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	ASSIGNMENT 1: PORTFOLIO

(4 Components)



	Component 1: Professional Reflection (500 words +/- 10%)
Weighting: 25%

	Outlining the scenario

“Cultural misunderstanding” is a major issue within the hospitality industry as it causes dissatisfaction among customers. It often occurs when two individuals fail to understand cultural diversity and etiquette. 

The “Golden Crest Hotel and Resort” is a premium hotel that provides high-quality customer service to national and international guests from all around the world. People from all over the world come and enjoy the services of the hotel as it has high customer awareness. However, one morning, in the breakfast lounge, when the international and national guests were enjoying their premium breakfasts, a scenario of “Cultural Misunderstanding” took place between a waitress named Maya and Mr and Mrs Rossi who were loyal customers of “Golden Crest Hotel and Resort”. Maya, the waitress reached the table of Mr and Mrs Rossi who took their seat in the lounge. Maya asked the couple “Shall I bring the regular one? Fettuccine Alfredo”. In response Mr. and Mrs, Rossi felt awkward and said “Actually Maya we would like to try something different this morning”. To which Maya provided them with the hotel’s breakfast menu. They looked at the menu and told Maya “We would like to offer Arancini for breakfast”. Maya Repeated the order with an expression of conclusion and shock as she did not know that such a dish existed on the menu. She said, “Mr and Mrs Rossi, we have pasta and pizzas of different kinds, but Arancini?” In reply Mr Rossi smiled and said that Arancini is an Italian delicacy which is their favourite. It created awkwardness between Maya and the couple and Maya said “Of Course Mr. and Mrs Rossi. I will bring your order in some time”. The diversified cultural background of the Maya who belonged to America, failed to understand the cultural and food preferences of the Italian couple Mr. and Mrs Rossi.         
Ways cultural misunderstandings can occur 

The possibility of “Cultural misunderstanding” is evident within the Hospitality industry which is a major issue that creates customer dissatisfaction (Ineta, 2023). However, in this previous scenario, there are several ways through which cultural misunderstanding can take place in the hotel and hospitality industry. Lack of knowledge about the cultures and preferences of different cultures creates difficulties for staff of the hospitality industry to create “Cultural Misunderstanding” (Widianingtyas et al. 2023). Moreover, the lack of cultural awareness and language barriers also creates these problems. Furthermore, another major problem can be stereotyping and creating unnecessary assumptions in terms of people of different cultures also creates cultural misunderstanding. 

Identification of skills that are required to be developed to avoid cultural misunderstandings 

Several skills are needed to avoid any cultural misunderstanding within the hospitality industry which are the skill of cultural awareness, cultural sensitivity, the ability to make respectful conversations, knowledge and deep understanding of the culture and the skill of active listening which helps to enhance the process of customer handling and understanding customer preferences irrespective of cultural differences (Abdurasulova et al. 2023). The increased cultural awareness of the hospitality staff can help to understand the needs of customers and their preferences which can help the customers to be satisfied with the treatment and service (Lwi et al. 2023).    
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	Component 2: Training Plan (500 words +/- 10%)
Weighting: 25%


	Identified cultural misunderstanding

In the previous scenario, it was seen that the limited cultural awareness of the waitress, Maya was a disadvantage which created a cultural misunderstanding between Maya and the Italian couple (Lin et al. 2023). Moreover, another identified problem was the “Ethnocentrism” of Maya as she oversimplified the Italian culture by thinking that Italian food only refers to Pizza and Pasta which created stereotyping and unnecessary assumptions in this case (Fleseriu et al. 2023). The stereotyping often offends people as it limits their cultures and gives a wrong impression in front of the customers. Thus, I think a lack of cultural awareness and Ethnocentrism is the main reason in this case to create a cultural misunderstanding within “Golden Crest Hotel and Resort”. 

Training plan

Why:

The cultural awareness training and the developmental programme are necessary for the staff of “Golden Crest Hotel and Resort” as they can help them mitigate cultural misunderstandings by giving a detailed understanding of the process of interacting with customers with different cultural identities and backgrounds (Hackett et al. 2023). It can also help the staff to create a welcoming and hospitable environment within the workplace which can help in achieving customer satisfaction.  

What: 

Cultural awareness and cultural diversity programme:

The training programme on cultural awareness and cultural diversity is important for the hospitality industry staff and specifically for the staff of “Golden Crest Hotel and Resort” as they have to handle clients from different cultural backgrounds (Umarkulova, 2023). It can help them to know about different cultures which can decrease the possibility of stereotyping which often creates cultural misunderstanding. 

Training programme on active listening: 

Active listening is also an important skill which needs to be acquired by the staff of “Golden Crest Hotel and Resort” which can help them understand the customers and their preferences. It can also help the staff at the hotel to understand the cultures of customers and their way of communicating which can increase the quality of customer service for the hotel (Itzchakov et al. 2023). I think Active listening can effectively help the staff of “Golden Crest Hotel and Resort” to understand the increase customer satisfaction by understanding their needs. 

