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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	   During a busy evening shift at the restaurant, a guest from my section enquired about the options of halal food from our restaurant offerings. As a waiter who was in the full swing a busy evening I assumed the guest was of Muslim background and  my first reaction was to provide a quick answer, and listed him all the dishes who were excluding the pork, bacon or animal fat. I have assured the guest has a generous offerings of halal food, being a seafood restaurant. However my superficial approach, deprived me to understand the depths of the question and my lack of knowledges that involves the complexity of halal requirements made the guest a bit unsure and disappointed by the association of halal term with pork. Being confident on my service It came as a surprise when he said he’s looking for a more validated assurance, like checking with chef in charge about halal food requirements and decided to cancel his booking with us (Gill, 2023).
    As soon as the guest left, I couldn’t stop thinking what made him cancel his booking, and why he was so disappointed about my answer to his enquire regarding and the curiosity about halal food started to grow in my mind. It was clear that my answer had unknowingly communicated a lack of knowledge and respect for the guest’s cultural and religious values. This reflection encouraged me to question my own personal opinions and recognise the importance of a deeper knowledge of various cultural traditions. Also, after the guest left I felt like I haven’t done enough in the given situation and I could have done more for him and should have taken his suggestion and check with the chef (Bradley, 2023).
    This experience, even though it was a negative one for the guest, it was a great lesson for me and help develop and stimulated the desire to learn more about cultural awareness and backgrounds. Firstly, I have learned how handy cultural awareness can be for both and employee and for the guest. For me, it will give me the confidence to deal with more uncommon requirement based on cultural difference or background and the guest will benefit for a better service, a feeling of inclusion and genuine care. It will also give the guest the confidence to access someone services if he feels culturally welcomed and acquainted. Secondly, avoiding cultural misunderstandings will benefit the business too, by increasing the guest confidence it can develop loyalty and generate more revenue for the company. Also, the experience with the guest highlighted for me the importance of active listening and genuine communication. A short query about the particular dietary preference may have avoided the misunderstanding and provided the experience the guest was expecting (Jagtiani, 2023). 
    To conclude, the cultural misunderstanding experience, was an important lesson and an mind opener incentive for my professional and personal growth that will help my career progression in hospitality. For me, it addressed the necessity of ongoing learning, and the importance of educated approach to avoid misconceptions and potential complaints. This experience will serve as a reminder for me that each guest carries his own set of cultural expectations and beliefs and by enriching my cultural knowledges and awareness is more then a professional obligation, it’s a feature that enriches the hospitality experience for everyone (Tomalin and Stempleski, 2014).
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
    The scenario above provided a situation of cultural misunderstanding based on wrong cultural assumption and insufficient knowledge about the halal food. 

