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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (523 words)

	     Culture awareness is vital in hospitality's thriving environment. That means to recognise and honour the various cultures, traditions and beliefs. These days, hoteliers welcome visitors from different countries around the world, therefore cultural awareness has a vital contribution to ensure that all guests have a sense of appreciation and belonging (Joseph, 2023). From my experiences, one of the most frequent issues faced by travellers while staying at a hotel is the difficulty in communicating with the front desk personnel. A vital element in the hospitality industry is communication, but when language and other issues in communication exist, this can cause irritation and frustration among guests and hotel personnel alike. 
   While international operations have become more and more widespread and there are also a growing proportion of international corporations, cross-cultural communication became a major challenge because it influences various business operations, such as operational processes, decision-making, procedures or communication with customers (Maheshkar and Sharma, 2018, p.210). For example, during my holidays, I have observed how a guest checking into a hotel became frustrated, because they were unable to communicate and interact properly with the reception personnel. Although English is widely spoken around the world, some guests or staff members many not understand or speak it, as it was in this specific case. From what I observed, the hotel guest (an elderly German gentleman) knew only a few words of English, although the receptionist tried to communicate with him in it. As a result, this was difficult for both the guest and employee to ask/provide information, express their concerns or make specific requests. 
    In the same scenario, considering the communication barriers and cultural differences, it is considered impolite for any employee to raise its voice or express any anger, including frustration or annoyance. In such situations, I consider that is very important to maintain calm, even though the guest can become frustrated or angry. In such cases, words may not be the only way to express a message or express emotions. Therefore, I could rely on non-verbal communication, for example: body language, eye contact, gesturing, or visual expressions, as a way to support my communication and thus contribute to a better rapport with the guest (Segal et al., 2024). For example, I could smile politely, smile, perhaps nod, gesture with my hands or indicate a number or direction and avoid using expressions or gestures that are inappropriate or culturally offensive (Petty, 2023). Other ways to address the language barrier would be to use visual aids and technology to help me and the guests communicate more easily (diagrams, pictures, menus, pointers or other symbols to express ideas or information). In addition, I could use translation software, devices or online translators that can interpret my conversation or text into the language of my guests or vice versa. Consequently, I would find it useful to attend some ICT courses to improve my proficiency. 
     In my opinion, some of the most valuable guidelines in addressing communication barriers with international visitors are: being polite, friendly and understanding while trying to comprehend their needs and views, to apologise for any misunderstandings, and also to express appreciation for their cooperation and patience.
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Component 2: Training Plan (527 words)

	
Identified cultural misunderstanding:
     In the scenario described above, some of the cultural misunderstanding are based mainly on the language barrier and communication styles. It is considered impolite in certain cultures to raise voice or show anger, regardless if someone is feeling angry or frustrated. Other cultures regard assertiveness and being direct as a necessity to achieve positive outcomes. Such cultural differences may lead to possible misunderstandings between staff and visitors.
Training plan:

Why
      Employee training is essential for the hospitality industry's development and success. By investing in employees, the hotel management can increase guest satisfaction, prevent negative reviews and publicity, improve employee efficiency and productivity, minimise employee turnover and comply with relevant laws and policies (Mendes, 2023). Soft skills development can be an essential aspect in any hotel's workforce training programs because it allows them to improve their capabilities to deliver an outstanding customer experience. This type of professional training ensures that hotel employees understand and learn new ways to communicate with guests and co-workers, thus contributing to a warm and friendly atmosphere.
What
     - The management team will ensure adequate training in communication techniques for staff development. Such trainings can improve employees' listening abilities, train them to use appropriate questions and develop more effective strategies to communicate with hotel guests.
     - At the same time, leadership team will provide courses and workshops on diversity awareness, in order to prevent any cultural misunderstandings for the hotel guests, as well as to promote teamwork and inclusivity (Korjala, 2013). As a result, employees will have an excellent understanding as they begin to understand and embrace diverse cultures.
   - The recruitment team will seek to employ or provide training for multi-lingual personnel capable to speak that language and help hotel guests with their questions and needs. Working with multi-lingual personnel may not only increase service quality, customer experience and prestige, but can motivate employees to practise foreign languages or even motivate or compensate them for it.
      - English courses for Travel and Tourism – English courses for hospitality and tourism will provide our employees with basic techniques for conversation, for example: responding promptly to questions regarding the hotel, registering and checking guests in and out of the hotel, handling luggage or bookings, as well as a pleasant greeting to maximise guest experience (Qaddumi et al., 2021). Also, staff will receive training on dealing and addressing guests' complaints in a professional manner.

