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[bookmark: _Toc147961236]Introduction
The following portfolio will be conducted to demonstrate an understanding of multilingualism and language awareness. This whole work will be divided into three different sections that will include two reflections and a presentation. Initially, a reflection on the understanding of cultural misunderstandings will be presented in this portfolio. Therefore, the presentation will discuss the significance of multilingualism and language awareness in hotels. The presentation making will be further discussed through a self-reflection in this portfolio. 


[bookmark: _Toc147961237]Section 1: Reflection on Cultural Misunderstandings
[bookmark: _Toc147961238]Presenting the scenario
I am an employee of Diversity Hotel and Spa London performing the role of Front Office employee. I have been associated with the organisation for almost three years which has provided me with both positive and negative experiences. In the last year, I have had a chance to receive two international guests who were from entirely different cultures. During that situation, I came across a cultural misunderstanding that had a greater amount of impact on my overall professional development (Peter, 2019). Initially, I could not align my guest-handling skills with the new preferences and demands of those guests due to the cultural differences. The guest initially appeared in front of my desk and handed me some documents. The writings included within that document were in the Japanese language which posed difficulties to me to understand the meaning of those documents. Therefore I felt challenged to explain those to that guest that generated frustration in him. 
[bookmark: _Toc147961239]The ways cultural misunderstandings can occur
Language barrier
The main reason behind the cultural misunderstanding that occurred within that scenario is the language barrier. Unfortunately, I did not know the Japanese language and the guest also did not know English, which made communication between us more difficult. 
Poor non-verbal communication
The language barrier often gets mitigated with the help of non-verbal cues or body language. However, the facial expressions, gestures and body language of both me and the guest also could not help us due to the cultural differences (Stoian, 2020). The cues provided by me and the guest were understood wrongly that has caused the cultural misunderstanding. 
Previous assumptions and cultural stereotypes
Various assumptions on cultural aspects can be previously owned by an individual therefore can lead to cultural misunderstanding. Dring experiencing the situation I already assumed that the needs and preferences of the guests from different cultures were the same. This was one of my incorrect assumptions about different cultures that have contributed to the formation of cultural misunderstanding. 
[bookmark: _Toc147961240]Reflection on the skills that need to be developed
I have identified certain areas that need to be improved to tackle similar situations in the future more effectively. 
Learning the basics of a new language
The abovementioned incidents have taught me that I need to develop basic knowledge about a new language to perform my role as a Front Office employee in a better way. Therefore I can join language courses or take help from online learning videos to learn a new language (Storti, 2022). 
Increasing cultural knowledge
I have understood that I need to develop my cultural knowledge to provide better treatment to people from different cultures (Berthele, 2021). I can go for cultural sensitivity training to develop my cultural knowledge though communicating more with people from different cultures also can help me in this. 
Enhancing non-verbal communication skills
Non-verbal communication skill is highly required to mitigate the language barriers that have been fully understood through this incident. Therefore I should ensure that clear and respectful non-verbal guests are provided by me to ensure an effective communication level. 
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[bookmark: _Toc147961242]Benefits of multilingualism
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Improved guest satisfaction
An improved and personalized experience can be delivered to the guests by multilingual employees by mitigating the language barriers. This also can provide a hotel with a competitive advantage in the market by setting it apart due to having multilingual staff (Nordquist, 2019). This further leads to repeat guest visits and positive online reviews that can have an impact on the overall profitability of the hotels. 
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Increased customer base
The hotels can have an increased customer base by having multilingual staff. These employees have the capability to handle guests from various customers which can help the hotels to target more customer segments and increase their overall profitability. Addressing the requirements and needs of internal business travellers and tourists can help improve the popularity and revenue in the market. 
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Effective communication and cultural sensitivity
Multilingual employees can mitigate the cultural misunderstandings that occur due to language barriers. Therefore multilingual employees can communicate with guests from different cultures effectively and meet their demands while resolving their problems. This also leads to an increased amount of cultural sensitivity among the staff that further can help in providing culturally sensitive service and ensuring an optimum level of satisfaction for the customers. 
