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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 

	A few months ago, I was hired by Premier Inn in the food and beverage sector of the hotel. One of my responsibilities is to greet the guests arriving at the hotel and receive them with respect. I communicate with various guests arriving at the hotel and collect their orders. Besides, I serve guests ordered food and dishes (Benalirefuieg, 2020). I sometimes suffer from behavioural, linguistic and cultural differences in greeting and communicating with guests. Premier Inn hotel customers are not only from a particular country but from all over the world. Since the guests come from different parts of the world and their languages are different, it is difficult to communicate with them. Many guests arrive who are only proficient in their own language. Although English is an international language, they do not have minimum proficiency in English. That is why language and cultural differences create challenges in communicating with guests within the hotel sector.
There have been several instances of cultural misunderstandings with guests even in my short career. Several times I was not able to communicate well with guests of different languages and congratulate them. A few weeks ago, a group of 8 to 10 people from China came to our hotel as guests (Feeman, 2020). China is a big country in Asian continent whose culture and language is completely different from mine. I could not greet the Chinese guests in their own way. The Chinese way of greeting and honouring is very different from mine which is why I could not respect them according to their needs. I had to suffer a lot to collect food orders from Chinese guests (Baset al., 2022). Not only is it difficult to respect Chinese guests, but it is even more difficult to communicate with them. The Chinese guests gestured for the food to be served in a very quick time which I did not understand. Since I didn't understand their cues, I served them after the food was ready (Aprilioni, 2017). But the Chinese guests were not satisfied with my behaviour and the length of time served. Since I did not understand their language and gestures, I could not realize what service they wanted from me. I also did not understand how to satisfy the Chinese guests. 
My ignorance of different languages and traditions prevented me from creating good communication with the guests. Knowledge of various popular and popular languages and cultures of the world is a necessary and mandatory skill for all employees in the hotel sector. As the customers of the hotel sector are not from a particular region or country but from all over the world (Linnanen, 2018). Staff must know most of the world's languages and cultures in order to create good communication with guests and ensure their service. That's why I feel that I should gain knowledge about linguistic and cultural differences in order to build good relations with incoming guests and achieve their satisfaction.
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Component 2: Training Plan

	Identified cultural misunderstanding:
From my previous experience, I realized that I have several linguistic and cultural weaknesses. I need to acquire perfect skills for cultural mis understanding within the hotel sector (Ivanova & Rahimi, 2016). I am proficient in only one language due to which I cannot make good communication with guests from different countries. I also don't have enough knowledge about the culture and behaviour of other countries.
Training plan:

	Improvement Areas
	Improvement Reasons
	How to overcome
	Source
	Improvement Criteria
	Time Line

	Gaining Multi Language
	Ability to speak multiple languages is required to communicate with guests from different countries and regions (Firharmawan & Andika, 2019).
	I will read books in different languages and do online coaching to acquire multiple languages.
	Books, Article,
Magazine,
Newspaper,
Course
and Research
Paper
	I can communicate well with all types of guests in the hotel sector and achieve their satisfaction by acquiring multi-lingual skills.
	I need 8 months to overcome the skill

	Different Greeting
Behaviour
	Multiple greeting behaviours are required to honour guests from different regions.
	I will analyse hotel sector websites in different countries to gain knowledge about greeting behaviour.
	Online
Coaching,
Website
And Cultural Paper
	The skills of all types of greeting behaviour will help me to respect and greet the guests arriving in any area of the hotel sector.
	Required minimum 4 months

	Different
Manner
	Acquiring knowledge of many manners and manners is essential in creating good communication with guests.
	I will read books about the manners and customs of different countries and mingle with people from different countries.
	Internet,
Social media and Online Course
	Many manners and behaviour skills will help me to mingle and satisfy guests from different regions (Daskalaki, 2020).
	Needed 4 months

	Knowing Another Culture
	Gaining knowledge of multiple cultures is necessary to understand guests' wants and demands (De Carlos et al., 2019).
	I will gain knowledge about cultural books, ceremonies, songs and behaviours of different countries.
	Cultural Papers,
Books and Article
	I can identify the needs and demands of guests from different continents and countries and ensure appropriate service to them.
	I will improv the skill within 5 months

	Quick Serving
	Timely service is required to ensure customer service and retain customers (Erazo et al, 2019).
	I will perform the right duties at the right time and conduct the activities in a fast and orderly manner.
	Practice
	The ability to serve quickly will help me achieve customer satisfaction and increase my efficiency.
	I will take 4 months in order to enhance it
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Component 3: Student Self-Reflection

	As a student, I learned about the cultural understanding of the hotel sector and realized that it is necessary to acquire multiple languages and cultural skills to work as an employee in the hotel sector. I have used the "Gibbs Reflective Cycle" to highlight experiences on the importance of language awareness and multilingualism within the hotel sector. This reflective model was discovered by Graham Gibbs (Tawanwongsri & Phenwan, 2019). In 1988, he conceptualized six elements within this theory to represent personal learning and experience.
	Gibbs Reflective Cycle

	Description
	Knowing about different or many languages requires multilingualism and acquiring knowledge about different cultures requires multicultural theory. Operating in the hotel sector requires thorough knowledge of multilingual and multicultural information. Almost all workers in the hotel sector need to be proficient in multiple languages and multiple cultures. Cultural misunderstanding occurs when misunderstandings occur between guests and staff due to lack of multi-language and cultural competence (Nurlatifah et al., 2023). Nowadays, cultural misunderstandings and incidents are noticed more and more in the hotel sector.

