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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	While witnessing a cultural misunderstanding in the hotel restaurant, I reflected on the communication challenges in the hospitality industry. This incident was a reminder that language barriers can lead to conflicts in seemingly seamless environments. A fellow food and beverage employee and a non-English-speaking hotel guest faced challenges in expressing dietary preferences, causing errors in the meal order. Despite good intentions, accurately interpreting the guest's requests proved difficult. This scenario highlighted that cultural misunderstandings often stem from language barriers, especially in diverse, international settings like hotels (Tenzer et al., 2021). The employee may have lacked familiarity with the guest's native language or cultural nuances, leading to confusion and frustration on both ends. To prevent such cultural misunderstandings in the future, I recognised the importance of developing and refining specific skills. Primarily, language proficiency is crucial. While becoming fluent in every language may be impractical, having a basic understanding of common phrases and expressions in languages prevalent among guests can significantly improve communication. Furthermore, cultural sensitivity is vital in navigating the diverse landscape of a hotel restaurant. Acknowledging and respecting cultural differences, including dietary customs and communication styles, can avert unintentional offense. This entails not only being aware of cultural norms but also adopting an open-minded and adaptable approach. Active listening emerged as another essential skill in my reflection. In the bustling environment of a restaurant, it is easy to misinterpret or overlook a guest's needs. By listening to what the guest is trying to communicate, I can better comprehend their desires and provide  more transformed and satisfactory experience. fostering a collaborative and supportive team culture is essential. Encouraging open communication among colleagues, regardless of their cultural backgrounds, establishes an environment where insights and experiences can be shared. This mutual learning promotes a more inclusive atmosphere and equips the team with a broader understanding of cultural nuances (Adham, 2023). To implement these changes, I dedicated myself to continuing learning and improvement. I took language courses and cultural sensitivity training to enhance my communication skills. Engaging with colleagues from diverse backgrounds, learning from their experiences, enabled me to integrate these skills into daily interactions, fostering a more culturally aware and inclusive environment in the hotel restaurant. Continuously reflecting on the cultural incident at the hotel restaurant, I understood that fostering a genuine connection with guests requires ongoing commitment to empathy. Beyond language proficiency and cultural sensitivity, empathising with the guest's perspective became a paramount consideration. This involves putting myself in their shoes, recognising the potential challenges they might face in a foreign environment, and adapting my approach accordingly. Additionally, proactive measures were necessary to address potential language barriers. Implementing multilingual signage, menus, and basic communication aids can bridge gaps and provide guests with accessible information. (Hopkyns & van den Hoven, 2021). Staff training programs were introduced to enhance the team's awareness of diverse cultural norms and communication strategies, ensuring a more inclusive and informed service. Recognising the significance of cross-cultural communication, I initiated regular team meetings where experiences and insights were shared openly. This collaborative approach enabled us to learn from one another and adapt our service to meet the diverse needs of our international clients.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
A cultural misunderstanding was recognised when the misinterpretation of non-verbal signals during greetings resulted in an uncomfortable encounter between the two groups.
Training plan 
To optimise our team's ability to navigate diverse cultural interactions effectively, we are launching an extensive Cross-Cultural Communication Training Program. The primary goal is to empower all employees with the essential skills to manage language barriers, cultural disparities, and potential misunderstandings, ensuring a smooth and inclusive experience for our international guests.
Training Objectives:
Language Proficiency:
Deliver foundational language training in frequently spoken languages among our guests. Concentrate  on key phrases and expressions pertinent to hospitality and dietary preferences. Provide resources for ongoing self-learning, such as language apps and online courses. (Malini et al., 2022) 
Cultural Sensitivity
Educate staff on various cultural norms, traditions, and communication styles. Emphasise the significance of respecting dietary choices and other cultural intricacies. Encourage an open-minded and adaptable attitude toward guests from diverse backgrounds. (Yurur et al., 2018)
Active Listening:
Highlight the importance of active listening in grasping guest needs effectively. Employ role-playing exercises to simulate real-life scenarios and hone effective communication. Offer constructive feedback and coaching to enhance listening skills and responsiveness. (Rost & Wilson, 2013)
Team Collaboration:
Cultivate a collaborative and supportive team culture through team-building activities.
Encourage open communication among colleagues, regardless of their cultural backgrounds.
Establish a platform for sharing insights and experiences to promote mutual learning.
Empathy Building:
Integrate empathy training to instil an understanding of guests' perspectives among staff.
Implement exercises aiding employees in viewing situations from the perspective of international guests.
Stress the importance of adapting communication styles based on guests' potential challenges in an unfamiliar environment.
Proactive Measures:
Introduce strategies for addressing potential language barriers, such as multilingual signage and menus. Provide training on the use of basic communication aids to facilitate smoother interactions. Encourage staff to take proactive steps in anticipating and resolving cultural differences.
Implementation Plan:
Training Sessions:
Host regular training sessions, blending theoretical and practical components.
Utilise case studies and real-life examples to illustrate the significance of cross-cultural communication. Schedule sessions at convenient times to maximize participation.
Language Courses:
Facilitate access to language courses through partnerships with reputable online platforms.
Encourage employees to allocate specific time for language learning during work hours.
Acknowledge and reward employees demonstrating improvement in language proficiency.
Cultural Awareness Workshops:
Organise workshops led by cultural experts to deepen employees' understanding of diverse cultures. Provide resources like reading materials and documentaries to supplement the workshops. Integrate cultural discussions into regular team meetings to foster a culture of continuous learning.
Feedback and Evaluation:
Implement regular feedback mechanisms to assess the effectiveness of the training program. Conduct surveys and focus groups to gather insights from employees regarding their experiences. Adjust training content based on feedback to ensure continuous enhancement.
Recognition and Rewards:
Establish a recognition program to applaud employees excelling in cross-cultural communication. Highlight success stories where improved communication led to heightened guest satisfaction. Cultivate a positive and inclusive work environment through recognition and celebration. Through our Cross-Cultural Communication Training Program, we aim to create a more inclusive atmosphere in our hotel restaurant. This reflects our commitment to delivering exceptional service to diverse guests and fostering a supportive team culture. By continually enhancing our learning efforts, we ensure our team is well-prepared to manage similar situations, enhancing overall guest experience and satisfaction.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Gibbs Reflective Cycle: Self-Reflection on Cultural Awareness in the Hospitality Industry
Description
In the initial phases of exploring cultural awareness within the hospitality industry, I acknowledged its significance for both guests and staff. Initially, my focus was on avoiding cultural misunderstandings and promoting inclusivity. As time progressed, I witnessed a transformative shift in my perspective, realizing that cultural awareness is not solely about avoidance but serves as a strategic catalyst for success in the industry. (Dias et al., 2022)
Feelings
Initially, I felt a profound sense of awareness and responsibility in acknowledging the richness of diverse cultural backgrounds. As my understanding deepened, I cultivated a heightened appreciation for the substantial advantages of strategically embracing cultural diversity. This elicited a harmonious blend of excitement and a profound sense of purpose, driving my commitment to actively leverage cultural differences for positive outcomes and meaningful impacts within the hospitality industry.
Evaluation
Upon reflection, I discerned the transition from a basic understanding to a more profound grasp of cultural awareness. The pivotal awareness involved moving from a mindset focused on avoidance to one rooted in strategic thinking. I assessed the significance of cultural awareness not only as a tool for mitigating risks but as a pivotal element contributing to the overall success and reputation of a hospitality business. (Hossain et al., 2020)
Analysis
Digging deeper into my initial understanding, I discerned a simplistic perspective centred on politeness and inclusivity. The profound insight emerged as I recognised cultural awareness's dynamic nature, demanding constant adaptation. A comprehensive analysis unfolded, revealing that strategically leveraging cultural differences extends beyond avoiding pitfalls. It actively enhances guest experiences, fosters positive relationships, and assumes a central role in steering the overall success trajectory of a hospitality establishment. This nuanced appreciation highlights the transformative impact of integrating cultural considerations at the core of operational strategies.
Examples
In a specific instance, I observed a hotel making a positive impact by providing customized services based on the cultural background of its guests. This encompassed tailored amenities, room configurations, and entertainment options, significantly augmenting guest satisfaction (Bharwani & Mathews, 2021). Another illustration involved a restaurant actively incorporating cultural festivals into its marketing and service approach, attracting a diverse clientele, and demonstrating a genuine commitment to cultural inclusivity (Finkel & Platt, 2020).  Additionally, I noted instances where successful hospitality establishments invested in comprehensive cultural awareness training for their staff, surpassing mere surface-level cultural etiquette to foster a more empathetic and informed approach to serving guests from diverse backgrounds.
Conclusion and Action Plan
In conclusion, my evolving comprehension of cultural awareness in the hospitality industry denotes a transformative journey. Beyond superficial gestures, an authentic commitment to cultural inclusivity emerges as a strategic advantage. This realisation extends beyond risk mitigation, actively integrating cultural considerations into various operational aspects, ultimately contributing to individual guest satisfaction and the overall success of a hospitality business. Looking ahead, I plan to actively pursue further learning opportunities in cultural awareness, ensuring a nuanced understanding of diverse cultural preferences. Additionally, I aim to incorporate these insights into operational aspects such as marketing strategies, service delivery, and staff training, drawing inspiration from the provided concrete examples for the practical implementation of cultural awareness strategies. 
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Component 4: Training Presentation (6 Slides)

