8










Portfolio
Foreign Languages & Cultural Awareness

Student ID: 2022840






Table of Contents
Portfolio Components	3
Component 1: Professional Reflection	3
Component 2: Training Plan	4
Component 3: Student Self-Reflection	5
Description	5
Feelings	6
Evaluation	6
Analysis	6
Conclusion	6
Component 4: Training Presentation	7
References	7




[bookmark: _Toc166528515]Portfolio Components
[bookmark: _Toc166528516]Component 1: Professional Reflection
In the Food and Beverage (F&B) department of the Premier Inn Nottingham Arena, where I was doing my placement, I saw a cultural misunderstanding between a waiter and a guest during the breakfast service in the hotel restaurant. The visitor, a Japanese businessman, kindly asked for miso soup for breakfast. The waiter, who was not familiar with Japanese breakfast customs, thought that the guest was baffled about the menu, and therefore, he kept on suggesting Western breakfast options like pancakes or omelettes (Wang, 2024). The guest, still being polite, urged the waiter to serve him miso soup, but the waiter kept on offering other things that he wanted to pitch. 
This case underlines the fact that cultural misunderstandings can happen because of the divergences in customs and expectations. In this case, the waiter's absence of knowledge about Japanese breakfast traditions resulted in a communication breakdown. Such misunderstandings are quite common in the F&B industry because the staff must talk to guests from different cultural backgrounds. Miscommunication can be caused by language barriers, different dining etiquette, and varying dietary preferences, and these are the factors that can influence the guest experience. 
On the other hand, the matter of culture and its significance in the F&B industry is now clear. To avoid the same situation in the future, it is important to acquire the skills that will enable one to communicate effectively and modify the behavior that is responsible for misunderstandings (Suebwongsuwan and Nomnian, 2020). First, training and education are the keys to the improvement of cultural competence. F&B staff must be made aware of the customs, traditions, and dietary habits of various cultures. This will be the time when the waiter will have the necessary knowledge to understand the request of the guest for miso soup and then he will be able to fulfil it without any confusion. 
Besides, improving language skills is a significant factor. Although English is the main language of communication in many international hotels, knowing common phrases in other languages will help create a connection with people who do not understand English. In this case, a basic Japanese skill would have aided the waiter in understanding the guest's order better. 
The third key ability that I believe is necessary to be successful in school is the ability to listen carefully to what others are saying (Retny Asriyani and Agus, 2023). The F&B staff should be on the listen of the guests' orders with no making of the assumptions. In the given situation, the waiter’s insistence on providing the Western breakfast options was based on a wrong assumption rather than heeding the guest's true preference. Through the act of active listening, employees can better know what the guests need and thus create a place that is more inclusive and friendly. 
Behavioural changes are just as important as behavioural approaches. By demonstrating patience and openness, the misunderstandings that are inevitably going to occur when interacting with guests from different cultures can be avoided (Prima, 2022). The waiter could have demonstrated more patience by noting the guest's request and asking for help from a colleague or a supervisor if he was not sure how to deal with it. The age-old wisdom of honouring cultural differences and using the guests as a teacher is the way to improve the service experience. 
[bookmark: _Toc166528517]Component 2: Training Plan
Aim of the Training:
The main aim of this training program is to augment cultural awareness, enhance communication skills, and to bring forth inclusiveness in the Food and Beverage department. Thus, this will enable the staff to completely interact with guests from different cultures, thereby, making the guests feel respected, understood, and valued during their stay.
Objectives:
To train the staff on the various dining customary cultural practices which can lead to misunderstandings to be prevented.
To boost language proficiency and to strengthen the skills of active listening that will further enhance service quality.
To create a situation that will allow for a culture that is friendly to everyone who comes from a different culture.
 Module 1: The importance of Cultural Awareness and Sensitivity is now recognized in Schools because of the recognition that Cultural Awareness and Sensitivity contribute to the competence of students in communicating effectively and respectfully with people from different cultures.
 Objective: Bring an understanding of different cultural dining customs to the staff and show them how to deal with them respectably.
Course Content:
· Being familiar with the Japanese breakfast tradition, Halal and Kosher dietary laws, and the major cultural dining customs is a must.
· Case studies demonstrating the cultural misunderstandings that have happened in the F&B sector in the past and the solutions that have been applied to them.
· Being able to participate in the various roleplays that depict dining in different cultures will definitely be the most interactive way of learning.
Training Methods:
· Two-hour workshop led by a cultural competence expert is the one that I got.
