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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Reflecting on the events that occurred during my placement at the Hotel Rossington Hall, one specific event come into my mind. I witnessed a cultural miscommunication between a Food & Beverage staff member and a German guest in the hotel restaurant during dinner service at Rossington Hall, Doncaster. The miscommunication resulted from disparate expectations around dining manners and language problems. The situation occurred when the German visitor, who was used to the formal dining manners used in Germany, demanded a thorough explanation of the menu items and contents because of dietary restrictions. While fluent in English, the F&B staff member's grasp of German was restricted, and she was not aware of the guest's demands for thorough communication. The visitor felt ignored and dissatisfied with the service as a result, taking the staff member's succinct explanations for rudeness. As I think back on this experience, I see that language incompetence and a lack of awareness of various cultural norms and expectations can lead to cultural misunderstandings such as these. In foreign hospitality situations, it is critical to acknowledge and adjust to cultural variations, as noted by Hampden-Turner and Trompenaars (2020). Furthermore, Hofstede, Hofstede and Minkov, (2010) explain on the ways in which national cultures affect behaviour, such as expectations for service and communication methods. As a result, I come to the conclusion that I need to improve my language abilities in order to avoid similar miscommunications in the future, especially when it comes to languages like German that our guests frequently speak. This would show respect for their culture in addition to facilitating improved communication. Additionally, as Deresky (2017) argue, receiving training in cultural sensitivity and awareness can provide me the skills I need to identify and react correctly to various cultural norms and expectations. Additionally, behavioural adjustments are required, such as engaging in patient and attentive listening while interacting with visitors from other backgrounds. This means being acutely aware of their preferences and wants as well as making sure that communication is polite and straightforward (Maheshkar and Sharma, 2018). By putting these abilities and behavioural adjustments into practice, I  may greatly improve the visitor experience and create a warm, inclusive atmosphere. To sum up, this event has brought attention to the vital importance of cultural sensitivity and clear communication in the hospitality sector. I can help to reduce cultural misunderstandings and improve the overall visitor experience by developing my language abilities and cultural awareness as well as by taking a more considerate and patient approach to guest interactions.

References:
Deresky, H. (2017) International Management: Managing Across Borders and Cultures: Text and Cases. 9th Ed. Harlow: Pearson Education Ltd
Hampden-Turner, C. and Trompenaars, F. (2020) Riding the Waves of Culture. 4th Ed. London: John Murray Press.
Hofstede, G., Hofstede, G.J. and Minkov, M. (2010) Cultures and organizations: software of the mind. 3rd Ed. New York: McGraw-Hill.
Maheshkar, C. and Sharma, V. (2018) Handbook of Research on Cross-Cultural Business Education. Hershey: IGI Global.




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

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
During dinner service, a German guest and a F&B employee at Rossington Hall in Doncaster got into a cultural misunderstanding about language problems and dietary preferences. The guest's displeasure stemmed from the employee's incapacity to effectively communicate in their language and ignorance of cultural culinary preferences. This error revealed the pressing requirement for improved cultural sensitivity and proficient communication among our staff, illustrating the need for a comprehensive training initiative designed to cultivate a more profound comprehension and admiration of the varied origins and anticipations of our visitors.
Training plan (Why/What//Who/Where/When):
Rossington Hall, Doncaster, has committed to putting in place a staff training programme aimed at averting future occurrences of this kind of cultural misinterpretation. This initiative's main goal is to raise cultural awareness and enhance communication skills among all staff members so they can interact politely and effectively with visitors from different cultural backgrounds. It also aims to strengthen our ability to serve German-speaking visitors and those with particular cultural expectations. Interactive seminars, German language skill development sessions, and cultural sensitivity modules designed especially for our F&B workers, front desk staff, and housekeeping teams will all be included in the training. These trainings are designed to provide our employees the skills and information they need to successfully negotiate cultural differences, guaranteeing that every encounter with guests is treated with the highest dignity and compassion (Hampden Turner and Trompenaars, 2020). The training programme, which is scheduled to occur on the grounds of Rossington Hall in Doncaster, is intended to last for three months in order to accommodate the various schedules that our staff have and the demands of the hotel. With this strategy, training sessions may be scheduled at different times of the day, giving every staff member the chance to attend regardless of their work schedules and without interfering with the hotel's regular operations as suggested by Deresky, (2017). It will be hired competent German language teachers and specialists in cultural diversity and communication to lead the workshops and sessions in order to facilitate this training. With the help of this comprehensive training programme, our team will be better equipped to anticipate and accommodate the wants and preferences of our visitors while also enhancing their language skills and awareness of cultural quirks. By means of this focused training initiative, we expect notable enhancements in our employees' communication skills with German visitors and other foreigners, which will boost guest contentment and create a more hospitable and inclusive atmosphere at Rossington Hall, Doncaster. We are reaffirming our dedication to providing exceptional hospitality by investing in the linguistic and cultural competence of our staff. This will guarantee that every visitor, regardless of cultural background, receives individualised and courteous treatment while staying with us as indicated by Christiansen , Branch and Karmowska, (2020).