Weighting: 25%

	Introduction   
The advantages of having multilingual hotel staff include better communication with various guests, deeper cultural appreciation, enhanced customer service, and a stronger reputation for the hotel. Language awareness skills are essential for ensuring smooth interactions and meeting the needs of an international clientele.

	Unlocking Success: The Power of Multilingualism at Hilton Hotel         [image: Hilton Hotel | Strathclyde Business Park] 
· Importance of language skills in hospitality (Asriyani & Anggayana, 2023)
· Emphasis on effective communication for success (Sukhu & Bilgihan, 2023


	Title: Spanish in the Hospitality World
· Spoken in Spain, Latin America, etc. (Márquez Reiter & Martín Rojo, 2011) 
· Connection to Hilton's global clientele with Spanish-speaking guests (Mariani et al., 2020)
· Spanish as an asset for team members
[image: Map of Spanish-Speaking Countries - Spanish for Kids] 
Map highlighting Spanish-speaking regions 



	Title: Mastering Spanish 

· Challenges and Rewards
· (López-Bonilla & López-Bonilla, 2020)
· Discussion on learning Spanish
· Benefits: enhanced communication, positive guest experiences, career growth
· Proficiency in Spanish as an asset within Hilton

	· Title: Navigating Politeness in Spanish Business Etiquette(JAWABREH et al., 2022)
· Overview: Polite and impolite gestures/phrases in business
· Examples: polite phrases in the hotel industry
· Emphasis on creating a welcoming atmosphere for guests

Examples of courteous phrases in Spanish [image: 61 Common Spanish Phrases to Use With Kids: A Printable List - Spanish ...]


	· Title: Empowerment through Learning (Al-Omari et al., 2020)
· Hilton's commitment to language training programs
· Resources available: language courses, cultural sensitivity workshops
· Encouragement for team members to utilise opportunities for growth
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 Buenos dias - Good morning
¢ Cémo amaneciste? - How are you this morning?
“ Tenemos que irnos en....minutos - We have to go in
Ayudame, por favor. - Help me please.
¢ Te ayudo? - Can | help you?
Por favor - Please
“ Gracias - Thank you
De nada - You're welcome.
 Ponte los zapatos. - Put on your shoes.
Cepillate los dientes. - Brush your teeth.
“ Lavate las manos - Wash your hands.
¢Quieres leer? - Do you want to read a story?
¢ Cuantos hay? - How many are there?
iMira! - Look
“ Con cuidado / Ten cuidado - Be careful.
Dame la mano - Give me your hand.
+ Toma mi mano - Take my hand
Dame un abrazo - Give me a hug.
- Siéntate - Sit down.
Muy calladito/a por favor - Be really quiet.

... minutes.
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