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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	[bookmark: _Hlk159781503]         The purpose of this professional reflection is to shed light on a particular incident between an F&B employee and a hotel guest that resulted in a cultural misunderstanding. The examination will explore the elements that lead to this misunderstanding and highlight the critical abilities that must be developed to reduce similar occurrences. 
During my stay in a hotel in Dubai Marina, I took part in an awkward event which caught my attention a cultural misunderstanding between an F&B staff member named Moniem and Mr. Akira, a Japanese hotel guest. After an extended flight, Mr. Akira, a conscientious and quiet business traveller, arrives at the hotel. When Moniem greets him with a broad smile and tries to set up a conversation on Mr Akira's travels, he observes that he answers in a kind but restricted way. Not knowing of the complexities of Japanese communication customs, Moniem continues his friendly and outgoing attitude the entire time. He recommends various local attractions and tries to initiate casual conversations. However, Mr. Akira finds Moniem's gestures too dominating, as he follows the traditional Japanese values of formality and restrained conduct. (Otago., 2024) Mr. Akira finds the attempts at light conversation, which are meant to improve the guest experience, uncomfortable and slightly disturbing.
         The misunderstanding of culture highlights the conflict between the more formal and vigilant communication style that is common in Japanese culture and the expressive and warm communication style that is typical of Dubai's hospitality business.
As I reflected on my involvement in this incident, it occurred to me that it might affect the hotel's reputation. The customer's evaluation of the quality of the services may be used to evaluate future visits. Beyond the possibility of an unpleasant internet review, there is a chance that the customer will choose not to come back and will inform friends, family or business partners about his unpleasant experience.
      I understand that to avoid similar cultural misunderstandings in the future, the employee needs to accommodate his behaviour and acquire certain skills. More specifically when it comes to personal space, Japanese culture is extremely sensitive, and the idea of "sharing" public areas is seen as potentially invading someone's right to privacy. (Yamada, H. 2002). 
Nevertheless, this experience made me reflect more on the qualities I must possess to work in a hotel. I’m committed to acquiring comprehensive cultural sensitivity training to avoid cultural misunderstandings. These training sessions will improve my knowledge about the traditions and tastes of many cultures, especially those that are commonly observed in Dubai’s hospitality scenes.
 Improving my English language skills and learning some essential phrases in other languages that customers frequently speak could also help me to communicate more effectively. In particular cultures and subcultures, being polite frequently is more valuable than giving accurate information (Hofstede, 1984). Understanding this cultural quirk, it becomes critical to prioritise respectful and polite communication. As a future goal, I aim to enrol in English classes tailored to enhance my formal speech. This effort is driven by the desire to improve my communication skills, enabling me to interact effectively with individuals from diverse cultures. The goal is to express myself accurately and in a straightforward manner, mitigating the risk of misunderstandings that could potentially result in the loss of customers.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
The misunderstanding that occurred between the hotel employees and the Japanese guest highlights the contrast between the formal, cautious communication approach that is typical of Japanese culture and the expressive, friendly communication style that is representative of Dubai's hospitality sector. The discrepancy in communication strategies highlights the necessity of cultural sensitivity and adaptability to guarantee successful interactions between cultures in a multicultural hospitality environment. Due to the Japanese cultural value of privacy, there was a cultural misunderstanding in this instance of the Japanese guest. This misunderstanding concerned how shared space was perceived and how personal space had been invaded (Hofstede, 1984).
Training plan (Why/What//Who/Where/When):
Why:
It is essential to address potential cultural misunderstandings and improve communication skills to cultivate a workforce that is both culturally competent and sensitive. To ensure that multicultural staff are not left feeling perplexed agitated, or upset in difficult cultural circumstances, an intercultural training program is necessary. (Xu, L.,2008)
 The goal of the training is to give staff members the information and abilities they need to manage various cultural expectations and guarantee a satisfying visitor experience.
What:
The primary objective of Cultural Sensitivity Classes is to improve the hospitality sector's ability to offer services that are courteous and inclusive of all cultures. Strategically focusing on key populations including Japanese, Korean, Latino, and Indian cultures, these workshops acknowledge the various needs of participants from different backgrounds. These seminars provide hospitality professionals with useful insights by focusing on essential areas such as communication styles, personal space demands, and cultural customs relevant to each group. 
