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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	
An interesting situation occurred during breakfast at the Premier Inn London Wimbledon (Broadway), where I was interning, when a German customer and a waiter misunderstood each other. The confused German guest entered the restaurant and the waiter immediately rushed to help him navigate through the breakfast options. The first problem was that the guest did not speak English, so there were difficulties in communication. When asked questions regarding breakfast, he did not fully understand what the waiter was inquiring. As a result, when the guest requested a specific food and drink from the menu, the waiter had difficulty understanding him as he did not speak German. Consequently, the waiter misinterpreted the order and served a different drink instead of what was requested. He appeared disappointed and confused, and after taking a few bites of the served food and drink, he left. Few days later, the hotel received feedback from the guest expressing his disappointment. He believed that the waiter did not attempt to help him resolve the issue and served him English tea instead of lemon tea. The guest further noted that he assumed the waiter deliberately chose English tea, even though it is generally known that Germans prefer lemon tea. He considered this as an additional depth to the problem and felt that the waiter contributed to the misunderstanding not only due to language difficulties but also intentionally. This situation highlighted vividly how even minor cultural differences can lead to misunderstandings, emphasizing the importance of effective communication in the hospitality industry. I realized how crucial it is to understand guests' needs accurately and avoid mistakes that may cause annoyance to them. In this situation, several things could have been done differently to prevent the communication misunderstanding and guest's disappointment. The waiter should have been better prepared for the expected customer base. Since the hotel is located in London and likely to have many foreign guests, it is important for waiters to speak at least some basic languages. Knowledge of the German language would have been particularly helpful in this case. Secondly, the waiter should have paid more attention to the guest. When the guest did not understand what was being asked, the waiter should have tried to rephrase the question differently. Thirdly, the waiter should have handed control over to the guest. When the guest ordered a specific food and drink, the waiter should have asked him if he was certain about his choice. If the guest was unsure, the waiter could have helped him select another dish or drink that matched his tastes. In the future, I should consider these aspects to avoid similar situations. To enhance skills, I should develop language proficiency to easily communicate with foreign guests at least in some basic languages. It is important to cultivate excellent communication skills to effectively understand guests' needs and expectations. I should be customer-oriented, always focusing on guests' needs, and do everything possible to ensure their satisfaction. Based on the situation, I acknowledge how crucial openness and respect are towards other cultures and languages, as well as attentiveness to understand and fulfil guests' needs, even when it is challenging due to language or cultural differences. With such an attitude, a friendly, kind, and welcoming atmosphere can be created where guests can feel comfortable and leave with memorable experiences.


References: 
[bookmark: _Hlk157327892]Johansson, A. (2021). How can the hotel general manager drive guest satisfaction? [online] www.demandcalendar.com. Available at: https://www.demandcalendar.com/blog/how-can-the-general-manager-drive-guest-satisfaction [Accessed 26 Jan. 2024].
Keizer-Remmers, A., Ivanova, V. and Brandsma-Dieters, A. (2021) ‘To act or not to act: Cultural hesitation in the multicultural hospitality workplace’, Research in hospitality management, 11(3), pp. 215–223. Available at: https://doi.org/10.1080/22243534.2021.2006915.
Ting-Toomey, S. and Tenzin Dorjee (2019) Communicating across cultures. Second edition. [book] New York ; The Guilford Press. Available at: https://www.google.com/books?hl=en&lr=&id=ysRUDwAAQBAJ&oi=fnd&pg=PP1&dq=TingToomey,+S.+and+Tenzin+Dorjee+(2019)+Communicating+across+cultures.+Second+edition.&ots=wcv9vQNB_W&sig=3l1zmTYAnW1KnsVHNG6TmW7SeaE










