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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	I had an encounter as a Food and Beverage employee with a guest who approached me with a question in English when I was working during lunch service at a hotel restaurant as part of my Level 4 placement. However, my limited command of English made it difficult for me to fully comprehend him. Due to the language barrier, the guests showed obvious signs of disappointment, which made them interpret my confusion as evidence of my ineptitude (Daskalaki, 2020). Thinking back on the interaction, it is evident that language proficiency is essential to effectively serving a changing clientele. I acknowledge that my limited language skills hindered effective communication and could have unintentionally impacted the guests' overall dining experience. My understanding of the importance of language procurement, particularly in languages that hotel benefactors frequently use, was sparked by this encounter (Koc, 2020). I am determined to put in the effort and time necessary to improve my English so that I can interact and build relationships with future visitors more successfully. 
· Cultural misunderstanding with a hotel guest of an F&B employee
I had an encounter as a Food and Beverage employee with a guest who approached me with a question in English when I was working during lunch service at a hotel restaurant as part of my Level 4 placement at Premier Inn, Canterbury city centre. However, my limited command of English made it difficult for me to fully comprehend him. Due to the language barrier, the guests showed obvious signs of disappointment, which made them interpret my confusion as evidence of my ineptitude (Daskalaki, 2020). Thinking back on the interaction, it is evident that language proficiency is essential to effectively serving a changing clientele. I acknowledge that my limited language skills hindered effective communication and could have unintentionally impacted the guests' overall dining experience. My understanding of the importance of language procurement, particularly in languages that hotel benefactors frequently use, was sparked by this encounter (Koc, 2020). I am determined to put in the effort and time necessary to improve my English so that I can interact and build relationships with future visitors more successfully. 
      ●       Occurrence of cultural misunderstandings
I think differences in communication styles, customs, and expectations can lead to cultural misinterpretations. During my Level 4 placement at a Premier Inn Canterbury city centre, I came across an instance where a foreign visitor approached me and asked me a question in English. As a result, I understood that my compliment and sporadic grammatical mistakes had hindered my ability to respond, which in turn compromised the clarity of my message (Liang, 2024). The guest felt let down as a result, highlighting the difficulties caused by language barriers in promoting effective communication and encouraging misunderstanding. Furthermore, the intricacy of relationships can be exacerbated by the intricate cultural variations in nonverbal communication, such as tone, posture, and social customs. I now understand the value of empathy, perseverance, and ongoing social skills training (Lam, 2022). My goal is to make the experience more enjoyable and all-encompassing for visitors with varying cultural backgrounds. Overall, this will help to improve cultural comprehension and raise visitor satisfaction levels.
      ●       Develop a skill or behavioral changes to prevent cultural misunderstanding in the future 
I understand the importance of honing certain skills in order to mitigate future social misunderstandings. Primarily, it is imperative that I get better at languages, especially those that hotel guests speak. This necessitates setting aside time to improve comprehension, speaking, as well as listening skills through regular practice (Guan, et al. 2022). Furthermore, gathering knowledge about various cultural norms, customs, and communication traditions is essential for me to advance my cross-cultural communication abilities. This includes being more conscious of nonverbal cues and having the ability to modify one's strategy accordingly. Furthermore, I understand how important it is to seek advice and encouragement from peers or mentors who exhibit cultural competency. By actively addressing those ranges, I hope to develop better and more considerate intuition with guests, with the ultimate goal of creating a welcoming and inclusive atmosphere within the Premier Inn, Canterbury city centre.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	
Level 4 Placement Hotel a staff training plan
In an era of global rivalry, employee performance criteria are a critical concern for the Premier Inn Canterbury city centre. The ASEAN Economic Community and other open borders between nations make it simple for foreign nationals to enter and exit Indonesia. Due to the volume of foreign visitors to Indonesia, lodging will be required; this is a profitable industry (Mantra et al. 2020). But in the fiercely competitive hotel industry of today, every hotel management must deliver first-rate service. One strategy is to keep raising the professionalism of hotel employees, especially about their ability to communicate in English, to give international guests the best experience possible. 
Goal: It is important to offer every employee the knowledge and skills they need to manage typical guest situations and ensure a pleasurable stay. All employees of the Level 4 Arrangement Inn (Front Desk, Housekeeping, Maintenance, Food & Beverage) are the target audience.
Training Format: A mix of in-class instruction (Afriani, 2021) role-playing exercises, and shadowing while working on a project.
Assessment methods: These include pre- and post-training input surveys as well as assessments to gauge information retention.
	Training Component
	Description
	Training Method
	Duration
	Assessment

	Guest Service Excellence
	Recognize how crucial it is to surpass visitors' expectations.
Determine the essential components of first-rate guest service.
To interact with guests, develop effective communication skills. Participate in active listening.