References:
Christiansen, B., Branch, J.D. and Karmowska, J. (2020) Cultural Factors and Performance in 21st Century Businesses. Hershey : IGI Global
Deresky, H. (2017) International Management: Managing Across Borders and Cultures: Text and Cases. 9th Ed. Harlow: Pearson Education Ltd.
Hampden-Turner, C. and Trompenaars, F. (2020) Riding the Waves of Culture. 4th Ed. London: John Murray Press.









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

Weighting: 25%

	Frequently praised for its simplicity, Driscoll's What Model organises reflective thought using three essential questions that direct the reflective process. This paradigm is based on the idea of experiential learning, which holds that information and insights can only be gained via reflection on one's experiences (Gladd, 2020). 
Using Driscoll's reflective approach to reflect on my journey of understanding cultural awareness in the hospitality business, I have grown significantly both personally and professionally. This rigorous methodology, with its insightful questions—What? What now? The question "Now what?" enables a thorough exploration of how my views have changed over time and highlights how crucial cultural sensitivity is in this industry.
What? My ignorance of cultural sensitivity characterised my first attempts in the hospitality sector. To me, it was about understanding other cultures and making sure you don't make any big social faux pas. But a turning point in my placement at Rossington Hall, Doncaster, altered this perception. My shortcomings in cultural competency were brought to light by an event with a German guest, when a lack of cultural sensitivity resulted in discomfort. This interaction served as a sobering reminder of the intricate relationships and subtle knowledge needed to truly address the many cultural needs of guests in the hospitality industry.
So what? My perspective of cultural awareness underwent a significant change as a result of this encounter. I discovered that it goes beyond a rudimentary understanding of cultural variances and includes a profound regard for and flexibility with the various expectations and preferences of visitors. It became evident that providing exceptional service in the hotel sector involves more than just fulfilling customers' needs—it also entails understanding and appreciating their cultural background. This understanding was supported academically by theories such as Hofstede's cultural dimensions, which show how cultural differences affect visitor behaviour and expectations (Hofstede, Hofstede, and Minkov, 2010). This synthesis of real-world knowledge and theoretical understanding highlighted how important cultural sensitivity is to raising customer satisfaction and cultivating a good reputation in the hotel industry.
Now what? After giving these realisations some thought, I have decided to pursue a career in lifelong learning and cultural competency development. I want to take advantage of organised training programmes on cultural sensitivity, immerse myself in opportunities to learn about various cultures, and get helpful criticism on how I interact with visitors from various backgrounds. My goal is to ensure that every guest feels understood, appreciated, and respected by seamlessly incorporating cultural sensitivity into every facet of hospitality service as specified by Abramson and Moran, (2018). This dedication not only fits with the spirit of hospitality but also establishes a benchmark for superior guest care.
With the help of Driscoll's approach, this introspective journey has been transformational. My perspective on cultural knowledge has changed from one of a cursory understanding to one of seeing it as a fundamental component of first-rate hospitality service. It has been really helpful to realise that developing cultural awareness is a continuous process that involves studying, comprehending, and putting knowledge into practice. It draws attention to how dynamic the hospitality sector is and how constant modification is necessary to satisfy the changing demands of a wide range of customers.
References:
Abramson, N.R. and Moran, R. (2018) Managing Cultural Differences: Global Leadership for the 21st Century. 10th Ed. Abingdon: Routledge.

