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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	In the intricate realm of hospitality, the ongoing challenge of navigating cultural differences is vividly illustrated by a particular scenario unfolding during the breakfast service at a hotel restaurant. In my role as a waiter, I encountered a guest hailing from a distinctly different cultural background who placed an order for coffee, explicitly requesting it to be "strong." Within the confines of my cultural context, the term "strong coffee" traditionally implies a dark roast or a heightened concentration of coffee grounds. However, the complexity arises as the guest's cultural background may interpret "strong coffee" differently, potentially associating it with a prolonged brewing time or an entirely distinct method of preparation.
As the coffee was delivered to the guest, their expression and subsequent vocalisation of dissatisfaction made it apparent that the beverage did not align with their expectations. This situation brought to light the cultural disparity in the interpretation of the seemingly straightforward term "strong coffee," leading to a notable miscommunication. The incident serves as a poignant reminder of how cultural misunderstandings can emanate from disparities in language, communication styles, and overarching cultural norms.
The inherent ambiguity of the term "strong coffee" exemplifies its susceptibility to diverse interpretations influenced by cultural backgrounds. Furthermore, the potential for misunderstandings is exacerbated by non-verbal communication, including gestures, body language, and facial expressions, all of which exhibit considerable variation across different cultures (Gudykunst, 2003).
Addressing this challenge and preventing future cultural misunderstandings necessitates a proactive approach to enhancing intercultural communication skills. This multifaceted endeavour includes heightening awareness regarding cultural nuances related to food and beverage preferences. It involves refining language choices to minimise ambiguity and actively seeking clarification when confronted with potential misunderstandings (Chua, 2018). To further fortify these skills, engaging in cultural sensitivity training becomes imperative. Such training facilitates a deeper understanding of the diverse backgrounds of hotel guests, enabling a more nuanced and attuned response to their expectations and preferences (Lustig & Koester, 2013).
Equally critical is the cultivation of a mindset characterised by openness and curiosity toward diverse cultural practices. Proactively educating oneself about the cultural norms and preferences of the hotel's diverse clientele enables adaptability in service approaches. Embracing cultural diversity and maintaining receptivity to feedback from guests significantly contributes to the creation of a more inclusive and culturally sensitive dining experience.
In conclusion, this illuminating experience underscores the paramount importance of continuous learning and adaptation within the dynamic landscape of the hospitality industry, where cultural diversity is pervasive. The development of intercultural communication skills and the fostering of a mindset centred on cultural sensitivity emerge as critical components for preventing and mitigating misunderstandings. Such efforts are instrumental in ensuring a positive, inclusive experience for all guests, not only enhancing the enjoyment of the dining experience but also elevating the overall reputation of the hotel, underscoring its unwavering commitment to excellence in customer service.

References:
Chua, R. Y. J. (2018). "Interpersonal communication competence in intercultural business contexts." In The Routledge Handbook of Language and Intercultural Communication. London: Routledge.
Gudykunst, W. B. (2003). "Cross-Cultural and Intercultural Communication." In W. B. Gudykunst & B. Mody (Eds.), Handbook of International and Intercultural Communication. Thousand Oaks, CA: Sage.
Lustig, M. W., & Koester, J. (2013). "Intercultural Competence: Interpersonal Communication Across Cultures." Boston, MA: Pearson.

