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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (500 words +/- 10%) =520words

Weighting: 25% 

	Introduction 

Cultural misunderstanding is now a common phenomenon and employees need to understand and cope with the issues (Maheshkar and Sharma, 2018). This report will discuss a scenario about language misunderstanding and reflect on the skills and behavioural changes of the employees. 
Discussing the scenario 
[bookmark: _Int_qSV18zIB][bookmark: _Int_gt4rWiMI]Maria is a Food and Beverage employee in the Peterborough (Ferry Meadows) hotel and a group of Spanish-speaking guests arrived in the hotel. One of the guests from the group asks for a particular dish. But the F&B manager Maria does not understand the instructions as she does not know about the Spanish language and the customers can not speak English. The guest mentioned “Vagetariano” which refers vegan diet. But the employee misunderstood this language and brought a dish that included dairy in the dish. So, the guests become angry as they can not consume any dairy or animal-related foods. 
A personal reflection on the scenario 

The reason behind the misunderstanding 
The main reason behind the misunderstanding is less knowledge about the culture and language of the guests. The hotel staff may know English very well, but they do not know the Spanish language, and this creates misunderstandings about the food ordering. So, the misunderstanding happens. Here one of the reasons behind this misunderstanding is that individual around the world has some concept of their language superiority and many people around the world do not want to learn another language (Tabari et al., 2016). 
Reflection on language change 

Open communication: I think I should learn about open communication to solve cultural and language misunderstandings. This may help me to avoid cases like Maria and this also help me develop an understanding of guest culture and their preferences. 
Training plan:  I need a proper training plan for dealing with cultural misunderstanding and the training plan will be looking forward to solving the issues faced by employees like Maria and trying to help handle this kind of problem in the future. 
Cultural competency training: My cultural competency mine needs to be developed so that I can understand how to communicate properly and thoroughly with a foreign-speaking individual, and this also helps me for better knowledge. 
Reflection on behavioural change 
Cultivate patience: One of the major behavioural changes is cultivating patience so that I can peacefully and calmly listen to the guest and try to understand the direction clearly before doing the task to avoid issues. 
Linguistic awareness: As per Eid and Agag (2020), most of the cultural issues have happened because of lower knowledge about the culture and language. So, I should know details about other languages and peacefully listen to the guests. 
Adaptability: Adaptability is the strongest weapon regarding any misunderstanding (Moran et al., 2010). As an employee at the front desk in F&B, I need to develop better adaptability and flexibility regarding my guests. I may learn some of the short dialogues about different languages to handle communication. 
Conclusion 

In conclusion, I should develop more intelligence and knowledge about the foreign guests to communicate with them to avoid issues like Maria's in the given case. For this reason, hotel management should promote cultural literacy more and a better understanding of diverse cultures is essential for being successful in the hospitality industry.
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Component 2: Training Plan (500 words +/- 10%) =496

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
[bookmark: _Int_uRzjlfMU][bookmark: _Int_yUDXPwf4]The Premier Inn Peterborough (Ferry Meadows) Hotel's training programmes aim to increase cultural awareness and responsibility among employees, particularly those working in food and beverage and at the front desk. The training plan mainly aims to solve the issues that occur with the staff of the hotel due to language misunderstandings with the guests. Three months is the total duration of the training programme. The simulation training will aid in preventing language-related incidents similar to Maria's in the Component 1.

Training plan (Why/What//Who/Where/When):
[bookmark: _Int_UuucHNTf][bookmark: _Int_Ik9MVfnd]The employees need to know why the training is being provided to them and why cultural awareness is necessary in the workplace mainly in the hospitality business. A simulation program will be provided where the employees must go through a real-life situation and mock incident to learn about different languages. The first stage in the simulation training of the hotel is assessing the needs of the employees and need assessment is necessary to develop better training (Lakornsri, 2017). Some employees may need language proficiency and others may need cultural awareness etc. Secondly, a realistic scenario needs to be developed to develop a better simulation. The realistic scenario may follow the case given in C1 where Maria is unable to communicate with the customers and conflict arises. The simulation should organise the mock situation regarding lingual issues. In the Multidisciplinary approach, the training needs to be designed and developed multidisciplinary approaches that may include everything about cultural norms, values, behaviour and language of the guest and conflict may be avoided through this approach (Jurowski, 2011). This may provide a holistic view of the cultural awareness programs of the employees. The employees need to develop better communication mechanisms so that they can learn everything. The training may help the employees to develop better communication even if they do not know about any foreign language, but they still communicate properly and establish a better vibe in the communication with guests (Christiansen et al., 2020). Finally, continuous improvement is necessary for the learning and development process. Learning is not a one-time action, but it is a process and cycle, and employees and others need to go through the process for better development and understanding the overall scenario (Lakornsri, 2017). The weekly training session or the mock training may help the employees to avoid this kind of situation so continuous improvement is necessary. In order for a hotel business to succeed in today's market, it is especially important for F&B workers to learn foreign languages and learn about other cultures (Kim et al., 2011). The overall training programs need to focus on the well-being of the employees. Initiating training should be an enjoyable and dynamic experience that allows for the active participation of all employees. The hotel should make sure that all its employees can access its full training programme.
As mentioned earlier, the Premier Inn Peterborough (Ferry Meadows) hotel staff is required to complete a training programme that involves developing a more in-depth scenario that highlights strategies for increasing cultural awareness among them and ensuring that all guests are satisfied with their experience.
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Component 3: Student Self-Reflection (500 words +/- 10%) =503words