Gladd, J. (2020). John Driscoll’s ‘What?’ Cycle of Reflection. [online] idaho.pressbooks.pub. Available at: https://idaho.pressbooks.pub/write/chapter/john-driscolls-what-cycle-of-reflection/.
‌Hofstede, G., Hofstede, G.J. and Minkov, M. (2010) Cultures and organizations: software of the mind. 3rd Ed. New York: McGraw-Hill.






	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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· Luka, I., 2015. Enhancing employability skills for tourism and hospitality industry employees in Europe. Journal of Turiba University Acta Prosperitatis, 6, pp.75-94.
· Maheshkar, C. and Sharma, V. (2018) Handbook of Research on Cross-Cultural Business Education. Hershey: IGI Global. 
· Pechlaner, H., Nordhorn, C. and Poppe, X., 2016. Being a guest–perspectives of an extended hospitality approach. International journal of culture, tourism and hospitality research, 10(4), pp.424-439.




2 | Page

image4.png
¥ Uw['?( "\ 61» L\WA“”

W‘\ﬁ NeEun-

?D‘MRR,\L

SM

v torch ox ac.uk(n.d). Discussion Group: Mulilingualism

Rewards of -
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Improved communication with guests of various

linguistic backgrounds (Abramson and Moran, 2018)

Increased cultural sensitivity to guests' cultural

peculiarities (Deresky, 2017).

Navigating linguistic obstacles requires superior
problem-solving skills (Christiansen, Branch and

Karmowska, 2020).

Improved  employability and expanded career

opportunities in the global hospitality business.
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Language awareness skills

Reduces the likelihood of misunderstandings caused by
cultural differences (Hofstede, Hofstede and Minkov, 2010).

Recognises and appreciates the various connotations of
gestures and sentences.

Creates a more inclusive and welcoming environment for all
guests (Hampden-Turner and Trompenaars, 2020).

Improves guest satisfaction with personalised and
empathetic service (Christiansen, Branch and Karmowska,
2020)..
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German
awareness

German is the primary language in Germany, Austria, Liechtenstein,
Switzeriand, Belgium, and Luxembourg.

Leaming German can be difficult due to grammatical requirements such as
gendered nouns and the case system, yet it has numerous cognates with

English (Pechlaner, Nordhotn and Poppe, 2016).

In German corporate culture, politeness requires using titles and last names
unless asked to use first names.

Punctuality and straightforward communication are highly prized in German-
speaking corporate environments, especially the hotel industry.

Hotel workers should address visitors formally with titles (Herr/Frau) and
sumames.

German-speaking guests have high expectations of cleanliness, efficiency,
and punctuality (Luka, 2015)

Feedback and complaints should be handled directly and immediately.

Dining efiquette in hotel restaurants includes waiing to be seated and not
eating until everyone has been served. Tipping between 5 and 10% of the
amount s usual for good service (Pechlaner, Nordhor. and Poppe, 2016).
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Introduction

Cultural awareness refers to a thorough
understanding of cultural contexts and nuances
(Christiansen, Branch and Karmowska, 2020).

Multilingualism refers to the ability to speak
multiple languages fluently.

Encourages collaboration and communication
across cultural borders (Makeshar and Sharma,
2018).

Makes the world more humane and unified
(Christiansen, Branch, & Karmowska, 2020).
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