· Quizzes and group talks to confirm what has been taught to the students.
 Module 2: The improvement of language skills and the essentialness of communication in life should be the focus of this school to become a leader in this field.
Objective: Improve basic language skills and active listening capabilities to for sure be able to communicate with international guests perfectly.
Course Content:
· Majorly used terms in many languages, which are usually spoken by the guests (Japanese, Mandarin, Spanish).
· The ways of active listening, like rephrasing and asking for clarification, are the techniques for active listening.
· Drills of role playing to improve communication skills with the guests taking part.
Training Methods:
A two-hour language workshop with interactive practice sessions is a wonderful way to improve your language skills.
The evaluation is carried out by the language proficiency tests and by the students' peers on the role-playing activities.
Module 3: The implementation of inclusive practices and behavioral changes is the recommended idea of the government for the enhancement of the school students' success rate.
Objective: The goals of an intervention are to foster behavioral changes in people who are respectful of cultural differences and those who are supportive of diversity.
Course Content:
The essence of patience, empathy, and openness in dealing with guests has been stressed.
Familiarizing with the methods of coping with cultural misunderstandings with the aid of colleagues and supervisors.
Strategies that can be used to make a place that can be visited by everybody, no matter what culture they are from.
Training Methods:
1. A 5-hour seminar with group discussions and role-playing is not a waste of time like many professors think.
2. Surveys of instructors and writer reviews of training sessions.
This well-organized training plan is aimed at being both fun and educational, and it will be creative and useful for developing practical skills and opinions that will be useful in the day-to-day encounters at the hotel. (Nirmeen Elmohandes and Mostafa Marghany, 2023) (Manoharan, Gross and Sardeshmukh, 2021). 
(Limna and Kraiwanit, 2023). 
[bookmark: _Toc166528518]Component 3: Student Self-Reflection
For this self-reflection, I will use Gibbs' Reflective Cycle, which includes six stages: The first step in writing a report is to put the subject matter into a proper description, be aware of your feelings, evaluate your work, analyse your findings, conclude, and finally, to prepare an action plan (Jhaiyanuntana and Nomnian, 2020). This model will be the means to reflect on my understanding of cultural awareness in the F&B industry, how it has changed, and the lessons that I have learned from my experiences. 
[bookmark: _Toc166528519]Description
When I was at the  Premier Inn Nottingham Arena for my Level 4 placement, I experienced some situations when cultural awareness was vital for guest satisfaction. One particular incident stands out: an error of communication between a Japanese visitor and a food and beverage staff member on the breakfast plans. The guest ordered a traditional Japanese breakfast, to which the staff member did not comprehend, resulting in frustration for both parties. 
[bookmark: _Toc166528520]Feelings
At first, I was baffled and somewhat overloaded by the difficulty of cultural adaptivity. My other feeling was the duty to make sure all guests who wanted to be there were honoured and appreciated. This episode made me understand the significance of cultural awareness when it comes to the F&B industry and the result of good service. I was confronted by both the feeling of sympathy for the guest and the feeling of my inability to deal with the situation (Huttayavilaiphan, 2021). 
[bookmark: _Toc166528521]Evaluation
On the one hand, on the other hand, I think that I have learned something good and bad from this experience. Of course, on the contrary, it made it clear the hotel was willing to adapt to the different guest needs. In addition, it showed the weaknesses of our training and the readiness to deal with similar situations in the future. The misunderstanding could have been averted with the development of better cultural knowledge and communication abilities of the staff. 
[bookmark: _Toc166528522]Analysis
The experience in this sense made me realise cultural awareness a lot. I understood that cultural awareness does not mean just knowing various customs but also the ability to communicate well and respectfully with guests from different backgrounds (Çelik, 2023). F&B staff must be familiar with the common cultural practices and preferences of people and also can ask clarifying questions and respond appropriately. 
For instance, I discovered that Japanese people usually like a breakfast made of rice, miso soup, and fish, which is different from the usual Western breakfast. Knowing these tastes can be very useful in improving service quality and, hence, in preventing conflicts. 
[bookmark: _Toc166528523]Conclusion
Through this, I came up with the fact that cultural awareness is a must in the Food & beverage industry. It enhances the guests' satisfaction, encourages a friendly atmosphere, and can be a major factor in the reputation of the hotel. In order to avoid further confusion, it is necessary to conduct regular cultural awareness training for all personnel at every level. This training should comprise practical examples and role-playing exercises to boost the understanding and empathy of the learners. 
[bookmark: _Toc166528524]Component 4: Training Presentation
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Introduction

