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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	To perform a duty as responsible managers at many small to large companies is quite challenging (Luu, 2023). Because the manager have to deal with a new situation at every time, especially in the hospitality industry. Hospitality industry is a vast industry that keeps in itself many small numbers of industries such as catering, beverage, traveling, and entertainment (Mnyakin, 2023). It has been reported many times that the hospitality business is completely dependent on the performance of your employees (Patwary and Sharif, 2023). To make that resource more useful, and beneficial for the company it requires proper training and also a proper section of the candidates during the interview. As I told to perform the duty as a responsible manager it takes an arm and a leg. Many times in the life the manager need to make critical decisions (Putta and Paasivaara, 2024). 
I want to share my professional life experience where I have to sort out a similar matter. I remember it was a summer break at many universities and students were looking for an internship at many hospitality-related companies. At that time, it was the start of my professional career and I was a manager at the F&B department in Premier Inn (Pocas Ribeiro, 2023). At mid of July, two students were hired by me and my hiring manager, as an internees. In the evening the hotel is usually full of many guest, and all of the guests are mostly tourists (Morris, 2023). In this busy place, I suddenly heard some screams of customers who were shouting at one of the trainees. The reason for this harsh behavior is that the customer is suffering from a severe allergic reaction. And he is shouting “würzen, würzen” (it is a German word which means spice). After some time the customer feels suffocated. So I immediately called an ambulance, and luckily first aid helped a lot to make him normal again. The confusion is created because of the language difference, the German tourist there is not able to fully speak English i.e. he uses some German words during ordering coffee and snacks. After ordering coffee and some chicken sandwiches he again wants "Speisekarte” (which means menu card), maybe he wants something more from the menu. 
Because of this super panic and hyper situation, I observed some guest stop from entering the hotel restaurant. This can brutally ruin the reputation, but we already have a strong brand image which does not let that happen (Qyqalla, 2023). To make sure that the panic situation will not happen again some of my colleagues suggest eliminating them from the post. But I suggest providing them one more chance and proper training, to handle the national to international guest. It happens many times in many hospitality industries that confusions are created from the guest side (Koutoulas and Vagena, 2023). But we employees and employers still adopt new skills to greet them next time more perfectly, because they are our cash cow (Gröndal and Blanco-Penedo, 2023). But this time we suggest they learn German and Spanish. Because these two languages are widely used throughout the globe (Ward and Batalova, 2023). Along with that, we also explain to them hospitality business is completely and only based on the service of the customer (Ozdemir and Dogru, 2023). 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
As a responsible manager at Premier Inn, I must make beneficial decisions for my company. As a manager in the hospitality industry, I have been trained with the concept that human resources are the most important and only growing resources of the company. So it's is my responsibility to make this only resources grow and beneficial for my company. By allocating them to the right place, with the right task at the right time. According to the records many new employees are hired in my company, which means they lack professional experience and they are just fresh graduates with academic knowledge. 
To mitigate these chances of mistakes managers need to do strategic planning which consists of many key points which are beneficial for the future growth of the employee and the company as well.  As I told many employees are hired by the hiring manager. Among these employees two are internees. Because of their initial stage of professional life one of them is very stressed and makes a mistake of sprinkling paper over the sandwich of a German guest. The German guest is allergic to the spice and he needs to take first aid. This mishap happens because of cultural differences specifically language.  This kind of case has also been reported many times before by many other hospitality industries (Baby and Lee, 2023). So I decided to train them along with all of my new employees and make them more experienced and professional workers. For that I initiate a foreign language training program.
Training plan (Why/What//Who/Where/When):
In the Cultural Misunderstanding Training Program, I make sure to provide them with two types of classes one is associated with cultural values and body language and the other mostly focuses on giving them a grip over language. After analyzing the hotel record it is concluded that most of the international guests at the hotel are from Germany. According to the report, Germans prefer their language over any other and they also make many apps, and gadgets in German (Wagenleiter, 2023). 
It is extremely necessary to make my employees aware and prepare for the upcoming situation. I initiated a Training program by having a group discussion with my senior colleagues (Lajante et al., 2023). Which is based on a language class and a cultural value class. I make arrangements of time mostly at good noon of working days because at that time the cafe is less crowdie. So my employees can use cafeteria chairs and tables and LED to note down the lectures and have practice experience. 
Along with regular classes Huxtable et al., (2023), it is necessary to have a practical experience of every thought topic. Because at the university level, they all are aware of foreign cultures at least, during their course work. So, I ensure that they apply their theoretical knowledge as soon as possible. For that purpose, during noon they learn German language topics and in the evening they apply it in a real environment as per the guidance of a teacher and my other colleagues. This helps them to make a grip on an entirely strange culture and language within 4-5 months. This program makes their CEFR level German till B1 in this short period, which is the basic requirement of Germany in many official matters (Allen, 2023).
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	In recent days the topic importance of cultural awareness within the hospitality industry gets my attention. I interact with many interesting topics. I gain knowledge about different cultures around the world and some language. I became aware that languages of different regions and cultures are  important for the hospitality industry. I am aware of within these languages emotions and essence of respect, and other emotions are hidden.  I want to reflect my first interaction and also my last experience. I choose Gibbs's reflective model to describe my overall journey that I had to get deep knowledge about the topic importance of cultural awareness within the hospitality industry. (Ezezika and Johnston, 2023). 
Description: With the time my interest are increased and I get more and more knowledge about this critical topic. During the initial period, I got to know that English is the first language and is considered a lingua franca. Because of that most of the hospitality companies use English is the work language. I got to know that after or along with English German is the most spoken language around the world (Namazova, 2023). I also learned German and Welsh culture and also learned how English is divided into two different languages, because of pronunciation, grammar, and spelling of some words. This means English has two forms i.e. British English and American English (Fitria, 2023). 
The employees have to train enough to speak different languages fluently. For that purpose the hotel manager initiate language and cultural awareness program where they divide the employees in the group and teach them some most commonly used languages. 
Feeling: during the initial period of I was a little bit confused and bored. Because I know that these topics are little bit boring. I feel very comfortable because of the entertaining and friendly learning material available over the internet, such as videos and blos with attractive and entertaining graphics and musics. Shirian et al., (2023), tells, that use of graphics and visuals to interpret a complex term and concept, makes things more attractive.
Evaluation: I learned about different cultures and languages which prevented me from cultural shock, and I can prevent strangers from cultural shock. As we all know different people have different concepts and emotions related to their culture and religion.  It is good to respect all of them. 
Analysis: I feel that with time I gain knowledge related to different cultures which adds to my memory and makes me prominent and delegable when I am in any discussion.
Conclusion:  during the period, it is really important to respect every culture and hospitality industries are really aware of the importance of cultural awareness. That is why they encourage their employees to learn more language and different cultural ethics. Because of that reason we find most of the employees in the hospitality industry multilingual, they know more about our culture then us. 
Action Plan: a person can effectively gain the knowledge for the topic of interest if the person plan its steps on a paper. For that purpose a person need to write all the demands, goals and objectives, then use it personal intellect to how to solve these problem or achieve this goal. Next time if I want to learn any new thing, I will sort out the most important resource of information. 
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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