	
Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
The recent incident in our hotel restaurant, where a cultural misunderstanding impacted a guest's experience, underscores the need for a robust training plan. Within the confines of my cultural context, the term "strong coffee" traditionally implies a dark roast or a heightened concentration of coffee grounds. However, the complexity arises as the guest's cultural background may interpret "strong coffee" differently, potentially associating it with a prolonged brewing time or an entirely distinct method of preparation.
Training plan (Why/What//Who/Where/When):
This initiative aims to equip Premier Inn staff with enhanced intercultural communication skills, ensuring that every employee is adept at navigating diverse cultural preferences. By fostering a more inclusive and culturally sensitive environment, we can elevate the overall guest experience.
Training Objectives:
Develop Cultural Awareness: Cultivating cultural awareness is foundational to effective intercultural communication. The training will draw insights from Shaw's (2015) work, emphasising the critical role of cultural awareness in the hospitality industry. We'll explore common cultural norms related to food and beverage preferences, using real-world examples, such as the "strong coffee" scenario.
Enhance Intercultural Communication Skills: Employees will undergo training to identify key elements of effective intercultural communication. Through role-playing exercises and simulations, they'll gain practical experience in scenarios where language and cultural differences come into play. The focus will be on refining language choices and developing strategies for seeking clarification to avoid ambiguity, drawing inspiration from Liu and Gallois (2020).
Cultural Sensitivity Training: Recognising the importance of cultural sensitivity in providing exceptional customer service, this component will delve into the diverse backgrounds and expectations of our guests. Interactive sessions will encourage employees to adapt service approaches to align with various cultural preferences, utilising insights from Kim and Yun (2017).
Training Methods:
Workshops and Seminars: Interactive workshops, led by experts in intercultural communication, will provide employees with a platform to actively participate in case studies and role-playing exercises. This hands-on approach ensures a practical understanding of the concepts.
Online Modules: E-learning modules will be developed for accessible and convenient staff training, drawing inspiration from Lee and Lee's (2019) innovative approach. Multimedia elements, quizzes, and real-life scenarios will be incorporated to enhance engagement, allowing employees to learn at their own pace.
On-the-Job Training: Practical application of newly acquired skills will be facilitated through on-the-job training sessions. Regular team discussions will encourage the sharing of experiences and effective strategies for intercultural communication.
Evaluation:
Assessment Metrics: Pre-training and post-training assessments will gauge improvements in cultural awareness and intercultural communication skills. Guest feedback and reviews will serve as vital indicators of the practical application of learned skills.
Continuous Improvement:
Feedback Mechanism: Establishing an open feedback loop will enable employees to share insights and challenges encountered in applying intercultural communication skills. Regular reviews will identify areas for ongoing improvement.
Periodic Refresher Training: Implementing periodic refresher training sessions will reinforce key concepts and address emerging challenges. Staying updated on evolving cultural trends will ensure the training remains relevant.
This training plan represents an investment in creating a culturally aware and adept workforce aligned with Premier Inn's commitment to exceptional customer service. By empowering employees with enhanced intercultural communication skills, we ensure that each staff member contributes to a positive, inclusive, and culturally sensitive hospitality experience for all guests.
References:
Kim, Y. Y., & Yun, G. (2017). "Cultural Sensitivity Training: A Step Toward Enhancing Intercultural Competence." Journal of Applied Communication Research, 45(2), 180-197.
Lee, J., & Lee, S. (2019). "Innovative E-learning Module for Intercultural Communication Competence in the Hospitality Industry." Journal of Hospitality, Leisure, Sport & Tourism Education, 25, 100-109.
Liu, S., & Gallois, C. (2020). "Enhancing Intercultural Communication Competence Through Training: A Review and Integration." International Journal of Intercultural Relations, 78, 1-13.
Shaw, L. (2015). "Cultural Intelligence in Hospitality: Navigating Diverse Preferences." Journal of Hospitality & Tourism Research, 39(2), 145-167.




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

Weighting: 25%

	Embarking on a self-reflective journey to explore the nuances of cultural awareness within the hospitality industry has been a transformative experience. Utilizing the Gibbs Reflective Cycle (Gibbs, 1988), I delve into the evolution of my understanding, the lessons learned, and the significance of cultivating cultural awareness in the hospitality landscape.
In the initial stages of my career in the hospitality industry, cultural awareness was a concept acknowledged but not fully appreciated. Serving guests seemed more about providing efficient service rather than understanding the cultural intricacies that could significantly impact their experience. One particular incident stands out: a guest from an Asian background requested a specific seating arrangement for a family celebration. Without fully understanding the cultural importance attached to seating hierarchy, I overlooked the request, resulting in a less-than-ideal experience for the guest.
Reflecting on such experiences, I started to sense a gap in my cultural awareness and its impact on guest satisfaction. The feelings of regret and a genuine desire to enhance my understanding of cultural nuances motivated me to explore this aspect more deeply.
Academic literature, such as the work of Kim and Yun (2017), helped me evaluate the importance of cultural sensitivity in the hospitality sector. Understanding that cultural awareness goes beyond surface-level customs to encompass deeper values and traditions broadened my perspective. The realisation that cultural competence could significantly enhance guest interactions and satisfaction marked a turning point.
As my understanding evolved, I engaged in cultural sensitivity training offered by the hotel. I actively sought opportunities to learn about different cultures, not just in terms of traditional customs but also regarding diverse food preferences, communication styles, and expectations. This proactive approach was reinforced by Lustig and Koester's (2013) insights into intercultural competence.
Through continuous self-reflection, I realized that cultural awareness is not just a value-add but a fundamental necessity in the hospitality industry. My enhanced understanding enabled me to navigate cultural nuances adeptly, ensuring that guests felt not only served but truly understood. The pivotal moment came when a family from the Middle East appreciated the effort put into accommodating their dietary restrictions during a celebration, expressing genuine gratitude for respecting their cultural considerations.
Moving forward, I am committed to ongoing self-education. This involves staying updated on cultural trends, participating in regular training programs, and seeking feedback from guests. Additionally, fostering a culture of openness within the team to share cultural insights and experiences will contribute to collective growth.
This self-reflective journey has been instrumental in recognising the profound impact of cultural awareness in the hospitality industry. By continuously refining my understanding, actively seeking knowledge, and implementing learned insights, I have witnessed a positive shift in guest interactions and overall satisfaction. Cultural awareness is not merely a skill; it is the heart of exceptional hospitality, ensuring that every guest feels welcomed, respected, and truly understood.
References:
Gibbs, G. (1988). "Learning by Doing: A Guide to Teaching and Learning Methods." Oxford: Oxford Polytechnic.
Kim, Y. Y., & Yun, G. (2017). "Cultural Sensitivity Training: A Step Toward Enhancing Intercultural Competence." Journal of Applied Communication Research, 45(2), 180-197.
Lustig, M. W., & Koester, J. (2013). "Intercultural Competence: Interpersonal Communication Across Cultures." Boston, MA: Pearson Education.



	Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Benefits of Multilingualism

Improved Customer Experience:

» Multilingual staff enhance communication with guests from different linguistic backgrounds.

» Personalized services contribute to a positive and memorable guest experience.
Increased Guest Satisfaction:

» Understanding cultural preferences leads to higher guest satisfaction.

» Efficient problem resolution due to effective communication.

Positive Online Reviews:

» Satisfied guests are more likely to leave positive reviews, boosting our online reputation.

» Online presence influences potential guests’ decisions.

Premier Inn
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Importance of Language Awareness
Skills

Clear Communication:
» Language awareness skills enable staff to communicate clearly and accurately with guests.
» Minimizes misunderstandings and enhances overall communication efficiency.
Cultural Sensitivity:
» Understanding cultural distinctions prevents unintentional misunderstandings.
» Builds rapport and trust with guests from diverse backgrounds.
Efficient Problem Solving:

» Language awareness skills aid in quick problem resolution and addressing guest concerns.

» Improves overall service quality and guest satisfaction.
Premier Inn
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Examples of Languages

Spanish is not only the second most spoken language in the world by number of native speakers but also a
language of significant cultural and economic influence.

Spanish stands as a linguistic giant, fostering cultural connections, economic collaborations, and educational
enrichment worldwide. Its prominence is not just a testament to the vast number of speakers but also to the
enduring influence of Spanish-speaking cultures across continents.

Personal Connections: In Spanish business culture, building personal relationships is essential. Greetings
often include warm handshakes, direct eye contact, and, in some cases, a light hug or a kiss on each cheek. It
is customary to greet everyone individually, even in larger groups.

Formal Titles: The use of titles and formal greetings is common, especially when addressing someone in a
higher position. "Don" (for men) or "Dofia" (for women) followed by the last name is a respectful way to
address individuals, showing deference and acknowledging their status.

Geographical Reach: Spanish extends its linguistic footprint across diverse regions, with its origins rooted in

Spain. Beyond the Iberian Peninsula, it flourishes as the official language in numerous Latin American
countries, including Mexico, Colombia, Argentina, and others.
Premier Inn
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In Summary

Multilingualism enhances customer experience and satisfaction.
Language awareness skills are essential for effective communication.
Investing in staff language training provides a competitive edge.

Reinforce Premier Inn's commitment to delivering exceptional service through
multilingual and culturally aware staff.

We encourage every team member to embark on this language training journey. Whether you're fluent in a second
language or taking your first steps, your commitment to learning enriches our collective capabilities. Together, we create
an environment that celebrates diversity and reflects our commitment to delivering exceptional service.
Remember, every word learned is a step towards creating unforgettable experiences for our guests. Let's embrace

language training as an integral part of our journey toward excellence.
Premier Inn
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Introduction

Premier Inn's Commitment to Excellence in Customer Service

Premier Inn is renowned for its unwavering commitment to delivering exceptional customer service.
Long-standing reputation for prioritizing guest satisfaction and comfort.

Dedication to creating a welcoming and inclusive environment for all guests.

Importance of Language Awareness Skills for Hotel Staff

Premier Inn recognizes that language awareness is a crucial aspect of providing personalized and attentive
service.
We acknowledge the impact of linguistic proficiency in enhancing overall guest satisfaction.

A commitment to empowering our staff with the necessary language skills to cater to the global and
multicultural nature of the hospitality market.