	Talks in class and role-playing exercises
	Two Hours
	Assessment by role-playing and pre/post-training quiz

	Handling Guest Complaints
	Recognize the various kinds of grievances from visitors (Lertchalermtipakoonet et al. 2021). Create a methodical strategy for addressing guest complaints. When handling irate guests, put de-escalation techniques into practice. Discover how to communicate effectively to offer solutions and offer an apology. In order to handle complaints, follow the Premier Inn’s policies and procedures.
	Talks in class and role-playing exercises
	Two Hours
	Assessment by role-playing and pre/post-training quiz

	Special Guest Requests
	Recognize the hotel's request handling policy. Determine which resources are available to handle unique or difficult requests. Gain innovative problem-solving techniques to satisfy visitors' needs. When notifying guests of limitations, communicate effectively.
	talks in the classroom and case studies
	1.5 Hours
	Pre- and post-training assessment, case study dialogue

	Guest Room Maintenance
	(Only for Housekeeping Employees) Recognize the appropriate cleaning procedures for the various kinds of rooms and facilities (Saga, 2022). List cleaning supplies and instruments along with their safe uses. Discover how to handle delicate surfaces and fabrics. Get comfortable answering inquiries from visitors for more housekeeping services.
	Talks in class and role-playing exercises
	Two Hours
	Quizzes before and after training, as well as job shadowing

	Food & Beverage Service Standards
	For Staff Only in Food and Beverage Recognize the requirements for food and beverage service at the hotel. Acquire the necessary menu knowledge and order-taking skills. Learn how to serve diners with consideration and courtesy while they are eating. Practise answering questions from visitors regarding available food and drinks.
	Talks in class and role-playing exercises
	To Hours
	Assessment by role-playing and pre/post-training quiz

	Teamwork and Communication
	Recognize the value of cross-departmental collaboration. Acquire techniques for effective communication with coworkers. Develop the team's ability to resolve conflicts. When interacting with guests, get comfortable asking for and offering assistance.
	Role-playing exercises and group discussions
	1 Hour
	Team-building exercises and pre- and post-training surveys

	Guest Room Technology
	Recognize how the in-room electronics work (TV, thermostats, safes). Discover how to resolve typical guest problems (such as poor TV reception or Wi-Fi connectivity). Practice informing guests about technical issues in an effective manner.
	lecture in class and practical exercise
	One Hour
	Pre- and post-training assessment


Table 1: Level 4 Placement Hotel Staff Training Plan
Source (Mallia, 2022)
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%




	· Importance of cultural awareness within the hospitality industry using Kolb's model of reflection
In the hospitality industry, cultural sensitivity is critical because it is what makes guests feel like they are at their place and helps promote inclusivity. In line with Kolb's reflection mode, I have recognized the importance of social awareness at all phases of the learning cycle: experiencing, reflecting, thinking, and acting. 
[image: ]
Figure 01: Kolb's Learning Styles & Experiential Learning Cycle
(Source: Mcleod, 2024)
Concrete Experience – The experiences gathered during the overall learning module can be demonstrated by a student due to the utilisation of Kolb’s model of reflection. This could be a brand-new circumstance or experience, or it could be a reanalysis of a previously encountered event in the context of novel ideas (Azar et al. 2020). 
Reflective Observation of the New Experience - The student considers the novel experience in the context of their prior learning while enhancing their academic and employability skill sets. Any discrepancies between experience and comprehension are especially significant.
Abstract Conceptualization - A fresh idea or a revision of an already-existing abstract concept arises from reflection through which, a learner or a broad group of people share their experience in the light of abstract conceptualisation.
Active Experimentation - Experiments are inspired by the newly developed or updated concepts. In order to observe what occurs, the learner applies their idea or ideas to the environment.
•	Understanding of the subject changes over time
My understanding of cultural sensitivity in the hospitality sector has advanced significantly over time. Initially, I saw it as a framework for identifying phrases that were inconsistent with social awareness. After giving my experiences a lot of thought, I have realised how significant of an impact this phenomenon has on both visitor satisfaction and the overall success of the business (Ghantous, 2023). My educational experience has taught me that social mindfulness goes beyond a cursory understanding and incorporates the growth of empathy, adaptability, and proactive actions to foster all-encompassing circumstances. The improved understanding has prompted a change in strategy, requiring me to give priority to ongoing training and intercultural competency development in order to successfully achieve success in my professional career within the hospitality industry. As per (Leggett, 2020), the improved understanding can help a learner to rethink how they work, which can be beneficial for them to place more emphasis on ongoing training and intercultural competency development in order to properly accommodate guests and create a more varied and comprehensive hospitality environment.
●       Learn as a result of the experience
I now have a better understanding of the social mindfulness that is so important in the hospitality industry thanks to this experience (Rustamov and Mamaziyayev, 2022). It has been discovered that the capacity to understand and appear in light of various social foundations is closely related to the relationship between successful communication and client satisfaction (Rossetti, 2023). This knowledge informed my decision to prioritize ongoing education and advancement in the field of intercultural competency, which includes dialect proficiency, cross-cultural communication skills, and empathy. In addition, I have learned that social mindfulness involves intentional efforts to create inclusive environments where each individual feels valued and accorded respect, in addition to acknowledging diversity fairly. Nonetheless, I now have a better understanding of how noteworthy social mindfulness is crucial for cultivating critical intelligence with others, enhancing strong collaboration, and bolstering the hospitality sector's overall success.
●	Importance of the experience
According to me, this interaction is important because it highlights the critical role that social mindfulness plays in the hospitality sector. In order to guarantee visitor satisfaction, promote effective communication, and propel overall trade success, a thorough understanding, and appreciation of diverse social backgrounds are essential. Realizing the importance of social mindfulness enables me to successfully welcome guests with varying backgrounds, promote inclusivity and foster positive interactions. This experience, in my opinion, highlights the value of ongoing training and development in interpersonal competence in order to accommodate guests' varying requests and support a welcoming and all-encompassing neighbourliness environment.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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