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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	
A Breakfast Miscommunication 
It was a bustling Wednesday morning in the Hilton Puckrup hotel restaurant, on my  Level 4 placement, and the aroma of freshly brewed coffee and sizzling bacon was dancing in the air. As an eager F&B trainee, I confidently glided through the breakfast buffet, ready to tackle any request. Then, I encountered her – a petite woman with delicate features and an air of quiet elegance, clearly a guest from a different cultural background.
My usual greeting, "Good morning, can I help you with anything?" came out smoothly. But her response, a hesitant smile and a string of rapid-fire words in a language I didn't understand, threw me off balance. Panic gnawed at my confidence. I stumbled through my limited repertoire of foreign phrases, hoping to connect, but the gap between us widened. Her frustration was palpable, her smile fading into a frown. Suddenly, a colleague who spoke her language stepped in. It turned out she was simply trying to ask for scrambled eggs, but my misunderstanding had created a barrier. In her culture, eggs were considered a special breakfast item, not readily available in buffets, and requesting them was a sign of trust and respect (Yang et al., 2023). My inability to understand her needs had not only caused her frustration but also inadvertently offended her cultural sensibilities.
This incident was a stark wake-up call. It highlighted the fragility of communication across cultural divides, how a simple misunderstanding can escalate into a negative experience for both parties (Nguyen et al., 2020). Reflecting on this event, I realized I needed to develop several skills to prevent similar situations in the future:
1. Cultural Awareness: Going beyond memorizing greetings, I must actively learn about the diverse cultures my guests come from. This includes common breakfast customs, dietary restrictions, and communication styles. Resources like Yang et al.'s (2023) study on cultural values and preferences in hotel guests offer valuable insights into different expectations.
2. Active Listening: Instead of relying on pre-programmed phrases, I need to practice active listening, paying close attention to non-verbal cues and patiently waiting for guests to express themselves fully. Studies like Nguyen et al.'s (2020) research on effective intercultural communication in hospitality emphasize the importance of non-verbal communication and active listening in conveying meaning.
3. Empathy and Humility: Approaching guests with empathy and humility is crucial. Recognizing that my knowledge has limitations and being open to learning from my mistakes will help me navigate intercultural interactions with grace (Chen & Zhang, 2022). Research by Chen and Zhang (2022) on the role of cultural humility in the tourism industry highlights its effectiveness in promoting positive guest experiences and bridging cultural gaps.
The scrambled egg saga may have been a minor incident, but it left a lasting impression. It taught me that cultural understanding is not just a professional skill, but a human imperative. By actively building my knowledge, honing my communication skills, and approaching guests with empathy and humility, I can bridge cultural divides and ensure that every guest feels welcome and respected in our little corner of the world.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
A simple request for scrambled eggs, a symbol of trust and respect in the guest's culture, became a misunderstanding due to limited language skills and cultural awareness. This incident serves as a powerful reminder: cultural competency is not just a professional asset, but a human imperative in the hospitality industry.
Training plan (Why/What//Who/Where/When):
Training Plan
Cultural misunderstandings are not just lack in communication, but potent forces capable of eroding guest satisfaction, damaging reputations, and hindering business success (Chen, 2020). In an increasingly globalized tourism landscape, catering to a diverse clientele requires more than just smiles and greetings. It demands cultural competency, a vital skill that enhances communication, builds trust, and fosters positive intercultural interactions (Litvin, 2019). Investing in staff training to develop this competency translates not only to improved customer service and guest loyalty, but also to a competitive edge in the ever-evolving hospitality market (Morgan & Pritchard, 2022).
This training plan aims to empower staff with the knowledge, skills, and values necessary to navigate this vibrant landscape and create positive guest experiences, bridging the gap between cultures with grace and understanding. Our training program embarks on a three-pronged approach:
· Unveiling the Tapestry of Cultures: We delve into fundamental values, communication styles, and customs that shape guest expectations and behaviours. Case studies and interactive exercises bring these concepts to life, allowing staff to analyse potential misunderstandings and develop effective strategies. Breakfast preferences, dietary restrictions, and service expectations become not just individual requests, but windows into unique cultural perspectives (Chen, 2020).
· Mastering the Art of Intercultural Communication: Beyond rote greetings in various languages, we focus on the art of active listening. Staff have the ability to decipher verbal and non-verbal cues, patiently waiting for guests to fully express their needs. Role-playing scenarios provide opportunities to practice these skills in real-world situations, from navigating language barriers to addressing delicate cultural sensitivities (Litvin, 2019).
· Cultivating Cultural Humility: We acknowledge the limitations of our own cultural knowledge and embrace the opportunity to learn from guests and colleagues from diverse backgrounds. Through open discussions, we challenge personal biases and stereotypes, cultivating empathy and respect for different cultural perspectives. This self-awareness fosters genuine connections with guests, transcending language and cultural barriers (Morgan & Pritchard, 2022).
This training program targets all staff directly interacting with guests, including front desk, F&B, housekeeping, and concierge personnel, including managers and supervisors. The training can be conducted in-house using dedicated training rooms or conference spaces, with online modules supplementing in-person sessions for Hilton Puckrup staff.
Investing in staff training is an ongoing commitment. We recommend initial training upon onboarding new staff, followed by regular refresher sessions at least quarterly. 
The success of our training program goes beyond mere participation. We employ pre- and post-training surveys to gauge knowledge and attitude changes in staff members. Observation of staff interactions with guests provides valuable insights into the implementation of learned skills. Finally, guest feedback forms collect data on perceived cultural sensitivity and overall satisfaction, allowing us to continuously refine and improve our program.
In today's interconnected world, cultural competency is not a luxury, but a necessity. By equipping our staff with the knowledge, skills, and values outlined in this training program, we can create a welcoming and inclusive environment for all guests, ensuring that our little corner of the world truly feels like home, regardless of their cultural background. 



