It is important that people pay attention to other people when they are having difficulties to communicate due to language differences as this means that people should be patient and sympathetic (Maheshkar and Sharma, 2018). Guest, frustration is common by illustrating a willingness to understand and find a way forward can go a long way in building positive relations with guests.
Conclusion
This experience thus pointed out the significance of English fluency in understanding of the culture of the people in the service industry. Applying methods of English language and using more graphics, as well as training in non-verbal communication, active listening, and cultural bias, it would be possible to avoid such situations in the future with guests. These skills are crucial in offering great service and ensuring guest satisfaction within Delta Hotels by Marriott Swindon.
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	Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Staff Training Plan for Delta Hotels by Marriott Swindon
From the analysis of the cultural misunderstanding during dinner service, I would like to put down training recommendations on how to handle such a situation in the future for all Delta Hotels by Marriott Swindon employees. In this plan, the priority areas are language acquisition, cultural sensitization, and interpersonal/intergroup communication.
Training Objectives
Enhance Language Proficiency: The constant reinforcement of English language skills among the staff can make a positive impact on written and orally communicating with the guests.
Develop Cultural Awareness: To enhance awareness of cultures and customs of the people that are holding different kind of holidays and preferring different kinds of nutritious foods.
Improve Communication Skills: To encourage participants to listen, understand, and paraphrase the speaker’s message.
Training Components
Language Proficiency Training
English Language Courses: Providing proper English classes for the staff in line with processes that the hospitality industry employees go through. Face-to-face communication related English courses should also emphasize on such aspects as practical vocabulary, conversations, which are relevant to the learner’s roles.
Practice Sessions: Schedule subject-reinforcing orality sessions that would involve the actual exchange of messages so employees achieve facility in English proficiency.
Cultural Sensitivity Training
Workshops on Cultural Competence: The remaining recommendations involve organizing cultural competency training as per the following synopsis. Ideally these workshops should be more practical in that they involve group and individual participation and discussion geared towards cultural sensitization and awareness.
Guest Speaker Sessions: Arranging guest speakers who are from culturally diverse backgrounds to share instances and perspectives with other staff members would inspire understanding into the lives of the culturally diverse.
Communication Skills Development
Active Listening Training: Doing active listening or providing the employees some lessons in active listening, so they know how to fully listen to guest’s needs and heal requests before doing something about it. Nedelko and Brzozowski, (2019) identified it as including practices such as repeating the orders taken from guests plus posing questions that may clarify the request.
Use of Visual Aids: Provide administrative with visuals such as pictures on the menu and translation applications. Hampden-Turner et al., (2020) recommend that undertake training to promote the proper use of those tools when overcoming language barriers and when taking orders.
Implementation Plan
Initial Assessment: Conduct an analysis of the current staff’s understanding or lack of it in the language and relative cultural endowment.
Training Schedule: To promote effective training information, create a schedule of practice sessions lasting for a period of half a year. As a result, ensure that training sessions are set at a time that will involve different shifts because it need everyone to be present.
Monitoring and Feedback: Introduce a plan to track various outcomes and assess the effectiveness of the measures taken by staff. This feedback should be used to modify the training plan over time to address any issues that may be developing or new training needs that may have been identified (Deresky, 2000).
Ongoing Support: Some of the regular interventions include language maintenance groups and access to materials in a diverse language (Hofstede et al., 2005). It allows familiarization with cultural diversity, as well as a structured and project-based mentorship program where the most experienced employees can sit down and explain to the other young employees (Yurur et al., 2021).
References
[bookmark: _Hlk167378365]Deresky, H., 2000. International management: Managing across borders and cultures. Pearson Education India. (Deresky, 2000)
Hofstede, G., Hofstede, G.J. and Minkov, M., 2005. Cultures and organizations: Software of the mind (Vol. 2). New York: Mcgraw-hill.
Hampden-Turner, C., Trompenaars, F. and Hampden-Turner, C., 2020. Riding the waves of culture: Understanding diversity in global business. Hachette UK.
Nedelko, Z. and Brzozowski, M. eds., 2019. Recent Advances in the Roles of Cultural and Personal Values in Organizational Behavior. (Nedelko and Brzozowski, 2019)
Yurur, S., Koc, E., Taskin, C. and Boz, H., 2021. Factors influencing intercultural sensitivity of hospitality employees. International journal of hospitality & tourism administration, 22(1), pp.26-44. 

	Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Student Self-Reflection on Cultural Awareness in the Hospitality Industry
I will critically analyse my conceptual learning of the significance of culture sensitivity within the sphere of hospitality. This Gibbs reflective cycle model helps in structuring the reflection process through six stages: It starts with the Decision-Making Model, which comprises description, feelings, evaluation, analysis, conclusion, and action plan (Adeani et al., 2020).
Description
I deem my experience at the Delta Hotels by Marriott Swindon during my Level 4 as a memorable one, especially when I worked in the hotel restaurant and met with a cultural conflict. A guest once instructed me to prepare a vegan gluten free pasta but by the accent and my poor grasp of English I interpreted it differently and served the guest to a different dish that they did not take. The best lessons learnt from this instance include the promptness of language and cultural sensitivity in ensuring exemplary services delivery.
Feeling
At first, I was annoyed about the misunderstanding, and even more, I wanted to remain unknown to the rest of the people that I felt slighted by that. I was concerned how this could have impacted the guest experience and how it could be perceived for my performance review. These feelings were also the source of some motivation, or desire, to consider the state of my abilities and seek out more success.
Evaluation
When I reflected in the situation, it became very apparent that my language barrier, as well as my poor understanding of Colombian customs, led to the misunderstanding. On the other hand, to my surprise, I was only equipped with some basic English, which were inadequate in helping me to meet specific diet requests from the customers that were from diverse cultural base. This was instrumental in making me appreciate that there is the need to hone efficient communication skills and get a proper grasp of the various cultural differences.
Analysis
I identified the need for cultural sensitization while working on the analysis of this experience in the hospitality environment. Liu et al., (2022) opines that there is the need to appreciate the importance of culture within the context of national cultures, with regards to aspects such as communication and service delivery. The audience demographic where children and teenagers from different cultural backgrounds make up a large part of the clientele, implies understanding and respect towards different cultures by the employees. These are crucial as they help to prevent misunderstandings and in turn ensure that guests are happy.
Further, according to Liu, (2020) the concept of intercultural communicative competence serves as a means of enhancing effective relationships between staffs and guests. This is because language is an essential tool that ensures people practice understanding and accommodate the needs of other cultures that are represented by the guests. This is very crucial in developing and sustaining a multicultural or diversity friendly environment.
Conclusion
In my view, the cultural considerations like in this case are not extras but the essential parts of the competencies that affect functioning in the hospitality business. It also makes employees be respect full to their guests which directly influence the guest experience. I found out that language is an important factor that must couple with cultural sensitivity when dealing with clients from different background.
Action Plan Table
	Goals
	Action
	Resources
	Timescale

	Mitigate English language barrier for cross-cultural communication
	Vocational training in English language course.
	e-books, journals, articles, workshops.
	6 months

	Integrating cultural sensitivity in the workplace
	Participation in various cultural awareness workshops webinars and simulation programs
	Online learning materials, e-books, journals, webinars, case studies.
	4 months
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Component 4: Training Presentation (6 Slides)
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Notes
Multiculturalism is one of the key concepts in the hospitality industry where the staff needs to greet a huge number of multicultural guests in catering to their tailored expectations (Basco, 2022). This concept extensively relies on the ability of individuals to ensure a sustainable linguistic outcome while dealing with culturally diverse guests and understanding their tailored needs. Multilingualism is essentially composed of four key types of bilinguals, trilingual, multilingual, and polyglot (Suharno and Udin, 2020). Usually, in hotels, the staff need to know at least 3-4 languages so that they can interact with the guests having lack proficiency in English as the standard language. 
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	Notes
Language awareness skills reflect the individual’s tenacity and ability to learn new languages except for their native language (Nguyen et al., 2022). Simply put, it deciphers the way individuals use words to express emotions. Having multilingualism, as a part of the hotel staff’s language awareness skills, the hotel can cater to global clients more effectively with the provision of high-end effective services by offering them utmost satisfaction (Ho, 2020). Further, it can help the hotel to retain their employees with high-end job satisfaction levels in the long term. 
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Notes
English is considered a modern language across the globe, invariably used across the UK, USA, New Zealand, South Africa, and many other global continents (Ilyosovna, 2020). English is thought to be one of the most challenging languages across the globe since it has complex grammatical rules and pronunciation variations and the baggage of unlimited vocabulary. Furwana and Syam (2021) have found the English language to be one of the hardest since it takes much time to reach the level of fluency due to the wide use of idioms and multiplicity of phrases. 
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Notes 
The hospitality business is highly dependent on the staff’s behavioural code of conduct. It consists of both polite and impolite staff behaviour, while polite behaviour is accepted by the guests compared to impolite behaviour (Sidiropoulou, 2021). While polite behaviour of the staff can enhance the productivity level of the brand through the core business practices impolite staff attitude can lead to a thorough downturn of the guests’ expectations., leading to visible damage to the brand’s reputation at large (Sarwar and Muhammad, 2021).
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Notes
The polite behaviour always outshines the impolite staff behaviour in terms of showing rudeness and lack of patience. Two types of polite hospitality behaviour have been reflected in the two given cases that show the employees’ satisfaction with culinary experiences largely through this, the hotel restaurant can retain the guests for longer.
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Polite/Impolite in Hotel
Business Context

« Politeness makes hospitality service more
approachable and convenient

« It ensures hotel staff is active and adaptive
to the new business environment

It makes the staff more compatible to
deliver their needs and tailored
preferences.

« Impoliteness makes the guests highly
dissatisfied (Sidiropoulou, 2021)

« It reflects a lack of training and skill
development synergies among staff
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Hotel Industry Examples of
Polite Impolite behavior

+ In the hotel restaurant, the linguistically diverse
clients need to be politely treated.

* A Chinese guest faced difficulty in placing the
order, and the staff needed to be patient in
understanding his requirements through active
listening skills

* Aguest has encountered a dirty table in the
restaurant and informs the housekeeping; that
the staff needs to thank them for informing it
and apologize for their oversight (Hu ef al.,
2022)
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 The Use of more than two languages to integrate
both cultures into one individual self
(Burkiewicz and Knap-Stefaniuk, 2022)

* Four different types: bilingualism, trilingual,
multilingualism, and polyglot (Suharno and
Udin, 2020).





