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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Scenario: The hotel employees working in an environment that promotes diversity and inclusion can face challenges such as cross-cultural issues. The hotel guests can come from various cultures. But failure to comprehend their cultural aspects can lead to poor service and guest experience (Christiansen, Branch and Karmowska, 2020). One such cultural issue can be mentioned here. While I was performing my responsibilities in my placement hotel, Holiday Inn in Sunderland. I encountered 4 Chinese guests who were having dinner at the hotel’s restaurant and they were speaking the Mandarin language. One of our employees could speak their language and so I pursued the staff for taking the order. Suddenly, I thought they could use a spoon and fork instead of chopsticks so I asked them whether they would use a spoon and fork. The guests were offended by my suggestions and said no. The entire time of their stay, they ignored me even though I apologised to them. 
Reflection: I have learned from the incident that cultural sensitivity in hospitality can have significant influences. Cultural issues in the hospitality industry can arise even though one has good intentions to serve and has little understanding of the culture (Torres, Fu and Lehto, 2018). I knew that Chinese people like to have conversations about their language but failed to comprehend that using chopsticks was a part of their culture. The misunderstandings were obvious when I could not comprehend the differences in the guests’ unique needs and preferences. They thought that I was disrespecting their culture and practices. The lack of clear communication and proper approaches influenced cultural misunderstanding (Devine, Baum and Hearns, 2009). 
Some skills and behavioural changes can help me to eliminate the chances of cultural misunderstanding from ever happening again. I can take various approaches to develop skills and cultural competence. First, I should develop my intercultural communication skills. The skills can be developed by learning more about the guests’ cultures. I can track the records of the guests and determine which country guests visit fluently. I will start learning more about the guests’ culture. I will create my awareness of the verbal and non-verbal cues because these cues can change the meaning of the conversations. I should not make any assumptions about the guests’ preferences and avoid stereotypes because these behaviours can affect the guests’ experience. Instead, I will ask questions in a soft tone and proper ways. When they respond, I will listen to them for understanding the needs and preferences. The word choices in my language must be carefully delivered. I should be mindful of my tone and language. Even though I have good intentions, my tone and approach can present it differently to the guests. Second,  cultural awareness is another aspect that must be developed to address the cultural issues in the hospitality industry (Maheshkar and Sharma, 2018). I should be open to all cultures and explore different cultural aspects for attaining experiences and understandings. The beauty of languages and cultures is acknowledging their diversity and complexity (Tabari, Wilson and Ingram, 2016). I should also develop flexibility and adaptability competency for adjusting my behaviour with different guests. There are always different ways to accomplish the right thing.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Lack of cultural understanding and absence of knowledge about other cultures when working in an international workplace environment.
Training plan (Why/What//Who/Where/When):
A training plan for Holiday Inn, Sunderland’s hotel’s staff on cultural sensitivity in hospitality is outlined and explained below:
The objectives of this training are to develop and improve the cultural awareness and sensitivity of the hotel’s staff and to equip the employees with the appropriate skills and knowledge so that they can have effective and successful communication with the guests. For achieving these objectives, the total training duration will be for 8 hours. An interactive workshop format will be applied that includes presentations, discussions, activities, and feedback. For training the employees of the company multicultural specialists and trainers can be hired and the workshop can be organised in the conference room of the hotel. This training plan's content will be discussed now-
Introduction: Why the training is being provided to the staff and employees should be explained to the staff and employees. The training objectives and outcomes should be clearly communicated. To present the training relevant to them, evidence such as statistics, and industry examples on cultural diversity and its importance must be demonstrated. 
Cultural Awareness: Cultures can influence people’s behaviour, expectations, and preferences (Christiansen, Branch and Karmowska, 2020). To develop cultural awareness, cultural dimensions and various aspects need to be presented. The various cultures may have similarities and differences. Those differences and similarities should be explained. Differences and similarities may arise from the following aspects: language, communication style, etiquette, food, religion, and values (Reisinger and Turner, 2012). 