References:
· Chen, Y. (2020). Cultural competence in hospitality and tourism: A review of the literature. International Journal of Hospitality Management, 88, 102856.
· Litvin, S. W. (2019). The importance of cultural competency in the hospitality industry. Journal of Tourism and Hospitality Management, 8(2), 143-148.
· Morgan, M., & Pritchard, A. (2022). The impact of cultural competency on guest satisfaction in the hospitality industry: A meta-analysis. _

















	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
A Student's Journey in Hospitality and Awareness


As an aspiring International Hotel Management student, embarking on a journey towards cultural awareness feels both daunting and exhilarating. Stepping into a classroom filled with diverse perspectives initially left me grappling with my own limited understanding of the nuanced tapestry of cultures interacting within the hospitality industry. While I recognized the importance of respecting customs and avoiding offensive behaviour, my knowledge remained superficial, focused on broad stereotypes rather than individual experiences.
However, through the enriching lens of Gibbs' Reflective Cycle (1988), I've begun to peel back the layers of my own assumptions and biases. This model, with its emphasis on experience, reflection, evaluation, and planning (Gibbs, 1988), provided a framework for me to actively engage with the complexities of cultural awareness.
Initially, my participation in class discussions revealed the vastness of my blind spots. My classmates, hailing from various backgrounds, shared personal experiences highlighting subtle cultural nuances I had never considered. For instance, a discussion on dietary restrictions exposed my limited understanding of religious practices and their impact on food choices. This revelation triggered a self-reflection moment, prompting me to question my own ethnocentric biases and delve deeper into the diverse culinary preferences shaped by cultural values (Morgan & Pritchard, 2020).
To further solidify my understanding, I sought out a "planning" stage of active experimentation. Participating in a cross-cultural internship program allowed me to interact directly with guests from various backgrounds. This "concrete experience" (Gibbs, 1988) was invaluable, as I witnessed firsthand the impact of cultural awareness on guest satisfaction. For instance, adapting my communication style to accommodate different communication preferences – such as directness or indirectness – fostered positive rapport and exceeded expectations (Verhoef & Leung, 2018).
The Gibbs Reflective Cycle proved instrumental in deepening my self-reflection. By critically analyzing my experiences, I identified areas for improvement. For instance, I realized my initial communication style, shaped by my own cultural background, could be perceived as insensitive or dismissive in certain situations. Through role-playing and feedback, I learned to adapt my communication to be more inclusive and respectful, actively listening to understand guest needs and perspectives (Liu & Chen, 2020).
This realization fuels my commitment to ongoing self-improvement. I plan to continue seeking diverse perspectives, immersing myself in cultural events, and engaging in respectful dialogue. Embracing cultural awareness is not just an academic pursuit; it's a lifelong journey that will equip me to navigate the dynamic and culturally rich landscape of the hospitality industry. This journey is important not only for my professional success but also for fostering a sense of genuine connection and understanding within the communities I serve.
