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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 


	Reflection on cultural misunderstandings: 
Title: Diving into the cultural establishment within the F&B department at the Premier Inn Southampton North Hotel, UK.
Scenario: “Miscommunication with a guest with Japanese background during the Breakfast Services.”
Reflection:
During my placement level 4 at the Premier Inn Hotel, I had witnessed an impactful and concurring example of cultural misunderstanding at the hotel’s restaurant during the breakfast service. An employee serving under the Food and Beverage department, who hosted a guest from a Japanese background, had faced complications in communicating with the guest effectively, which had affected the client's dining experience (Ch Evy Tri Widyahening, 2023). As the employee approached the guest in an attempt to suggest the specials in the breakfast menu, the guest, not able to communicate in English, was struggling to understand the details of the explanations. This subtle misunderstanding based on cultural indifferences had occurred due to the barrier in language along with the unfamiliarity with various terms of food and culinary items (Hofstede et al. 2010). This had further led to an optimised dining experience for the employee as well as the customer. Moreover, the employee had tried his best to communicate the services offered, despite this offering, the guest was seemingly confused, which had in turn led to the exchange of awkwardness in essence of a feeling of anxiety and uneasiness.  
My Personal Reflection:
Upon reflecting on this scenario, it has been apparent to know the barrier in language and cultural sensitivity could impact the communications of services offered. As an individual, considering having a profound excellency within the hospitality sector, it becomes an important consideration to cater to the misunderstandings by actively working to mitigate these facets. Within the context of experiences, I observed that a meaningful approach to the communication barriers is crucial. This further includes having an awareness to the varied levels of linguistic proficiency between the employees and guests, with a compliance to an individual’s communication style (Hampden-Turner and Trompenaars, 2020). Having a clear and visual communication with amputations to a simplified description and images on the menu card would help in employing the barriers of communication in enhancing the experience of the client profoundly and effectively. Moreover, the awareness of cultural sensitivity acts as a pivotal role for the prevention of misunderstandings (Deresky, 2017). It is crucial to understand that the use of gestures, tones, and certain expressions could be negatively interpreted among varied cultural backgrounds. Hence, the knowledge that I gained with this incident has fostered me to approach my guests with an enhanced level of cultural awareness.
Development of Skills:
In order to approach the challenges identified, I am agitated in polishing my skills in communication, considering both verbal and non-verbal modes of communication. This would include my abilities in enhancing the linguistic proficiency and adjustment to my mode of communication (Rucynski, 2023). Moreover, I would preferably comply with the customs and cultural competence with those precedents to a varied range of guests at the hotel premise. I would cater to a proactive approach in complying with the communication abilities with training and correspondence to various linguistic phrases spoken commonly within the hospitality sector. 
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Deresky, H. (2017). International Management: Managing Across Borders and Cultures: Text and Cases. 9th Ed. Harlow: Pearson Education Ltd.
Hampden-Turner, C. and Trompenaars, F. (2020). Riding the Waves of Culture. 4th Ed. London: John Murray Press.
Hofstede, G., Hofstede, G.J. and Minkov, M. (2010). Cultures and organizations: software of the mind. 3rd Ed. New York: McGraw-Hill. 
Ch Evy Tri Widyahening, O.H., (2023). Film “Anna and the King”: A Reflection on West and East Cultural Misunderstandings. Journal of Hunan University Natural Sciences, 50(3).
Rucynski, J., (2023). Exploring Humor and Cultural Differences Through Intercultural Humor Misunderstanding Case Studies. Kobe JALT Journal, p.44.

	Component 2: Training Plan

	Identified cultural misunderstanding:
The experience with a Japanese client during the breakfast service at Premier Inn Hotel UK, highlighted the cultural and linguistic barrier that has affected the overall communication among the employees and the guests. This has emphasised the need to curate cultural competence among the employees at the F&B department.
Training plan (Why/What//Who/Where/When):
Training Plan: Curating to the Cultural Bridge among the F&B employees at Hotel Premier Inn, UK.
Training Objectives:
	Objectives
	Why
	How
	What
	Where
	When

	Cultural Competence Awareness
	It is essential to comprehend how cultural variations affect a guest’s interactions in order to deliver outstanding hospitality (Christiansen et al. 2020).
	Discussions on cultural variety, case studies of encounters, and useful techniques for navigating cultural indifferences will be covered in the monthly meetings.
	In the hotel's training room, interactive seminars will be held with all F&B staff members participating.
	Premier Inn's training room.
	Sessions will be planned on a monthly basis to guarantee continued reinforcing and awareness.

	Enhance Communication Skills
	Incorporating scenario-based language instruction, and visual aids enable workers to overcome language hurdles with real-world communication abilities (Abramson and Moran, 2018).
	These meetings will take place in either a mock restaurant or the hotel's training room.
	These practical training sessions will be attended by F&B staff members who have direct visitor interactions.
	Sessions will be held in either a stimulated dining environment or the hotel's training room.
	The initial training procedure for new staff members will incorporate effective communication training, which will be followed by quarterly remediation workshops.