	
Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Introduction
During my internship at Premier Inn London Wimbledon (Broadway) hotel, an interesting situation occurred during one of the breakfasts. There was a communication misunderstanding between a German guest and the novice waiter. The guest didn't speak English, which created communication challenges. As a result, they were served a drink they didn't order. After trying it, they left disappointed. Later, the hotel received feedback from the guest criticising the waiter's behaviour, which negatively affected the hotel's reputation. In light of this, I decided to create a training plan to prevent similar situations in the future.
Training plan (Why/What//Who/Where/When):
Background Research and Problem Analysis 
The guest's dissatisfaction had a serious impact on the hotel, causing a loss of business from that guest and damaging the hotel's reputation and credibility. The negative feedback may also make other potential guests unsure and consider other hotels. It's important to recognise that employees need proper training to handle communication and cultural challenges. The waiter's mistakes and the unhappy guest highlight the need for language and communication training for the staff, as well as training to understand and handle different cultural customs and expectations.
 Development of Training Plan
 To improve language skills, I will implement several measures for the staff. I plan to organise language courses that help them improve their English and increase their motivation to communicate with guests effectively. Additionally, I will introduce online learning tools to help them improve their language skills at their own pace, anytime and anywhere. This will allow the staff to develop their language skills and communicate confidently with guests. Furthermore, I will organise training sessions to promote cultural sensitivity and help employees understand and respect different cultures. I will also provide information and guidance about guests' diverse cultures, so that employees can better understand their preferences and customs. 
Development of Communication Protocol 
To establish the hotel's communication protocol, I suggest involving external experts who can adapt to the specific characteristics of the hotel. When determining the protocol's content, we will consider the communication needs of different departments, such as guidelines for interacting with guests, teamwork, or customer service. My goal is to solve the problem and improve the hotel's future business success.
 Plan Execution and Evaluation
 The hotel management will evaluate the effectiveness of the training, which will help assess employees' progress and identify any additional training needs. The schedule and educational materials will help employees share their knowledge with guests more effectively, thereby improving the quality of service.
 Recommendations for Further Improvement and Future Activities 
 To maintain the communication protocol and training, regular updates are necessary to address changing needs. An online platform can provide easy access to educational materials. By collecting regular feedback on the protocol and implementing long-term career development programs, we will help employees continuously improve their communication skills. Continuous review and development are essential for efficiency and employee growth. These recommendations can support successful communication at the hotel and the employees.
 Conclusion 
 The aim of my training plan is to address the lack of guest communication and cultural sensitivity at Premier Inn London Wimbledon hotel. By implementing the training plan and establishing communication protocols, we will improve the hotel's reputation and guest satisfaction. The goal is to achieve successful and professional communication with guests and enhance the hotel's competitiveness in the market.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Introduction 
The main focus of my evaluation is the development of cultural awareness in the hospitality industry. My aim is to critically assess my personal growth in this area, providing specific examples and examining how my cultural awareness has changed over time using reflective thinking. Utilizing the Driscoll's model, I emphasize the significance of cultural awareness lectures and how they have contributed to my development. This task is highly important to me, and in the following sections, I present detailed examples of the changes in my cultural understanding and its connection to the lectures.
I. What?
 In my initial encounters with cultural awareness, I questioned its importance in the hospitality industry. Based on my initial knowledge, cultural awareness meant recognizing, accepting, and appreciating different cultures for me. During this period, I only saw a superficial connection between the hospitality industry and cultural awareness. I often noticed only surface differences and didn't attribute enough importance to deeper understanding. Although I had prejudices and misconceptions, delving into the topic made me realize that these were obstacles to mutual understanding. 
II. So what?
 Participating in cultural awareness lectures taught me the importance of patience and empathy in communication with foreign guests. In a specific instance, a foreign guest with basic English vocabulary stayed at the hotel where I work. Instead of becoming nervous, I used my acquired knowledge to speak to them clearly and slowly, checked if they understood well, and repeated instructions multiple times. The guest was satisfied with my approach, and I even assisted them in choosing food and drinks in the restaurant. I learned from this experience how important it is for people in the hospitality sector to have empathy and cultural knowledge. I realised that guests can have a wide range of demands and expectations, and it's crucial to take these variations into consideration.
 III. Now what? 
In my opinion, cultural awareness is extremely important and beneficial in the hospitality industry. Through lectures and experiences, I successfully understood its significance, and I now handle guests more consciously. By establishing attention and empathy, I can better understand and serve guests from different cultures. Since guest satisfaction and business success depend on cultural awareness, I consider development in this area important. However, although I have learned a lot from lectures, I feel that I need more practical experience to effectively apply cultural awareness. I am committed to gaining further experience and better understanding various cultures. My goal is to apply what I have learned in lectures to practice and ensure that we respect and appreciate the cultures of our guests. The key progress I have made so far is crucial for my personal development, and I believe that further enhancement can contribute to the success of our hospitality business. I aim to expand and successfully apply the knowledge and experiences gained in lectures in my everyday work. 
IV. Summary
My personal development in the hospitality industry has had a significant impact on my cultural awareness. Through lectures and interactions with people from different cultures, I learned how to be a culturally conscious hospitality professional. I realized that I harboured many prejudices and stereotypes and that cultural awareness is crucial for guest satisfaction and business success. My empathy and cultural sensitivity have improved significantly, and I now pay much more attention to the needs and customs of guests from various cultures.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Advantages of multilingualism

