



























Component 1: Portfolio of writing and speaking

This short story is about how easily a cultural misunderstanding can happen to anyone, anywhere, anytime. But are specific situations where the mistake can be fixed or....not? In Food and Beverage, in the Hospitality area, some misunderstandings or misspellings can create big trouble. Once, in one of London’s most famous hotel restaurants, I witnessed a funny cultural misunderstanding. Well, it was funny when you looked from outside, but actually, I didn’t want to be in the waitress’s place, not even for a second. Was at lunchtime and the restaurant was almost fully booked at that period. People were coming and going at a high speed, and waiters were fully concentrated to fulfil and accomplish all consumer’s needs.   At some point, I noticed at my next table Selena, an old friend of mine, from Spain. She was so busy running between tables that she didn’t even notice me. She served at hotel guests’ tables; all international guests booked before arrived with the specification that they were VIPs- business partners of the hotel. One of the international guests, Mr.Tanakawa from Japan, orders a dish that Selena is unfamiliar with due to its unique name in Japanese. Selena, who is fluent in English, but has limited knowledge of Japanese, tries, politely, to clarify the order with Mr. Tanakawa: “Excuse me, sir, could you please repeat the name of the dish you ordered? I want to make sure I get it right.” Mr Tanakawa:” I ordered the ‘Sakura Sashimi’.”She nods and walks away to place the order. When the dish arrives at the table, Mr. Tanakawa notices that it is not what he had expected. He politely informs Selena of the mistake. Mr Tanakawa:” I am sorry, but I ordered ‘Sakura Sashimi’, not ‘Sakura Sushi’.” Selena realizes the misunderstanding and apologises for the error. She rectifies the order promptly and ensures that Mr.Tanakawa receives the correct dish. I was looking at her, and how promptly she handled the situation: she didn’t try to blame the kitchen employees, the loud music, or the busiest period of the day, she just put herself together and fix in a short time and with good manners the misunderstanding. Or was it her mistake? I didn’t understand how she forgot the basic rule about double-checking the guest’s order by repeating the name of the dish?! She knew the menu and she knew this kind of misunderstanding could happen because of the similarity of the dishes’ names. I don’t know if there were some repercussions of this language misunderstanding but I couldn’t stop thinking, at that moment, of some worst scenarios: Mr Tanakawa could make a complaint and Selena could lose her job: or he could leave a bad review on the hotel-restaurant site and this could have bad results, like losing customers; or worst, he could take out his investment, resilience the collaboration and international business could loose again money and customers. The best scenario could be that the Japanese customers have a huge sense of humour and they just make fun of the situation- which could affect just the ego of my dear friend, but it’s almost nothing, compared to the worst part of my scenario. 
This cultural misunderstanding based on language highlights the importance of clear communication, especially in a multicultural setting like a hotel restaurant. It also emphasizes the significance of language proficiency and cultural awareness in the hospitality industry to provide exceptional service to guests from diverse backgrounds.
























Component 2:Training plan
This scenario teaches several important lessons about cultural awareness in a hospitality setting. Human Resources Management implements procedures and practices like preventive measures, to avoid similar issues in the future:
1. Language Proficiency: The scenario underscores the significance of language proficiency in avoiding misunderstandings. Food and Beverage employees should strive to have a good command of the languages spoken by guests to ensure accurate communication and service delivery.
2. Active Listening: Culturally aware employees should practice active listening to understand guests’ needs and preferences accurately. Misunderstandings arise when employees fail to listen attentively or clarify unclear information.
3. Respect for Cultural Differences: Understanding and respecting cultural differences are essential in providing exceptional service. Employees should be sensitive to cultural nuances, including language variations, to avoid unintentional mistakes that may offend or inconvenience guests.
4. Adaptability: Being adaptable and open to learning about different cultures is crucial in the hospitality industry. Employees should be willing to adapt their communication styles and approaches to accommodate guests from diverse cultural backgrounds. 
5. Effective Communication: Clear and effective communication is the key to successful interactions with guests. Employees should strive to communicate clearly and confirm information to ensure mutual understanding, especially when language barriers exist. This is necessary to RE (check) and RE(confirm) the guest’s order to avoid the guest’s dissatisfaction.
6. Problem-Solving Skills: Cultural aware employees should possess strong problem-solving skills to address misunderstandings promptly and effectively. Resolving. issues with empathy and professionalism can enhance guest satisfaction and loyalty.
7. Continuously Learning: Continuous learning and development in cultural awareness are essential for hospitality professionals. Regular training on cultural sensitivity, language skills, and intercultural communication can help employees navigate diverse guest interactions more effectively.
By embracing these lessons on cultural awareness, food and beverage employees can enhance guest experiences, build positive relationships with customers from various backgrounds, and contribute to a welcoming and inclusive hospitality environment.                       

In summary, clear and respectful communication is essential for guest satisfaction in the hospitality industry as it ensures understanding, accuracy, prompt issue resolution, trust-building, service quality, expectation management, and the creation of memorable experiences that contribute to a positive guest experience and overall satisfaction. Being aware of other cultures helps us to understand, address and fulfil guests’ needs and preferences in the hospitality industry. It enables personalized service, effective recommendations and feedback for improvement, all of which contribute to enhancing the expectations and satisfaction, not only for guests but for employees also, making them feel fulfilled, self-confident, and happier.





















Component 3: Student Self-reflection

Cultural awareness plays a significant role in the hospitality industry as it directly impacts the guest’s experience, employee interactions, and the overall success of hospitality establishments. That unhappy even what I witnessed taught me about cultural awareness more than I could imagine ever. As I said, in the next few minutes I asked myself a lot of questions about the situation, about what happened, why was happened and how I would do it in the same situation. Of course, looking from the outside we all are wise and have brilliant ideas about how the situation could be avoided or how we would do in the same situation. But what if this happens to one of us? Would we remember, on a busy day, when maybe we are a little tired and in a rush, about all regulations enquired by the specific job? Will we handle it better than my friend the cultural misunderstandings? What could we do to be better or..” the best”?! As I said before, this could happen to anyone, anytime, anywhere. It’s up to how good are you in your job, how self-aware are you about different cultures, how skilled you are in problem-solving and more. The first thing that I understood time, working in the hospitality industry, was that we all are different. We all do not just speak different languages, have different religions or different backgrounds. We all have also, different education, different habits, different opinions, and different ways of handling different situations. Sometimes, even if we are from the same culture, country, or languages can be different, and the habits also, manners in which we approach people or situations are different- some of us tend to labelling differences, some of us are more judgmental, some of our more understanding or superficials( from others point of view). But what we all have to understand and learn is that with respect, empathy and understanding, even if we are not well aware of other cultures, we can sort it out with happy endings. We don’t have to speak all other languages or act like people from other cultures to make things right. Just active listening, understanding and respecting the diverse cultural backgrounds of guests can lead to enhanced guest satisfaction. By recognising and accommodating cultural preferences, practices, and sensitivities, hospitality staff can create a more personalized and welcoming experience for guests. If you don’t know, learn. If you don’t remember, ask the guest. We can not know everything about all cultures or all languages, and even this would be very happy for every guest, but we can try and ask, collaborate, show our interest and share our intention to help and please them!          I know from practice that they are more than happy to clarify things for their benefit, and ”spread the word to the world” about their culture. Demonstrating professional interest and respect for their cultural values and traditions could help us to make things happen, make them happy, and create stronger relationships with guests. This fosters trust, loyalty, and a sense of belonging and connection between guests and the establishment. We all want to feel welcome and “like home” when we are outside of our comfort zone. This is also the required target for the hospitality industry!
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