Cultural Sensitivity: Cultural sensitivity is the ability to grasp the understanding of different cultures. It provides immense control over the emotions, decision-making, and behaviour of the staff (Yurur et al., 2021). In the hospitality industry, the need for cultural sensitivity is significant. Because employees and staff are required to show respect and understanding of guest’s culture (Maheshkar and Sharma, 2018). Different scenarios and reflections can be made that will make the process easier to understand and improve learning outcomes. 
Intercultural Communication: Communication is one of the most critical aspects of culture. To develop strong relationships and loyal customers, businesses in hospitality must emphasise effective communication. The employees need tips and guidelines on how they will interact with the guests and make effective communication (Sharma, 2018). The training will equip them with this knowledge and understanding. The topics that will be included in the training are as follows: verbal and non-verbal communication, active listening, asking questions, avoiding assumptions and stereotypes, and using appropriate and respectful language and tone. By creating a role-playing scenario, employees can have practical experience in intercultural communication. 
Cultural Adaptability: The achievement of cultural adaptability is a complicated task. It requires people to understand their own cultural aspects and then respect other people’s cultures and norms (Abramson and Moran, 2018). The employees should be given training on how they should approach people with different cultural backgrounds. The strategies and approaches will be taught to provide personalised services to the guests. 
Employee Engagement: To make the training effective and successful, employees and staff should be included in the decision-making (Choi and Dickson, 2009). Feedback and suggestions from them will be received to enhance the process. 
Conclusion: Finally, all the learning outcomes need to be summarised and explained to the employees. 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Reflective learning is a continuous process in which the learner can reflect on the experience to identify the strengths and weaknesses and other development scopes (Colomer et al., 2013). For personal development, the author will apply Gibbs' reflective cycle. Using the model, reflections are made in six different stages: description, feelings, evaluation, analysis, conclusion, and action plan (The University of Edinburgh, 2020). 
The learning of cultural awareness has provided me the scope to explore different cultures from various parts of the world. The learner can understand why and to what extent the cultures differ from one another. Cultural awareness is an important skill in the hospitality industry. Employees who have the skill can interact with culturally diverse people. It also increases the employability of graduates in the hospitality industry (Gibbs and Slevitch, 2019). 
I have a mix of feelings to achieve cultural awareness and a different understanding of the cultural dimensions. When I came to know about the differences of different cultures, I became overwhelmed to grasp the learnings. I thought that I could not be effectively culturally aware due to my issues. However, when I started to learn different cultural aspects by reading books, journals, articles, attending cultural programs and seminars, I realised that I had overcome my fears and issues. I have become very confident that I have the competency to serve the hospitality industry with my skills and ensure better customer service. 
During my learning experience, I had both positive and negative situations. On the positive side, I could experience new things such as learning a new language, having an understanding of people from different cultural backgrounds, cultural values and practices. On the negative side, I experienced frustrations when people misunderstood me, and resistance within me to adopt new practices or adapt to the changes. It was very difficult for me to address these issues. However, it was an effective learning experience to explore cultural awareness.
The experience that I had shows the importance of cultural awareness in the hospitality industry because there are people from diversified cultural backgrounds. Each culture has different ways of expressing its cultural aspects and the communication styles are different in various cultures (Christiansen, Branch and Karmowska, 2020). Cultural misunderstanding can affect service quality and customer satisfaction (Kenesei and Stier, 2016).  Hofstede’s cultural dimensions show that different countries have different values and scores on the dimensions. It influences them to address differently and express their emotions differently (Manrai and Manrai, 2011). Hence, it is difficult to understand the behaviours of the staff and guests in the hospitality industry. 
I have learned a lot of things from experience. I understand that we should not make assumptions about people’s preferences. I also understand that respecting each other’s cultural differences is important. The hospitality industry requires a culturally competent workforce to handle challenging situations and provide enhanced guest experience (Bharwani and Jauhari, 2017).
To develop my cultural competence and avoid negative or unfavourable situations, I will implement some approaches. I will explore more about various cultures by researching them. I will practice the appropriate language while communicating with people from different cultures. Furthermore, I will seek feedback from them on my interaction to make continuous improvements.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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