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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	[bookmark: _Toc158329500]Description: During my level 4 internship at a hotel restaurant, I was faced with an incident that showed how cultural misunderstandings can occur. A person from a Spanish-speaking country requested a traditional dish that was not on the menu. The waiter was not fluent in Spanish so he did not understand what the customer was asking and therefore the communication was interrupted. This happened during dinner service, and I witnessed this interaction between the guest and the waiter.
[bookmark: _Toc158329501]Feelings: During my level 4 internship at a hotel restaurant, I was faced with an incident that showed how cultural misunderstandings can occur. A person from a Spanish-speaking country requested a traditional dish that was not on the menu. The waiter was not fluent in Spanish so he did not understand what the customer was asking and therefore the communication was interrupted (Hofstede, 2018). This happened during dinner service and I witnessed this interaction between the guest and the waiter. 
[bookmark: _Toc158329502]Evaluation: Cultural misjudgment was a result of the server's poor Spanish language skills. Customers' expectations of finding a traditional dish that's not on the menu are reasonable, but communication can be difficult due to language barriers. This case highlights the need for a good language training program for all restaurant employees so they can serve different customers.
[bookmark: _Toc158329503]Analysis: Thinking about this situation, it became clear that my assumptions about the team members' language proficiency did not meet the needs of the international guests. The lack of a suitable protocol to address language barriers is one of the factors leading to communication breakdown (Gudykunst, 2014). For this reason, I realized the need to have a more inclusive approach when it comes to language training because of our clientele’s linguistic diversity.
[bookmark: _Toc158329504]Conclusion: To avoid such cultural misconceptions in the future, I need to pay attention to several aspects. To begin with, I should promote language training programs for all staff members focusing on the languages spoken by our guests more often. Secondly, one must make a standardized procedure of dealing with language barriers- for instance by using translation tools or bilingual team members. Lastly, the development of a cultural awareness attitude among employees can promote an inclusive and accepting environment for guests from different backgrounds (Inglehart, 2020). 
[bookmark: _Toc158329505]Action Plan:
1. Start talks with management concerning the introduction of weekly language training sessions for all employees in the restaurant.
2. Suggest establishing a protocol for language barriers, such as using translation tools and calling bilingual employees if necessary.
Promote initiatives to create an awareness program on culture that will make the staff more aware of different guests’ needs so as they can provide a service for all.
 [insert written text]
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
[bookmark: _Toc158329507]Introduction: After a recent cultural misinterpretation witnessed at the dinner service, it is critical to introduce an intensive training plan in our Level 4 Placement Hotel. The event brought forward a need of better language skills and cultural competence among restaurant employees to allow effective communication with people from various backgrounds (Byram, 2018). This training plan is designed to provide every employee with the required skills that are needed in dealing with similar cases in the future hence making an environment more accommodating.
[bookmark: _Toc158329508]Objective: The main objective of this training plan is to improve language competency and cultural sensitivity among the restaurant staff, allowing them to communicate with guests from different cultures (Fantini, 2016).
Training plan (Why/What//Who/Where/When):
[bookmark: _Toc158329509]Training Components

1. Language Proficiency Training:
· Work with language experts or language schools to provide staff with regular training sessions in the languages ​​most popular with our international guests.
· Introduce specialized language courses, such as Spanish, to address the situation described in my mind about the staff's ability to understand and respond appropriately to guests (Fantini, 2016).
·  Includes practice exercises and role plays that simulate real-life situations, thereby building employees' confidence in using newly acquired language skills.
2. Cultural Awareness Program:
· Create a cultural awareness program to inform employees about the different norms, expectations and preferences of international visitors.
·  Include cultural sensitivity training to increase employee knowledge of nonverbal cues, communication styles, and dining etiquette in different cultures.
·  Use case studies and customer testimonials to provide real-life examples of effective interactions that arise from cultural sensitivity.
3. Protocol for Handling Language Barriers:
· Create a cultural awareness program to inform employees about the different norms, expectations and preferences of international visitors.
·  Include cultural sensitivity training to increase employee knowledge of nonverbal cues, communication styles, and dining etiquette in different cultures.
·  Use case studies and customer testimonials to provide real-life examples of effective interactions that arise from cultural sensitivity (Lustig, 2019).
4. Implementation Timeline:
· Start a one-month language skills training course with weekly sessions lasting about three months.
· Simultaneously implement a 2-month cultural awareness program with bi-weekly meetings.
· Introduce the protocol for language barriers as early on, stressing its integration into regular restaurant operations.
[bookmark: _Toc158329510]Evaluation and Feedback:
· Carry out periodic reviews to monitor the level of staff members’ development in language proficiency and cultural awareness.
· Collect employees’ feedback on how well the training programs work and adjust accordingly (Competence, 2013).
· Monitor guest ratings and determine whether improvements in language skills and cultural awareness increase the overall satisfaction of dining.
[insert written text]
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	[bookmark: _Toc158329512]Introduction: The process of the journey towards comprehending cultural awareness in relation to hospitality has been a transformative experience, changing my views and contributing to personal as well as professional development. Using Gibb’s reflective model, this self-reflection focuses on the development of my understanding; transformative events that informed it and cultural awareness about future hospitality professionals.
[bookmark: _Toc158329513]Description: At first, my understanding of cultural awareness was rather shallow, focusing on recognizing the differences in culture without realizing how deep they influence guest interactions. With every step I took in the world of academic coursework and practical experiences, a particular event acted as an impetus for this change. In a hotel internship, I witnessed an instance of miscommunication between the staff and a guest due to cultural differences which resulted in less-than-ideal service (Inglehart, 2020). This meeting brought about the understanding that cultural sensitivity is not just a theoretical concept but something that is practical in the day-to-day operations of the hospitality industry.
[bookmark: _Toc158329514]Feelings: Acknowledging the consequences of cultural perception evokes concern mixed with humility. My ignorance of  cultural diversity became apparent and I understood that continuous learning was necessary to successfully meet the challenges of culturally diverse environments.  This realization created an atmosphere that welcomed diverse opinions and ensured a commitment to expanding my cultural sensitivities.
[bookmark: _Toc158329515]Evaluation: My development of cultural awareness involved critical personal reflection. I question my assumptions, biases, and stereotypes about other cultures. The evaluation process forced me to confront the limitations of my initial interpretation and encouraged me to seek new information about the cultural dynamics of hospitality.
[bookmark: _Toc158329516]Analysis: Reflecting on my journey, I realized that cultural awareness is not a fixed condition but an evolving process of constant learning and adaptation. Engaging with cultural diversity, both in and out of the classroom, has broadened my horizons (Pusch, 2014). I began to understand the profound implications of cultural differences on customer expectations, communication methods, and satisfaction levels.
[bookmark: _Toc158329517]Conclusion: My professional identity was shaped by my journey of developing cultural awareness. For me, cultural awareness is now one of the pillars of hospitality excellence, something I have learned to appreciate through academic exploration and practical experience. It's not just about recognizing differences but also accepting and supporting them to deliver a better customer experience (Lustig, 2019).
[bookmark: _Toc158329518]Action Plan: In the future, my cultural awareness will be achieved in two ways; first through continuous learning and then through exposure to diverse cultures and cultural humility. I plan to attend cross-cultural workshops, take language classes, and have a  culturally competent mentor.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%

	[Introduction slide, e.g. assignment title, student name/ID, module title/code, date, hotel logo]

	[Content Slide 1]


	[Content Slide 2]


	[Content Slide 3]


	[Content Slide 4]


	[Content Slide 5]

	References (no screenshots):




























2 | Page

image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