Understanding of Non-verbal Communication Programme:  

Through non-verbal communication programmes, the employees can understand the non-verbal cues and the way of communicating with customers who come from diverse cultures. Moreover, the efficiency in non-verbal communication can also help the staff to understand the needs of customers to enhance the quality of customer service and gain customer satisfaction for the Hotel.   

Who:

The overall staff of “Golden Crest Hotel and Resort” should take these skill developmental programmes including the waitresses, receptionists and others who are directly associated with customer services within the hotel and resorts. 

Where:

The management of Golden Crest should provide these programs through both online and offline modes to make these programs more accessible to staff. The management can also implement these training programmes as on-the-job training so that the staff can practice these skills and learn while they are working.   

When:

The management should implement this training for the staff as soon as possible and the new joiners should get the training in the initial days as it can help them to handle customers more effectively.  
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	Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	I have used "Gibb's Reflective Cycle" Model for the execution of the "self-reflection" of my own experiences regarding "cultural awareness" in the field of hospitality. The model includes five different stages, such as, "description", "feeling", "evaluation", "action plan" and "conclusion (Hashim et al. 2023).
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Figure 1: Gibbs' Reflective Cycle; Source: (Ezezika et al. 2023)

Description:

I participated in the “cultural awareness programme”, which helped to gather new information and knowledge regarding the skills and abilities required to become successful in the field of hospitality. Individuals working in the hospitality industry are required to have "cultural awareness" because they have to deal with multiple people from diverse backgrounds and cultures. However, the F&B employees are mostly required to develop their "language skills", which helps them to communicate with the guests and provide them with detailed information regarding their foods and preferences to attain solid customer satisfaction.

Feelings:

I felt overjoyed when I got the chance to participate in the classes on "cultural awareness" because I knew that it would help me develop my knowledge in terms of improving the guest services in the future organisation. I was excited to work with diverse people during this module session and also gained multiple perspectives related to the cultural and traditional aspects of people in the hospitality industry. Furthermore, I also understood that individuals are required to have active listening skills to avoid any communication gap while interacting with the guests in the F&G services.

Evaluation:

From the experience, it is evaluated that the staff in hospitality needs to improve my active listening skills as it may negatively impact the depth of the conversation with the guests while working in the F&B counters (Kurbanova, 2023). On the other hand, I also evaluated that it is important to improve my "multi-lingual skills" by learning "European languages", which will help to successfully execute conversations with guests in the hospitality industry.

Conclusions:

I can conclude that “cultural awareness" is one of the most important abilities of individuals, which the staff in hospitality are required to develop. However, the improvement of "cultural awareness" may help in the enhancement of customer satisfaction and also the generation of positive feedback and make a successful career in the hospitality industry. Furthermore, "cultural awareness" can be developed by learning, communicating and engaging with diverse people and also by understanding their preferences regarding foods and beverages for the hotel staff.

Action:

SL No.

Skills to develop

Actions

Timeframe

1.

Verbal Communication

Participating in the online seminars, conducted by successful hospitality managers

2 months

2.

Multilingual skills

Enrolling myself in a "Fresh language" class

Seven months

3.

Active Listening

Continuously communicating and interacting with diverse people

One year

The above table represents my action plan of mine regarding the development of my "Cultural awareness" in terms of the areas, such as, "verbal communication", "multilingual skills" and "active listening". However, the measures that can be taken to develop the areas, include "participation in online seminars", "learning French", and "interacting with unknown and diverse people".
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	Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Premier Inn

Benefits of
Multilingualism for
Hotel Staff

« “Multilingualism” refers to the ability
of societies, groups, or individuals to
engage with more than one language
for the execution of their daily
activities (Suwarto et al. 2023).

It has the benefit of assisting tourists
who do not understand foreign
languages, related to scheduling and
activities.

It has the benefits of working in
foreign “non-English” speaking
countries.

Importance of
Language Awareness
skills for hotel Staff

* Increases trust and awareness
within the relationship between
customers and hospitality staff
(Sadikovna, 2023)

Helps in understanding
customer needs and mitigating
diverse preferences

Providing cultural sensitivity to
the customers which makes
them hospitable (Sadikovna,
2023)

*

*
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the most fascinating
European language

It is not hard to learn as it can
be learned by anyone

What is considered to be
polite/impolite in a
business context

+ Using informal language is
impolite in Italian culture

* A lack of knowledge about
the culture and food can also
be impolite (Skartland er al.
2023)

* The staff need to learn basic
Italian phrases which can be
polite

Examples from the hotel
industry

The famous “Beverly Hills Hotel” took the
initiative of “Embracing and celebrating culture”
which helps to enhance language and cultural
awareness (Beverly Hills, 2024)

The “Choice Hotels™ prioritises ““Diversity™
which helps to spread cultural awareness among
staff (Choice Hotels, 2024) &

Through the “Cultural Diversity and Equality™
initiative the InterContinental Hotels Group helps
to spread cultural awareness (IHC, 2024)
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