1. Communication advantage
People who speak multiple languages can communicate more easily with people from other cuttures

2. Better employment prospects
Companies are increasingly valuing language  skills when selecting employees

3. Cultural performance
Ifa person speaks several languages, it is easier to connect with other cuttures

4. Cognitive benefits
Learning a language improves memory, concentration and creative thinking

(Lobertréau, 2023)

Premier Inn

The importance of language skills

1. Effective communication

Knowledge of the language helps to communicate effectively with people, either in person or in writing

2. Understanding cultural values

The words, expressions and cultural codes of each language help us understand the traditions and values of other peoples

3. Better business relations

If someone is open and able to communicate in other languages, it is easier to establish and maintain business relations with companies in

other countries

4. Personal development

Language knowledge can give personal development and self-confidence

(Zerajic, 2019)
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The Italian language is official in ltaly, Switzerland, and San Marino
Italy is a popular tourist destination and many Italian tourists visit other countries as well

talian guests are generally very proud of their language and culture and appreciate it when hotel staff
speak ltalian

talian people respect those who learn the ltalian language and this makes business relations
and agreements  easier.

talians are proud of their cultural heritage and appreciate other people's. interest in it
(Basirico, 2019)

Learning the Italian language

The difficulty of learning a language depends to a large extent on the individual's skills and attitude
The structure and pronunciation of Italian is similar to other Romanian languages, such as Spanish or
French, so it may have some level of similarity with them

Learning Italian can be very useful for hotel staff, and with persistent study, it can be said to be leamable
(Osoblivaia, 2023)
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Polite

talian business partners usually greet each other with a firm handshake and may kiss each other on
the cheek where it is accepted

Itis important to be polite and dress appropriately for business meetings or negotiations
Itis important to choose the right formal attire, as Italians value elegance

Itis important to greet people when you enter a store or office. Use "Arrivederci” when saying
goodbye

Respect the second and third person (optional) when talking to someone. Use more formal language
until you develop a closer relationship with your partners.
Impolite

talians do not consider it polite to speak too directly and outspokenly.

Itis important to respect cutural norms and pay attention to proportionalty and the appropriate tone
of speech

Avoid aggressive o overbearing behaviour and be sure to respect appointments and deadiines
Avoid too direct contact, such as long handshakes or hugs, unless there is a clear signal from the

other party.
(Clegg, 2023)
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When a guest arrives at the hotel, the receptionist
greets him and introduces himself by name:

When a guest has a question or problem, the hotel staff
patiently listens and answers them

When a waiter communicates with guests, he speaks
to them in a polite and appropriate manner.

‘ The hotel employees wear uniforms and ensure proper
appearance

(Lerman, 2006)
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The employee does not say hello or introduce
themselves, but simply points to the check-in desk
without offering any assistance or kindness.

The employee does not care about the guest's
questions or problems and shortens the communication

Employees do not pay attention to their communication
and speak rudely or rudely to guests.

Employees do not pay enough attention to dress and
dress and a wel-groomed appearance
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Summary

The benefits of muttiingualism and language skills are important for hotel staff.

The Italian language is spoken in ltaly, as well as in certain other European countries, such as Switzerland and regions near the Slovenian border

Learning ltalian can be difficutt, but it can be achieved with dedication and the right language learning methods.
Polite behaviour is extremely important in a hotel, and knowing the language helps you communicate effectively and build positive customer relationships.

Knowledge of the ltalian language can be beneficial, for example, in serving ltalian guests or communicating with international interested parties
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