By embracing the reflective cycle, I've transformed from a student with limited awareness to an individual committed to continuous learning and cultural sensitivity. This journey isn't over; it's just the beginning of an exciting path towards becoming a truly global citizen and a hospitable ambassador to the diverse world we live in.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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                     Spotlight on Italian    • Spoken in: Italy, Switzerland, San Marino, Vatican City, and parts of Croatia, Slovenia, and Malta ( Ethnologue , 2023). • Difficulty: Moderately challenging for English speakers due to complex grammar and pronunciation, but beginner - friendly resources abound (Foreign Service Institute, 2023). • Business Politeness: Formal greetings like "Buongiorno" and "Signore/Signora" are essential. Avoid interrupting, use please and thank you frequently, and maintain respectful personal space ( Italki , 2023).           
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           Example of Hotel Scenarios in Action   • A lost Italian guest approaches the reception desk, struggling to communicate. A staff member uses basic Italian phrases to understand their needs and guide them to their destination, leaving a positive impression (adapted from Eurydice, 2023). • An Italian couple enjoys a candlelit dinner. The f&b staff discreetly inquires about their meal in Italian, personalizing their experience and enhancing their satisfaction (adapted from Hilton & Robinson, 2015).   


image10.png
@

Hilton

Embracing
Italian rore| Rl ol froeg B
Learning

* Online courses:Duolingo or Memrise
» Mobile apps: Babbel or Rosetta Stone
 Local Connections

» Hotel-organized workshops




image11.svg
              Embracing Italian Learning      • Online courses:Duolingo or Memrise • Mobile apps: Babbel or Rosetta Stone • Local Connections • Hotel - organized workshops  (https://www.bbc.co.uk/news/business - 42136370)   


image12.png
@

HlltOIl Timekeeping: Punctuality is more flexible in
Italian culture. Be patient with arrival times

and schedule appointments with some
leeway (The Culture Trip, 2019).

C U Itu ral Gestures: Italians use expressive hand

gestures in communication. Learn basic

N u a n CeS to gestures like "fare bene" for "good" or

"prego" for "you're welcome" to avoid

Rem em ber misunderstandings (Italki, 2023).

Personal Space: Italians tend to stand
closer during conversations. Adjust your
personal space accordingly to avoid

appearing aggressive or distant (The
Language Rose, 2019).





image13.svg
         Cultural Nuances to Remember    Gestures: Italians use expressive hand gestures in communication. Learn basic gestures like "fare bene" for "good" or "prego" for "you're welcome" to avoid misunderstandings (Italki, 2023).  Timekeeping: Punctuality is more flexible in Italian culture. Be patient with arrival times and schedule appointments with some leeway (The Culture Trip, 2019).  Personal Space: Italians tend to stand closer during conversations. Adjust your personal space accordingly to avoid appearing aggressive or distant (The Language Rose, 2019).   


image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





image2.png
@

Hilton

The benefits of
multilingualism and the

@ importance of language
2 awareness skills
Hilto

PUCKRUP HALL, TEWKESBURY

Student: Ciprian Anghel (2223637)

Tutor: Heidi Prosser

Module: Foreign Languages & Cultural
Awareness (BMIH5003)





image3.svg
                The benefits of multilingualism and the importance of language awareness skills Student: Ciprian Anghel (2223637) Tutor: Heidi Prosser Module: Foreign Languages & Cultural Awareness (BMIH5003)        


