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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	An F&B employee at Marriott International, I approached the table accompanied by a tourist from France, during dinner time. The customers were asking something from me related to the meat that would be in their pasta dish but I was not able to comply with their request, due to the communication gap. As the employee could not understand their language, they were trying to convey their message with the help of gestures but still, he couldn't comprehend their request. The customers were starting to get frustrated as I could not understand their request. I was also feeling very embarrassed as he could not understand their request. I was not able to comply with the request of the customers which was very embarrassing for him. The experience of the customers was very unsatisfactory due to the employees lacking in understanding their request. Creating a bad impression about the service of the place. This created a negative impression on the customers as the misunderstanding created dissatisfaction among the customers.
It is very important to learn about the basics of the cultures and languages of the employees who are working in hospitality services (Lam et al., 2022). The hospitality services like food services places like hotels and bars require the employees to learn more about the basics of different cultures and languages. So they don't have to face such embarrassing situations in which they don't understand the demands of the customers. In hospitality services, there should be special training provided to the employees so that they can understand the basic demands of customers belonging to different cultures (Mohsin et al., 2023).
In this situation, during dinner time I could not understand the request of the customers due to the lack of knowledge of the culture and language. He couldn't even understand the gestures, as to understand them I must possess the basic knowledge. As a result of not knowing the culture and language the employee was not able to satisfy the customers. That created a bad impression about his professional life. I was also facing embarrassment due to his lack of knowledge. Due to all these reasons, it is very important for the employees working in hospitality services to have general knowledge about all the important languages and cultures (Jhaiyanuntana and Nomnian, 2020), so that they will be able to perform their work more professionally. The employees with proper knowledge will not face any challenges like this in the future and if they ever face situations like this, they will be able to come up with the possible solution. Hence they will be able to perform their work confidently without compromising the quality of the work.
References:
Lam, R., Cheung, C. and Lugosi, P., 2022. The impacts of cultural intelligence and emotional labor on the job satisfaction of luxury hotel employees. International Journal of Hospitality Management, 100, p.103084.
Mohsin, A., Brochado, A. and Rodrigues, H., 2023. Mind the gap: a critical reflection on hotel employee turnover. International Journal of Contemporary Hospitality Management, 35(7), pp.2481-2495.
Jhaiyanuntana, A. and Nomnian, S., 2020. Intercultural communication challenges and strategies for the Thai undergraduate hotel interns. PASAA: Journal of Language Teaching and Learning in Thailand, 59, pp.204-235.

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

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
The above misunderstanding arose due to a lack of knowledge regarding different languages and cultures. The training program for the solution is the Cross-Cultural Communication and Training Program.
Training plan (Why/What//Who/Where/When):
Above I have understood that an industry like hospitality requires the employees to have proper knowledge about the language and culture of the different cultures as it will help in understanding the customers from different cultures. At famous international places, the employees need to serve the customers from different cultures so they must have the best communication skills to provide the customers with the best services. They need to learn different cultures and languages through the proper training that will help in understanding the basic commands regarding different cultures.
The first thing to consider in the training is to provide the employee with basic knowledge of all the cultures that are famous for visiting in the place. They should have proper knowledge of basics like, greeting, ordering and appearing. These are the basic needs of all the hospitality services, that every employee should have proper knowledge about(Pham et al., 2020). The training programs should be arranged to teach the employees about all these basics. These should be related to the language and culture of the customers who frequently visit the place. There should be frequent workshops arranged by the organization to train the employees according to the needs of the customers.
The second thing to increase their communication skills is to give them training about paying close attention to the customers. The employees should be properly trained to be active listeners (Hao et al., 2020). That will help in understanding the demands of the customers more effectively and with accuracy. This will also help in understanding the culture of the different customers by providing close attention and understanding them with their gestures as well. It will help in understanding the customers and also save them from any misunderstanding as the misunderstanding can also cause disrespect if the employee is not properly trained about the different cultures and customs.
The next thing to teach in the training is to understand the methods that will help in dealing with situations like this. So that the customers are not getting frustrated. The top priority of the employees working in hospitality services is to keep the customers happy(Senbeto and Hon, 2020). They should be properly trained to deal with uncertain situations and deal with them calmly. There should be alternative strategies to be used in situations like this. They can be provided with the proper knowledge of tools and apps that will help in understanding the customers in the situation when there is no other method available. If the customers will do all the work of translating their requests and explaining to the employee it could become very exhausting for them. Rather the employees should be properly trained to efficiently use these tools and comply with the customer's need in the best way possible. This will increase the positive impression of the customers as they will observe the effort of the employee in understanding their request.
References:
Pham, N.T., Vo-Thanh, T., Shahbaz, M., Huynh, T.L.D. and Usman, M., 2020. Managing environmental challenges: Training as a solution to improve employee green performance. Journal of Environmental Management, 269, p.110781.
Hao, F., Xiao, Q. and Chon, K., 2020. COVID-19 and China’s hotel industry: Impacts, a disaster management framework, and post-pandemic agenda. International journal of hospitality management, 90, p.102636.
Senbeto, D.L. and Hon, A.H., 2020. Market turbulence and service innovation in hospitality: examining the underlying mechanisms of employee and organizational resilience. The Service Industries Journal, 40(15-16), pp.1119-1139.

