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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	During my placement at the Delta Hotel Swansea by Marriott, I observed a remarkable cultural misunderstanding that occurred within the hotel restaurant throughout the breakfast service. The scenario outspread when a Food and Beverage employee came across a Spanish-speaking vacationer who sought a conventional Spanish omelette for breakfast (Tindale, 2022). As the Food and Beverage worker, unfamiliar with the nuances of the Spanish language, struggled to interpret the guest's request correctly, a mismatch ensued, leading to an unintended dish being served.
This incident showed the large effect of language boundaries on guest satisfaction and emphasised the ability for cultural misunderstandings inside the intricate net of the hospitality industry. The visitor, anticipating the comforting taste of a conventional Spanish omelette, expressed dissatisfaction upon receiving an exclusive version.  The linguistic gap now not only impeded effective communique but additionally underscored the importance of cultural attention for making sure a high-quality visitor revels in.
In discovering how cultural misunderstandings can emerge, it becomes evident that language disparities play a pivotal role. Misinterpretations, miscommunications, and unmet expectancies can occur whilst there's a loss of proficiency in the visitor's language (Kimani and Scott, 2023).  In the context of this situation, the language barrier hindered the Food and Beverage worker's capacity to comprehend and fulfil the guest's culinary preferences correctly.
Reflecting in this revel in, I apprehend the paramount need to enhance my language competencies to bridge conversation gaps correctly. Specifically, that specialize in learning key phrases and expressions in languages commonly spoken by resort guests will surely contribute to a greater seamless and personalized service enjoy. By dedicating time and effort to language acquisition, I goal to equip myself with the gear vital for interpreting and assembling the diverse linguistic wishes of visitors.
Moreover, my observations underline the wider necessity of cultural consciousness in the industry. Cultural nuances amplify past language to embody varying expectations, customs, and alternatives. To cope with this, I intend to interact in cultural sensitivity schooling, exposing myself to various cultural practices and mastering how to navigate potential cultural pitfalls gracefully.
To prevent similar cultural misunderstandings in the future, I am devoted to a multifaceted method. Firstly, I will actively be trying to find language mastering opportunities, both formal and casual, to enlarge my linguistic repertoire (Jones and Bond, 2019). Secondly, I plan to interaction with cultural immersion reports, and attend events or activities that expose me to exceptional cultural views. This mixture of language talent and cultural sensitivity will permit me to offer a greater tailor-made and culturally touchy provider to visitors.
Behaviourally, I aim to adopt a proactive approach when faced with capacity language limitations. Rather than depending completely on my language abilities, I will use clear and concise conversation techniques, asking cantered questions to make sure a complete expertise of visitors' alternatives. This proactive stance aligns with the precept of providing anticipatory providers, in the end improving the overall visitor experience.
References:
Jones, M.E. and Bond, M.L., 2019. Personal Adjustment, Language Acquisition and Culture Learning in Short-Term Cultural Immersion. International Research and Review, 9(1), pp.18-30.
Kimani, C.J. and Scott, J., 2023. Managing across cultures-professional level. Finstock Evarsity Publishers.
Tindale, C.W., 2022. Utterer Meaning, Misunderstanding, and Cultural Knowledge. Languages, 7(3), p.172.

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

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
The cultural misunderstanding occurred during breakfast service at the Delta Hotel Swansea by Marriott when a Spanish-speaking guest requested a traditional Spanish omelette. Due to a language barrier, the Food and Beverage (F&B) employee misunderstood the order, leading in the guest receiving a dissimilar omelette than expected.
Training plan (Why/What//Who/Where/When):
1. Purpose (Why):
The purpose of this training plan is to equip all hotel staff members, particularly those in F&B roles, with the essential skills and awareness to handle cultural misunderstandings successfully. By addressing language barriers and enhancing cultural awareness, the training aims to advance complete guest satisfaction and offer a more personalized service experience.
2. Content (What):
Language Proficiency Training:
Conducting language proficiency training sessions concentrating on commonly spoken languages by hotel guests (Faez et al., 2021). These meetings will contain basic phrases, expressions, and key terms linked to F&B services, guaranteeing that staff can exactly interpret and fulfil guest orders.
Cultural Sensitivity Training:
Implementing cultural sensitivity schooling to improve team of workers members' sympathetic to diverse cultural practices, alternatives, and expectancies (Karaatmaca et al., 2020). This training will cover elements beyond language, consisting of customs, traditions, and suitable responses to various cultural cues.
Role-Playing Scenarios:
Integrating function-playing scenarios into the schooling classes, permitting personnel individuals to practice real-life situations regarding cultural misunderstandings. This sensible approach will enable them to use language and cultural awareness abilities in simulated surroundings, promoting confidence and competence in dealing with numerous visitor interactions.
3. Participants (Who):
All employees of the hotel, especially those involved in F&B activities, will participate in the trainings. This holistic approach assures that every team member, regardless of role, contributes to a culturally appropriate and guest-friendly environment.
4. Delivery Method (Where/When):
Onsite Workshops:
Conduct onsite workshops in special education regions inside the motel. These workshops will provide a conducive environment for interactive learning, fostering engagement and collaboration amongst staff members.
Regular Training Schedule:
Implementing a everyday education agenda, incorporating short periods at some point of pre-shift conferences and extra big workshops at some stage in dedicated schooling days. This ensures that group of workers individuals can continually beautify their abilties with out disrupting day by day operations.
5. Assessment and Feedback:
Knowledge Assessments:
Managing periodic understanding assessments to evaluate workforce contributors' language proficiency and cultural recognition. These exams will assist recognize regions that require extra consciousness or reinforcement (Kang, et al., 2019).
Feedback Mechanisms:
Establishing a feedback mechanism in which personnel members can proportion their studies, ask questions, and provide insights. This inspires non-stop enhancement and allows for the version of education content primarily based on sensible scenarios encountered with the aid of the team.
6. Implementation Timeline:
Initial Rollout:
Commence the training plan with an initial rollout, making certain that every one body of workers individuals get hold of foundational language and cultural sensitivity training within the first month.
Ongoing Refinement:
Continue refining and increasing the schooling plan over the next six months, along with additional languages and cultural insights based totally on guest demographics and feedback.
By adopting this complete training plan, the Delta Hotel Swansea by Marriott aims to nurture a culturally competent and guest-centric team, ready to steer and prevent similar cultural mistakes in the future.
References:
Faez, F., Karas, M. and Uchihara, T., 2021. Connecting language proficiency to teaching ability: A meta-analysis. Language Teaching Research, 25(5), pp.754-777.
Kang, O., Rubin, D. and Kermad, A., 2019. The effect of training and rater differences on oral proficiency assessment. Language Testing, 36(4), pp.481-504.
Karaatmaca, C., Altinay, F., Altinay, Z., Dagli, G. and Akcil, U., 2020. Fostering digital citizens: perceptions of sensitivity training. The International Journal of Information and Learning Technology, 38(1), pp.135-146.