Who
      Such training courses will be provided for all personnel associated with guest relations, such as: reception staff, restaurant and bar personnel, concierges, porters, housekeepers, security guards, supervisors and managers. In addition, when recruiting an employee, the HR department is expected to consider candidates from a diverse cultural background or who speak English as a second language (Youngblood et al., 2020).
Where
     Training courses and workshops will be conducted by industry specialists at the hotel's meeting and training venues. 
When
    All new candidates will receive induction courses at the time of placement. Any cases of cultural misunderstanding should be communicated to shift supervisors. Also, if it considered by managers, such trainings and workshops can be provided on a regular basis, in order to assure a continuous development of our employees.
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Component 3: Student Self-Reflection (530 words)


	     The hospitality sector represents an exciting, diversified and challenging business, where workers are expected to demonstrate appropriate knowledge and skills to assure they are highly resilient in this fast-changing environment (Economic Insight, 2019). But why is it necessary for hotel staff to be culturally aware? As I see it, it is necessary for staff in hotels to maintain cultural awareness so that they can provide outstanding customer satisfaction and become actively engaged in delivering value to their teamwork, whilst being able to fulfil their guests' needs, requirements and expectations and, consequently, exceed them.  The tourism industry includes intangible products also, namely providing services for its guests. Thus, in contrast with other industries, to avoid such situations, as a hospitality industry employee, I should possess more than just academic skills, I also need social competencies in order to perform in the best possible way for guests, by meeting their increasing expectations in a more sophisticated environment. 
      As a result of that experience, I realised how important is to remain calm, to smile and seek a solution in a timely manner and avoid any negative complaints from guests. I saw how the front desk employee tried to maintain his calm and used hand gestures to "explain" to the guest that he makes all possible to communicate with it. Afterwards, the employee placed a tablet on the reception desk and, I noticed, he was trying to communicate with the guest using Google Translator. In such cases, I believe that the hotel should consider providing language services for its guests which do not speak fluently the local language or English. For example, this may require employing personnel able to speak different languages, offering written materials in several languages, or providing assistance for language translation by phone or other electronic tools (Joseph, 2023). In the above case, if I had a colleague who spoke German, the guest would certainly have felt more comfortable to talk to, especially if it was an elderly person who is likely to not be familiar with technologies.
     What did I learn from this experience? I learned that intercultural communication can cause misunderstandings and frustrating reactions for all participants involved. I consider that I can do a better job when it comes to communicate, by taking cultural differences into account while interacting with guests or working with others. Also, embracing diversity is a key element of being culturally sensitive, as I have experienced similar moments while visiting countries abroad. The hotel can therefore provide a more welcoming and inclusive experience for all its guests and employees by hosting guests with diverse cultures and backgrounds (Hotel Information Service, 2023). I am confident that this will increase both guest satisfaction and numbers, after all, a guest who was made to feel welcome, listened and valued, most likely will come back.
   This experience is important and can be considered an example for me as I intend to pursue a career in the tourism and hospitality industry. It also made me understand how important it is to have a good knowledge of "tourism language", but also to be creative, and to find the most practical and innovative solutions for the guests I will deal with.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Apart the world's favourite language, which is English, some other languages such as
German, Spanish, French or Russian are some of the most valuable languages to be
learnt these days in hospitality industry.

German is mainly spoken as official or partly spoken language in Germany,
Switzerland, Austria, and Liechtenstein, but also in the Italian province of South Tyrol
(MaaB, 2021).

Approximately 40% of the German and English words are similar, which makes
German among the easiest to learn for English speakers. Therefore, if a person already
speaks English, they should be comfortable to learn German very fast (Readle, 2024).

English and German are two of the West Germanic languages. Therefore, this is in fact
one of the most important reasons why learning German is relatively easy for English
speakers.
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* German people enjoy shaking hands even when leaving, but this tradition is by no
means exclusive for business.

* German people enjoy to greet and be greeted. A German guest can be greeted by
saying "Auf Wiedersehen" or "Tschiiss" as they leave, which translates as goodbye
(Rosa, 2020).

« Itis impolite to eat bubble gum or hold hands in pockets while speaking to a
German guest.

« Introduce yourself by name when answering or calling. German people consider it
impolite when you don't say your name, even when using alternative polite
expressions such as "hello" or "good afternoon" (Moczalla, 2020).

= Geriiive arhigh value for personal space and privacy.
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Basic German terminology for hotels

das Hotel

the hotel Source: Pinterest (2024)

die Rezeption

einchecken

the reception

to check in

der Parkplatz

das Restaurant

the parking lot

the restaurant

das Hotelzimmer

hotel room

der Notausgang

emergency exit

Haben Sie ein freies Zimmer 2

Do you have a room available?

Gibt es ein Bad im Zimmer ?

Is there a bathroom in the room?

Bevorzugen Sie zwel Einzelbetten?

Hatten Sie gerne o

Doppelzimmer?

Wieviel ist es pro Nacht?

Would you prefer two single beds

Do you wish to have a twin room?

How much is it for a night?

Danke, das Zimmer ist sehr Schon

Thank you, the room is very nice.

Wo ist der Fahrstuhl?

Wann muss ich auschecken ?

Soll ich jetzt bezahlen oder spater?

Wann servieren Sie Frahstack?

Where is the elevator?
At what time do | need to check
out of the room?

Do | pay now or later?

When do you serve breakfast?

Welche Zimmernummer habe ich?

Which room number do | have?

Haben Sie Zimmerservice 2

Do you have room service?