	Cultural Sensitivity Workshop
	Increasing one's understanding of cultural indifferences is crucial to creating a welcoming atmosphere (Maheshkar and Sharma, 2018).
	Discussions on cultural norms, nonverbal interaction, and awareness education will be included in the twice-yearly sessions.
	Every F&B employee, with an emphasis on front-line workers.
	Workshops will be held as part of team meetings or at the hotel's training room.
	Workshops that take place every two years will be planned to guarantee ongoing reinforcement and adjustment to changing visitor demographics.

	Language Proficiency Support
	It is essential to give staff members the resources they need to deal with language barriers.
	This covers phrasebooks, introductory language instruction, and having access to instructional materials.
	When F&B staff members interact directly with visitors, these tools will be helpful.
	There will be access to online materials, on-site language instruction, and language learning applications.
	Support for language competence will be available for ongoing education and included into the new recruit onboarding procedure.


Table 1: Training Plan
(Source: Self-Developed)
Training Evaluation:
· Through the utilisation of regular feedback procedure, the effectiveness of the training components could be analysed. 
· The survey from Client Feedback could be analysed systematically for identifying the improvements for a profound cultural communication.
· The implementation of a training plan would be beneficial for the Hotel in empowering the employees with the awareness and necessary skill sets for navigating successfully on the cultural differences. 
References:
Abramson, N.R. and Moran, R. (2018). Managing Cultural Differences: Global Leadership for the 21st Century. 10th Ed. Abingdon: Routledge.
Christiansen, B., Branch, J.D. and Karmowska, J. (2020). Cultural Factors and Performance in 21st Century Businesses. Hershey : IGI Global.
Maheshkar, C. and Sharma, V. (2018). Handbook of Research on Cross-Cultural Business Education. Hershey: IGI Global. 

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

Weighting: 25%

	Reflection on your self-development: 
Upon reflecting on the knowledge and importance of cultural awareness within a business sector, the utilisation of the Gibbs Reflective Cycle can be a profound framework in catering to the insights and perspectives (Li et al. 2020).  In due consideration to the description phase, on my placement in the Premier Inn hotel, UK, an incident had occurred during the breakfast service that had scaffolded the cultural misunderstandings among the employees within the F&B department and a Japanese customer. The barrier in language among the two had set a negative impact on the communication, thus having an urgent requirement in fostering cultural awareness within the work environment. 
Considering the segment of feeling, at first, I obliged to a sense of feeling but had underestimated the crucial impact of cultural necessity that would incur on the communication with the clients. Upon sensing a tinge of discomfort on the guest during the service of breakfast, the incident had led me to explore the significance and importance of cultural sensitivity and its effect in the long term in enhancing a profound client satisfaction. With due consideration to the segment of evaluation, upon having a profound reflection, I had recognised that I only had a theoretical knowledge and understanding of cultural awareness. This acts as a significant factor to emphasise the consequences tangible to the negligence of cultural nuisance (Thondhlana et al. 2020). Thus, it became an evident factor that through the understanding of cultural awareness an organisation could provide value added services to their customer and promote enhanced client satisfaction (Azeem et al. 2021). 
Considering the phase of analysis, having undergone this incident, I had questioned and acknowledged the hostile nature of interaction based on cultural premises. It has become clear that the approach for one size fits all does not comply with the segment of the hospitality sector. The experience of the Japanese guest had underscored the requirement of adaptability with an approved commitment to understand a diverse cultural background. Having a profound inclination under the conclusion phase, the incident at the work environment headlight to a conclusion that having a sense of cultural awareness is a continuous learning process and requires curiosity and proactive approach to understand various cultural backgrounds. This had enhanced the perspective to apply a multifaceted role of cultural awareness within the employees in fostering a positive client experience (Koc, 2020). 
In the near future I will be committed to catering to the cultural awareness within my daily employment practices. The steps would involve having an informed understanding on the customs of various cultural backgrounds and fortify my skills in language proficiency. 
My overall goal is to create an inclusive word culture by avoiding misunderstanding by which the guests from a diverse culture could be truly welcomed. Through the process of this reflective practice, my knowledge on cultural awareness has transformed into a crucial understanding in catering to customer satisfaction rather than a theoretical practice. I have observed that not only through an undermined approach of avoiding the mishaps, but active involvement with the client through communication skills could help me gain insights to the cultural preference of a guest. My experience at Premier Inn Hotel, has emphasised my knowledge in providing profound customer satisfaction and maintaining a profound and healthy work culture.
References:
Azeem, M., Ahmed, M., Haider, S. and Sajjad, M., (2021). Expanding competitive advantage through organizational culture, knowledge sharing and organizational innovation. Technology in Society, 66, p.101635.
Koc, E., (2020). Cross-cultural aspects of tourism and hospitality: A services marketing and management perspective. Routledge.
Li, Y., Chen, W., Liu, C. and Deng, M., (2020). Nursesâ€™ psychological feelings about the application of Gibbs reflective cycle of adverse events. American Journal of Nursing, 9(2), pp.74-78.
Thondhlana, G., Redpath, S.M., Vedeld, P.O., van Eeden, L., Pascual, U., Sherren, K. and Murata, C., (2020). Non-material costs of wildlife conservation to local people and their implications for conservation interventions. Biological Conservation, 246, p.108578.

	
Component 4: Training Presentation
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