The hospitality industry relies on multilingualism and language
awareness as the two sides of the same coin to improve guest
experiences(A, 2021).

This presentation will centre on the relevance of these skills, using
French as a modern European language as an example.
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Benefits of Multilingualism

Increased Guest Satisfaction:
When guests experience a sense of
understanding and appreciation,
their satisfaction is raised, which,
in turn, results in them returning
to the same place(AKMESE,
SORMAZ and OZATA, 2020).

Enhanced Communication: Indeed,
multilingualism brings about
considerable progress in
communication by eliminating
language barriers and
comprehension of the guests'
needs.
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Importance of Language Awareness

Cultural Sensitivity: Language awareness is not only about the ability to

w speak another language; it is also about being aware of how to communicate
with another culture.

Professionalism: The hotel's image and the respect that it gets become

YT better because of the cultural sensitivity and professionalism(Ardani and
Basalamah, 2021).
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French Language Overview

* Where French is Spoken: French is a widely
spoken language in different parts of the globe,
such as France, Belgium, Switzerland, Canada,
and several African nations.

 Difficulty Level: For English speakers, French is
not too hard; it is a bit of a challenge, but some
words and grammar are the same(Balco and Uy,
2023).
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Examples from F&B Context

Scenario 1: Taking Orders: In case a French guest wants to order, they might Scenario 2: Addressing Dietary Restrictions: Finally, working on dietary
say, "Je voudrais un café au lait, s'il vous plait," which means "l want to restrictions is also the case. If a guest writes, "Je suis allergique aux noix" ("l
have a coffee with milk, please. "The workers should answer with, "Yes, Sir. am allergic to nuts"), the response should be, "Thanks for letting me know.
A coffee with milk is on its way, " | can reply to it, "Yes, Sir. "We are going to cook a dish without any nuts for you," which means,

"Thank you for letting me know. We will cook a snack for you that doesn't
contain any nuts.
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Implementing
Language
Awareness
Training

Training Sessions: The language awareness
training is a curriculum for phrases and cultural
norms, and it also includes role-playing exercises
for common F&B scenarios(Nikadimovs and
Ivanchenko, 2020).

Resource Materials: The fact that resource
materials like language guides and cheat sheets
are needed to provide a quick reference for quick
learning while accessing language learning apps
and tools is also important.
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       Conclusion In a nutshell, learning  more languages and  being aware of  language issues are the  keys to delivering  excellent guest service.  Through the main  training,  communication,  satisfaction and  efficiency are improved.  Thus, the  Premier Inn  Nottingham Arena  will  continue to learn and  be sensitive to the  cultures of the people it  serves, and in this way,  it will create a culture of  respect and  inclusiveness.  Foster the staff to be  open to language  learning and to make a  more inviting place for  the guests who are not  from this country. 
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