Training plan (Why/What//Who/Where/When):
    In today’s globalised hotel industry, cultural awareness is a skilled valued more and more each day because it’s an essential requirement to achieve service excellence in a society where people travel in all parts of the globe. Considering the above mentioned, I would like to highlight the necessity of a training strategy that prepares the employees to deal with guests from all cultural backgrounds and principles that will foster a friendly and inviting atmosphere within the hotel. Having staff members with competent and strong cultural awareness skills will help identity possible cultural discrepancies and avoid future complains or problems related to the cultural misunderstandings (GDI, 2024)
   The first part of the training will focus in emphasising how increasingly important the cultural competency is in today’s hospitality climate. Employees will be initiated on the cultural awareness and how it directly impacts the guest’s experience, the reputation of the hotel and the overall success of the company. Simulation scenarios and case studies will be brought into the training to stimulate employee interactions and demonstrate the beneficial results of cultural awareness, and the negative impact by the lack of it. The next step of the training will offer insights into the details of different cultures and beliefs that, as a staff member in the hotel, may encounter with guests from all over the world. Employees will learn about conventions, traditions, and ethics in order to develop a deeper understanding of the specific needs and expectations of the guests with different cultural backgrounds (Chavez, 2023).
    Alongside with cultural awareness training, service excellence and efficient communication are very important. Together, this skills work harmoniously in creating a memorable experience for the guest by increasing the inclusivity for people with diverse cultural background, nurturing an welcoming and warm environment in the hotel. Furthermore, a comprehensive cultural literacy toolkit will be developed, including quick access guides, spreadsheets and an online resource centre for 24/7 access to offer support to the employees. This strategies will serve as a practical and accessible tools to offer the necessary guidelines for a proactive and efficient approach towards the guests with diverse cultural backgrounds (Simon, 2022).
   In conclusion, this training strategy has the goal to provide for  employees the required information and abilities to embrace the multicultural side of the international hotel industry. Employees who cultivate cultural competency will be a valuable asset in creating a inclusive and inviting environment that not only meets, but exceeds, the expectations and requirements that the guests with different cultural variations may have. This commitment to cultural awareness is more then a simply professional ability, it is a transformational approach designed to improve the guest experience and place the hotel as an example of cultural diversity in the global hospitality sector (Reynolds, 2017).
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
   This self-reflective essay will provide an insight of how my perceptions towards cultural awareness changed and evolved in time trough real life experiences and self-learning. To analyse the phases of development, lessons learned and skills acquired through my experiences in hospitality I have chosen the ERA (Experience, Reflection, Action) reflective cycle (Robinson, 2022).
   As the majority of people who join the hospitality sector, my first job had a strong focus on tasks. From sitting the guest waiting to a table, to taking the drinks or food order and help them settling the bill, my vision about hospitality jobs was very basic and oriented around the hard skills. My first weeks as a waiter were solely devoted to learning standards practices, the menu of the restaurant and the till system. As my interactions with guests have intensified after my probation period, I started to face new challenges daily. Engaging on a daily basis with guests with diverse origins, traditions, customs and even guest speaking different languages, small signs of discomfort and misunderstandings began to appear (Kamal, 2023).
    At first, these experiences made me feel insecure in my job and ask questions about myself leading to changing my approach and recognise the importance of deeper understanding of cultural differences. For example, as I am from Romania, when a British person approached me and asked what we have for tea, I enlisted him our black and herbal tea selections. He nodded disappointed his head and went to one of my colleagues and asked the same question. It came as a big surprise to see that my colleague handed a dinner menu to the guest (Perry, 2022).
    Reflecting on encounters like the one above, I realised that is important to develop a better understanding of cultural nuances and improve my cultural knowledges. As I considered the problems encountered, I understood the layered elements of the cultural awareness. It is important to grasp the underlying cultural impact on guests expectations, behaviours and opinions, rather then just identifying the differences. Each guest brings a unique set of expectations influenced by their cultural background, and understanding this subtleties is essential for providing a personalised and inclusive service. Simple actions like saying hello and goodbye in their native language or suggesting restaurants that offer a culinary experience familiar to their cultural particularity can have a huge impact for the guest’s experience (Brookfield, 1987).
    In relation to my reflections, the action phase was a coordinated plan to incorporate cultural understanding in my everyday approaches with the guests. The process included acquiring information on guests ethnic origins, norms, habits and their particular nuances, adapting my communications methods and adjusting my service to their specific needs and expectations. For example, over time, I noticed that the guest with Indian ethnicity prefer their food to be very hot so I was always asking the chef to serve extra chillies on the side for them, a touch much appreciated by the guests.  The tangible results were clear: improved guest experience, decreased numbers of cultural misunderstandings and a more opened and positive ambiance withing the hospitality establishment (Zeichner and Liston, 2013).
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Benefits of multilingualism in hotels

In todays globalised hotel industry language skills are of great
value and offers a range of benefits for both, employee and

employer. As people with different cultural backgrounds travel
globaly, language awareness offers the next advantages:

* Efficient communication

e Cultural sensitivity

* Effective team communication
* Positive reputation

* Career progression
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Advantages

Efficient communication: language skills empower staff to connect efficiently with the guest who
may have a different linguistic background. This will help in a better understanding of their specific
expectations and needs leading to an improved guest experience and loyalty.

Cultural sensitivity: proficiency in different languages leads to cultural awareness and understanding,
which is essential in offering excellent and personalised service to guests with various cultural
backgrounds. It also helps to prevent misunderstanding, upholding norms, and making the guests feel
welcomed and respected.

Effective team communication: language skills allow greater communication and collaboration
among hotel employees from various linguistic origins. This will help to create a sense of community,
improving productivity, efficiency and employee morale.

Positive reputation: hotels may improve their brand image by delivering excellent service and
communicating effectively in various languages, based on the guests needs or backgrounds. Guests
who is expectations are met and exceeded are more inclined to offer positive feedback on review
platforms and be hotels ambassadors by suggesting the hotel to friends and family, which
contributes to the long-term success of the hotel.

Career progression: employees working in the hotel that are multilinguals can access career
opportunities, both internal or external, in the global hotel job market. People with multiple language
skills are more desired in administrative or leadership roles across the hospitality sector and not only.
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' Russian cultural etiquettes

Greet by shaking hands

Use formal language when speaking
with elder people

Eat only after everyone is sat at the
table

Drink only after the toast
Pour the drink for the lady next to you

As a man, be a gentleman and pay on
the first date

Take shoes off when visiting

As a man offer you seat for woman or
elder people

Don’t leave food on a plate
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Russian tourists

In 2019 more than 31 million Russians travelled abroad spending a total of 36 billion USD.
From those 31 millions, 200.000 chose UK as a destination spending over £182 million.

The majority of them speak English, but using simple phrases in their native language would
have positive impact on their experience and set up the mood of their stay.

To help create an inclusive and welcoming environment for the Russian tourists a list of basic
phrases is recommended.

Hello, how are you? - Privet, kak dela?
Welcome - Dobro pazhalovat
N 'A Thank you - Spasibo
‘ Enjoy your meal — Prytnogo appetite

Cheers — Na zdorov’ye
Goodbye - Do svidanya
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