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

Weighting: 25%

	Reflecting on cultural awareness in hospitality, I have used the Gibbs Reflective Cycle a six-stage model that structured my self-reflection and enabled personal development. Firstly, my perception of cultural awareness in the hospitality sector was limited, seeing it as a plain formality for cooperative diverse guests (Williams et al., 2020). However, during my placement at the Delta Hotel Swansea by Marriott, direct experiences unravelled the deep impact cultural consciousness holds on guest satisfaction and service quality. In terms of feelings, encountering instances where cultural nuances significantly influenced guest interactions evoked a mix of curiosity and realization. This encouraged a rising sense of responsibility to deepen my cultural understanding, extending beyond meeting expectations to forging meaningful connections with guests.
In the assessment, I documented the direct correlation between cultural attention and stepped forward visitor reports. It started on me that cultural competence isn't always entirely a professional requirement however a ethical imperative, fostering inclusivity and real hospitality. Analysing my developing know-how, I acknowledged the critical role of cultural cognizance in powerful verbal exchange, waiting for guest needs, and mitigating possible misunderstandings. Embracing numerous cultural perspectives arose as a key donor to inspiring usual carrier transport in the hospitality industry. My self-mirrored image using the Gibbs Reflective Cycle highlights the transformative nature of my attitude on cultural consciousness. It exceeds an insignificant checkbox, turning into an quintessential element shaping the essence of hospitality (Jurkova, 2019). Understanding and valuing cultural range considerably make a contribution to making a welcoming and inclusive surroundings for both guests and associates.
Looking ahead, my commitment to non-stop getting to know and self-improvement in cultural attention establishes in a proactive movement plan. This includes engaging in cultural immersion stories, participating in language learning applications, and seeking out mentorship to in addition enhance my cultural competency. This strategic approach line up with my goal to definitely make contributions to the globalized and varied landscape of the hospitality enterprise. As I mirror on my adventure of expertise cultural awareness in the hospitality industry, numerous self-reflective questions have guided my evolving perspective. In starting looking at cultural recognition as a procedural component, my time on the Delta Hotel Swansea with the aid of Marriott modified this view. Experiencing a scenario wherein a language barrier affected a guest's dining revel in highlighted the major effect cultural consciousness has on guest pleasure, transferring my perception from an insignificant formality to a essential issue of provider excellence.
The revel in taught me the tangible connection among cultural attention and guest delight. Learning to understand diverse cultural nuances in this industry contributes no longer most effective to meeting expectations but making honest connections (Paparoidamis et al., 2019).  This expertise led me to pick out cultural competence as a moral vital, fostering inclusivity and true hospitality. The enjoy is vital because it suggests the transformative function cultural awareness plays in the essence of hospitality. Understanding and appreciating cultural variety make a contribution meaningfully to creating a welcoming and inclusive environment for each visitors and colleagues. It is not merely a professional requirement but a foundation for providing exceptional service in the international hospitality landscape.
References:
Jurkova, S., 2019. Transcultural competence as transformative learning for building an inclusive society. Transcultural, 2019, pp.08-22.
Paparoidamis, N.G., Tran, H.T.T. and Leonidou, C.N., 2019. Building customer loyalty in intercultural service encounters: the role of service employees’ cultural intelligence. Journal of International Marketing, 27(2), pp.56-75.
Williams, K., Woolliams, M. and Spiro, J., 2020. Reflective writing. Bloomsbury Publishing.