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Effective customer relationships
The employees can form effective relations with the guests by having proper language awareness skills. These skills can provide understanding to the employees about impolite and polite language that can greatly help in communicating effectively with the guests. Effective knowledge about the use of formal and informal languages can help in building positive relationships and rapport with thoughts that also can improve the reputation of the hotels. 
Improved team collaboration and problem-solving skills
The collaboration and teamwork among the employees can be improved by providing them with language awareness skill enhancement training. It also can help them to solve the queries and concerns of the guests and navigate through those situations effectively (Gramling, 2021). This further can lead to an improved workforce efficiency which can be positive news for the hotels. 
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Multilingualism is one of the concerning factors for hotels that is essential for handling guests from different cultures and maintaining their satisfaction levels. As per the Diversity Hotel and Spa London, the location of this hotel can be considered as a multicultural region. People from Spain, Germany, Russia and more can be seen within this region which increases the importance of multilingualism in hotels. Therefore having employees who can speak Spanish fluently can help in delivering a welcoming and warm atmosphere for the guests (Dewaele and Botes, 2020). While employees fluent in the German language can provide German-speaking guests with a seamless check-in experience. Treating the Russian-speaking hotels better can be done by using some Russian phrases that further can improve their overall stays in the hotels. For instance, Hilton Hotels and Resorts have multilingual staff that help in handling all types of guests and differentiate their hotels from the rest in the market. 
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Gibbs Reflective Model
The Gibbs reflection model is one of the important frameworks for an individual to reflect on their past experiences in a structural way. As per the current scenario I have chosen this framework to reflect on my experience in preparing presentations on multilingualism and language awareness skills. 
Description
This reflection is about my experience gained while working on a presentation about multilingualism and language awareness skills. During this presentation, I have to conduct research on various topics, for instance, the concept of multilingualism, its importance and its application in hotels. In the beginning, I had only basic knowledge about multilingualism, but as the process went on I started to develop language about those concepts (Žerajić, 2020). 
Feelings
A combination of different emotions has been generated within me while working on the presentation. In the beginning, I was quite excited to take on the presentation and even on such an interesting topic. As I proceed with the work I have generated a sense of responsibility due to my realisation of the requirement of timely delivery of the presentation. Apart from that, realising the impact of the presentation on the overall performance of the hotels also made me more conscious about the presentation. 
Evaluation
This presentation has taught me the importance of multilingualism in hotels and its significance for maintaining the guest service experience. I have understood that communication is not the only factor for ensuring effective guest satisfaction rather creating a warm and welcoming atmosphere is also important. This can greatly prevent cultural misunderstandings in hotels from happening. 
Analysis
This presentation has helped me to understand the requirement of meeting the diverse cultural requirements of the guests to ensure an optimum level of guest satisfaction. While researching the topics of the presentation I came across some challenges due to restrictions of accessing some particular kinds of online resources (da Rosa et al., 2021). Apart from that I have also judged myself according to my capabilities to provide multilingual service to the guest. The difficulties faced by me during my research on the topic became worse when I dug deeper into the topics. 
Conclusion
After the completion of the presentation, I have realised that a more enhanced and deep understanding of multilingualism and language awareness has been generated within me. I have understood that the importance of multilingualism can proceed beyond mitigating the language barriers. An effective multilingual employee should be able to have cultural sensitivity, empathy and the capability to build long-term relationships with the guest. 
Action Plan
This presentation work has highlighted the importance of multilingualism in hotels for me which can support my role as a front office employee in Diversity Hotel and Spa London. I have understood that I need to improve my understanding of the basics of different languages to ensure a higher satisfaction level among guests from different cultures (Garić, 2023). Therefore I will prepare myself to join some courses on language training and also try to communicate with different language-speaking people. 
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The above portfolio has been included with the understanding of the significance of cultural multilingualism in hotels and its role in ensuring guest satisfaction. The causes of cultural misunderstandings have been discussed in this presentation and the required skill to mitigate those has been explored. Therefore, the presentation has demonstrated an understanding of the benefits gained by hotels through adopting multilingualism. Later on, the overall experience gained while working on representation has been placed in a self-reflective manner. 
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