	Feelings
	I feel that every employee working in the hotel sector must have a thorough knowledge of multiple languages and cultures. Multi-lingual and multi-cultural skills increase employee priority and reputation within the hotel sector. I think job candidates who want to work in the hotel sector should acquire knowledge of multiple languages and cultures beforehand. Multilingual and cultural skills will give job seekers an edge in the hotel sector.

	Evaluation
	I am informed that such staff can easily satisfy the guest and hotel sector authorities who have sufficient knowledge of multiple languages and cultures. Staff who are experienced in multiple languages and cultures can easily communicate well with guests and achieve their satisfaction. Besides, such employees become trusted vessels of hotel authorities due to their efficiency (Ushakov et al., 2020). On the other hand, staff who are not proficient in multiple languages and cultures often create cultural misunderstanding situations with guests. The phenomenon of cultural misunderstanding is detrimental to both the staff and the hotel itself.

	Analysis
	Acquiring knowledge of multiple languages and cultures is a mandatory skill for operating within the hotel sector. Employees who are able to create good communication with guests by using multiple manners, behaviours, cultures and languages can easily achieve success. Because multi-cultural and language skills will help the staff to understand the needs and demands of the guests (Nedelko & Brzozowski, 2020). It is therefore clear that knowledge of multiple languages, cultures, manners and behaviours is the key to success for employees in the hotel sector.

	Conclusion
	I have acquired enough knowledge about multiple languages and cultures from internet and websites. I have also identified that working in the hotel sector requires knowledge of multilingual theory and multicultural information (Abramson & Moran, 2018).

	Action Plan 
	I have decided that I will gain enough knowledge about multilingualism and multicultural information with the help of internet and websites. I will take help of online courses and coaching to acquire sufficient knowledge about manners and behaviour of different regions of the world which will give me priority in working in hotel sector.
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Component 4:
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Multilingualism has many benefits and functions for the hotel sector. In Premier Inn's recruitment and selection process, multi-lingual skills are preferred. Proficiency in multiple languages enhances a staff's practical skills in understanding guests' gestures and speech. Practical knowledge of many languages enhances the skills of hotel staff to greet guests. Staff can easily greet guests according to their needs by acquiring multiple languages (De Carlos et al., 2019). As well as, multilingual skills lead to better communication and relationships between guests and staff. The hotel staff can easily understand the needs of the guests and ensure their service which creates a good communication between the two.
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Multilingual competence enhances the working proficiency of hotel staff. That is, the hotel staff can easily ensure the complementary services to the guests by acquiring multilingualism and multiculturalism. One of the disadvantages of multilingualism is that it guarantees career opportunities and job security for hotel staff. When hotel staff are proficient in multiple languages, they are in high demand and their job security improves (Goethals, 2016). In addition, multilingualism makes it easier for staff to satisfy guests and hotel managers. Guest and manager satisfaction is automatically achieved when staff can perform their duties properly by using multiple languages.
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Language awareness creates positive significance on the activities of the hotel sector. Language awareness plays an important role in creating appropriate communication between guests and staff within the hotel sector. Language awareness enhances the working ability, talent and professionalism of all employees in the hotel sector. Hotel staff are able to cater to the overall needs and wishes of guests due to language awareness (Cenni et al., 2020). Language awareness improves the service quality of certain hotels, which has an impact on achieving guest satisfaction.
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The perfect practice of language awareness enhances guest loyalty within the hotel sector. Loyalty towards the hotel is automatically created when the guests get overall benefits from the hotel. Ensuring overall service to hotel guests is possible only as a result of language awareness. Language awareness can create an appropriate workplace within the hotel sector where employees have the opportunity to work around the clock (Mariani et al., 2019). The service quality of the hotel sector increases and the business value increases significantly due to the practice of language awareness. 
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English is an appropriate language for language training and development in the hotel sector. English is an international language spoken in most countries of the world. English is known as the second language of most people in the world (Zahedpisheh et al., 2017). That is why English is perfect for language training of hotel sector workers. Learning English language is not very difficult. Hotel staff will be able to master this language easily with few months of training. This language is very polite and sweet which will help in good communication with the guests.
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The ability to learn English language increases the working ability of hotel staff. Able to communicate well with guests and ensure their service by using English language. The task of ensuring guest service is also made much easier by practicing English language skills. English language skills help hotel sector staff to achieve guest satisfaction.
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