Incorporating realistic role-playing exercises is essential to strengthening the basis of cultural competency in the hospitality sector. (Childress, 2006). With the support of these engaging exercises, which simulate potential cultural misunderstandings, staff members can actively participate in situations that are typical of interactions between people from different cultural backgrounds. Employees have practical experience establishing cultural differences and resolving potential difficulties by fully immersing themselves in these simulations. These activities focus on developing the ability to identify misunderstandings and resolve them in a way that is sensitive to cultural differences. Encouraging staff members to actively engage in these role-playing exercises highlights how crucial it is to develop interpersonal skills in a multicultural setting.

Who:
This training program should be completed by all hotel staff members including front desk employees, waiters, housekeepers, and managers. A thorough strategy guarantees that each department has all the resources necessary to manage a variety of guest confrontations.
Where and when:
Conducting a successful intercultural training program in a hotel is essential. (Xu, L.,2008). Using the meeting rooms that are available or the training areas that are set aside, training sessions can be conducted effectively on the hotel grounds, creating a favourable learning atmosphere. The location allows face-to-face interaction which promotes participation and makes it easier to do practical demonstrations. Moreover, online training modules can be used alongside in-person sessions for accessibility and flexibility. By utilising digital platforms, participants can access training materials from anywhere, which supports remote attendance and a range of schedules. Regular implementation of the training plan is necessary, ideally as part of the onboarding process for new employees and as continuing professional development for current staff members. 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Introduction
In this critical self-reflection, I will use the self-reflection model of Gibbs to examine and evaluate my understanding of the importance of cultural awareness within the hospitality industry. (Adeani, 2020). This essay is the beginning of a journey of reflection that delves into my growing understanding of the value of cultural awareness in the dynamic hospitality industry. Under the direction of a self-reflection approach, I want to critically examine my perspectives, investigate how understanding develops over time, and explore the lessons learned from a variety of situations. The significance of cultural sensitivity is increasing with the global expansion of the hotel industry.
Description
Initially, I had a basic understanding of cultural awareness in the hospitality industry. I started off knowing the fundamentals of cultural sensitivity in the hospitality sector. Last year, during my placement at Premier Inn Peterborough North and also my holiday in Dubai, I developed a deep appreciation for the wide spectrum of people that the hospitality industry serves. It became clear that providing services that are culturally competent to accommodate this variety has the potential to increase customer satisfaction and boost the standard of service delivery as an entire.
Feelings
As I deepened my exploration into the classes and the German lessons, a mixture of curiosity and realization unfolded. Curiosity and realisation mixed as I dug deeper into my research. I became enthusiastic when I realised that cultural competency may have a significant impact on consumer satisfaction. I discovered that providing outstanding hospitality services and comprehending diverse cultures are inseparably connected.
Evaluation
In my student journey in Foreign Languages and Cultural Awareness classes, I have come to understand how important cultural awareness in the hospitality industry is. This insight became particularly evident during my exploration of the German language. This experience highlights the importance of continuous improvement in my student journey, emphasising that while the initial steps may present challenges, consistent practice results in significant differences. In the hospitality industry, communication is crucial because it’s the primary point of contact between a customer and the host and it impacts the consumer’s experience (Blue and Harun, 2003).
Analysis
Upon reflection of my journey, I identified an adjustment in my viewpoint. Cultural awareness was first acknowledged as an additional factor, but as time went on, its importance in the hospitality sector became clear. 

Conclusion and Action Plan
To sum up, this introspective process has brought to light the psychological components of my developing comprehension of cultural awareness in hospitality. During Foreign Languages and Cultural Awareness classes, I understood the critical role that communication plays in this industry, and I realised that learning another language stands as a key asset. To deepen my understanding of culture, apart from online workshops, I am attempting an ongoing effort to interact with my co-workers more and learn more about the complexities of their cultural backgrounds. I plan to have meaningful interactions with a colleague who is originally from Africa, as one specific example. My objective is to gain a deeper understanding of their traditions, customs, and perspectives using these exchanges, by exploring and appreciating the distinctive aspects of their culture.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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