	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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· This presentation will discuss the benefits of multilingualism and the importance of language awareness skills for hotel staff, with a focus on the modern European language, Spanish. This understanding guide moves into the language's global significance, ease of learning, and etiquette nuances in a business context.


	[image: ]
Efficient Team Collaboration:
Multilingual groups promote seamless internal verbal exchange and collaboration. Staff individuals can work extra efficaciously, information and supporting every different, growing a tremendous and harmonious administrative centre ecosystem (Lüdi, 2019).
Improved Guest Communication:
Multilingual team of workers break down language barriers, fostering effective verbal exchange with a numerous customer. This consequences in heightened visitor satisfaction, as visitors feel understood and valued at some stage in their live.
Global Competence:
The ability to communicate in multiple languages equips hotel personnel with international competence, positioning the hotel as an attractive destination for international tourists. This broadens the customer base and complements the hotel’s recognition.
Importance:
Cultural Competence:
Language awareness skills are important for cultural competence. Staff who are culturally aware can navigate diverse cultural norms, making sure that guest interactions are respectful and culturally sensitive.
Professionalism and Reputation:
Language cognizance competencies contribute to professionalism, enhancing the hotel's reputation. Politeness and suitable language use exhibit the hotels as a prominent establishment, positively impacting guest perceptions.
Competitive Edge:
In the competitive hospitality market, language competencies provide a distinct advantage. Hotels prioritizing language awareness stand out, attracting a broader customer and staying in advance in a globalized industry.
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Spanish, chosen as a representative modern European language, plays a significant role in the hospitality industry due to its widespread usage and influence (Risager, 2021). 
Spanish, a linguistic powerhouse, isn't always simplest extensively spoken in Europe, especially Spain, however additionally globally (Obrero et al., 2022). It serves as the second most spoken language international, with a massive presence in Latin American and beyond. This global influence makes Spanish a critical asset for hotel workforce, facilitating effective communication and cultural knowledge within the industry.
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· Compared to some other languages, Spanish is regularly taken into consideration noticeably clean for English speakers to research (Rao, 2019). Its phonetic nature and simple pronunciation make it available, permitting hotel team of workers to accumulate basic conversational skills with willpower and practice. The ease of mastering contributes to the feasibility of incorporating Spanish language education into the group of workers development application.
Understanding the nuances of politeness in a commercial enterprise context is crucial for hotel personnel interacting with Spanish-talking guests. In Spanish-speakme cultures, formal deal with and titles, such as “Señor or Señora”, are generally used as a signal of respcet. Additionally, punctuality is notably valued, and using polite terms like “por” favor(please) and gracias (thank you) reflects courtesy. It is rude to interrupt a person at the same time as speakme, and keeping a pleasant and warm demeanor is liked in commercial enterprise interactions (MacGregor-Mendoza, 2020).
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· In conclusion, the presentation highlights the important role of multilingualism, concentrating on Spanish, and highlights the benefits of language awareness for hotel staff. Understanding the global reach of Spanish, its ease of learning, and cultural nuances contributes to making a more inclusive and effective hospitality environment.
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Benefits of Multilingualism and Importance of Language Awareness Skills for Hotel
Staff

- Efficient Team Collaboration :

«  Multilingual groups promote seamless internal verbal exchange and collaboration . Staff
individuals can work extra efficaciously, information and supporting every different,
growing a tremendous and harmonious administrative centre ecosystem (Ludi, 2019).

«  Improved Guest Communication :

«  Multilingual team of workers break down language barriers, fostering effective verbal
exchange with a numerous customer. This consequences in heightened visitor
satisfaction, as visitors feel understood and valued at some stage in their live.
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CHOSEN MODERN EUROPEAN LANGUAGE - SPANISH
AND WHERE IT IS SPOKEN

* Spanish, chosen as a representative
modern European language, plays a
significant role in the hospitality
industry due to its widespread usage
and influence (Risager, 2021).

(Source: Henry Harvin, 2024).
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IS IT HARD TO LEARN? AND POLITENESS IN
BUSINESS CONTEXT

- Compared to some other languages, Spanish is regularly taken into consideration
noticeably clean for English speakers to research (Rao, 2019). Its phonetic nature and
simple pronunciation make it available, permitting hotel team of workers to accumulate
basic conversational skills with willpower and practice. The ease of mastering
contributes to the feasibility of incorporating Spanish language education into the group
of workers development application.
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CONCLUSION

In conclusion, the presentation highlights the important role of multilingualism,
concentrating on Spanish, and highlights the benefits of language awareness for hotel
staff. Understanding the global reach of Spanish, its ease of learning, and cultural
nuances contributes to making a more inclusive and effective hospitality environment.
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Introduction

* This presentation will discuss the benefits of multilingualism and the
importance of language awateness skills for hotel staff, with a focus on the
modern European language, Spanish. This understanding guide moves into
the language's global significance, case of learning, and etiquette nuances in a
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