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

Weighting: 25%

	The self-reflection on assessing the importance of cultural awareness in the hospitality industry would be written by utilising the Driscoll’s Reflective Model. For better assessing the situation I will use my personal experience that occur which will demonstrate the importance of cultural awareness. I didn't understand the importance of understanding different cultures and languages until Ifaced this situation when dealing with a tourist. Due to this situation, I realized the importance of learning about different languages and cultures for the job. As the nature of the job is based on hospitality services, the priority is to understand the customer which requires great communication skills. So to enhance communication skills I should have a strong grip on all the basic requirements of good communication. That involves active listening, having knowledge about different cultures and languages, and also having the necessary technical skills to operate the tools that will help the employee understand the customer's request.  I should effectively work on improving their hospitality practices (Morrison, 2022), which will also increase the marketing of the hotel.
Thus it becomes very important for all the employees to learn all these basic requirements for enhancing the communication skills to perform his duties more effectively. And for that, he needs to have proper training so that he will be able to have a strong grip on all these basic requirements. The employees should be able to comply with the requests of the customers when they are equipped with all these basic requirements. They should be able to understand the demands of the customers by all means as it is the basic requirement in hospitality services.
By learning these skills the employee will not have to face an embarrassing situation like this again and will not cause frustration among the customers. The employees working in hospitality services should consider learning communication skills for the best experiences for tourists(Bilsland et al., 2020).  As it will have a positive impression on the employee's professional life. This will also increase the value of the place providing the services.
Organizations must pay attention to providing such training to their employees, as it will prove to be beneficial for them in the long run. It will increase the quality of the services they provide, hence attracting more customers to their organizations and producing larger revenues. All organizations must realize the importance of providing this training to their employees as this will prove to be beneficial for them in the long run.
These trainings will be helpful for employees as it will help in the professional and personal development of the employees. Increasing the spectrum of success in the life of the employees, as they will be perfectly trained in communication skills. This will also help in enhancing the customer's satisfaction level as they will feel their importance and will feel that the employees are giving them the value and respect they deserve. Hence increasing the value of the place in the eyes of the customers. The most important thing that the customer's aspect in hospitality services is to feel important and secure towards their norms and culture. The most important role of hospitality services is to provide respect to their potential customers (Teeuwisse et al., 2020). The hospitality industry needs to train its employees for the maximum satisfaction of the customers.
References:
Morrison, A.M., 2022. Hospitality and travel marketing. Taylor & Francis.
Bilsland, C., Nagy, H. and Smith, P., 2020. Virtual Internships and Work-Integrated Learning in Hospitality and Tourism in a Post-COVID-19 World. International Journal of Work-Integrated Learning, 21(4), pp.425-437.
Teeuwisse, V. and Brannon, D.W., 2020. A Qualitative Exploration of Sustainable Talent Management of Hospitality Interns' Career Intentions based on their Pre-, Post-and Present Practical Placement Experiences. In Sustainable hospitality management (Vol. 24, pp. 63-82). Emerald Publishing Limited.

	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Reasons and Benefits of Multilingualism in Marriott International Hotel
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Possible solutions and alternative for multilingualism skill
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German as a Selected Language for employees of Marriot Hotel
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German as a Selected Language for employees of Marriot Hotel
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Importance of Multilingualism in Marriot International Hotel
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