Weighting: 25%

	
Introduction 
[bookmark: _Int_nibJTNAV]The Driscoll model will be utilised in this reflection process in order to demonstrate the significance of having cultural awareness and being able to speak multiple languages within the hospitality industry. 
Driscoll model for reflection 
[bookmark: _Int_XWfDQYJg]Through the use of the Driscoll model, the process is broken down into three sections, each of which addresses the necessary questions and learns from experiences (PIERONI, 2021). The discussion of each of the three sections is provided below: 

[image: ]
Figure 1: Driscoll model (PIERONI, 2021)

What?
[bookmark: _Int_K1Rst4XG][bookmark: _Int_pmPbDGi7]Working in the tourism and hospitality industry requires understanding different cultures. Misunderstandings between cultures show how important it is to be able to speak more than one language (Christiansen et al., 2020). The Premier Inn Peterborough (Ferry Meadows) hotel placement taught me about these misunderstandings in real life. The hotel may have a lot of customers from different cultures. For example, Spanish and French culture has lots of differences. According to Hofstede's five cultural dimensions, the French scored 71 on their individualism test, while Spain scored 57 on the power distance test. People from Spain are cheerful and more open-minded, while people from France are quieter and more reserved (Optilingua International, 2022). As a result, if I want to be successful in the hospitality and tourism sector, I need to educate myself more about the world's many cultures.
So what? 
Tourists now come from all over the world and have a lot of diverse cultural backgrounds. To meet the needs of this growing global customer base, the hospitality business has had to change. Hence, the ability to communicate effectively with individuals from different countries is an absolute necessity in the hotel industry. I would have tried to handle the situation, but it may be disrespectful to not understand the language and the vegan customers feel embarrassed through the whole situation. This situation makes me understand the necessity of multilingualism. The customers who have been involved in the incident may feel uncomfortable communicating with someone who does not know about their language or culture (Deresky, 2017). So, this may have negative issues in the workplace. 
Now What? 
This module taught me a lot of useful things that helped me understand how important it is for a hotel business and its employees to be culturally aware and speak more than one language. Improving one's cultural awareness is a goal of learning a second language (Deresky, 2017). This simplifies language learning. In contemporary times, hotel executives are required to possess cultural awareness and proficiency in multiple languages. Acquiring these abilities facilitates effective communication, fosters confidence, and enhances global competitiveness. (Gürbüz et al., 2023). The misunderstanding in the culture has some negative impact on my workplace and this may have an impact on the overall understanding of the elements. If I am aware in the future these types of incidents may be avoided and this is why personal reflection and own realisation are necessary in the overall learning prospects. 
Conclusion 
[bookmark: _Int_FJzirJcE][bookmark: _Int_2Wd3lnRC]So, it is important to understand the differences between cultures in order to make development programs for staff that make them more culturally aware so that they are motivated to learn more than one language. For businesses to thrive, hotel employees must have a deeper knowledge of different cultures and languages.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Introduction

Hotel staff in Peterborough (Ferry
Meadows) need to be multilingual
and have language awareness
skills.

Individuals come from different
cultures, and their language varies
depending on their culture
(Abramson and Moran, 2018).

Spanish is a modern European
language used in different hotels
(Chen et al., 2011).
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e The multilingual practice help the
business to make the employees more
adaptable (Drobot, 2021).

* The multilingual individual may
understand about the cultural activities
and practices of different people (Tabari
etal., 2016).

+ The cultural awareness and language
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POLITE AND IMPOLITE BEHAVIOUR

IN HOTEL INDUSTRY

As an example of polite Spanish
expressions, one can
say "Buenos Dias," or "Good
morning," "Muchas gracias," or
"Thank you so much" while
making the appropriate facial
expressions and body language.

Various hotels, including Holiday

Inn Express and The Meri Zean,

have Spanish-speaking staff to
assist Spanish guests.

Conversely, there are a few rude
expressions, such as "ldiota,"

"Merida," and "Maldito,."

An impolite tone of voice, an eye
roll, or a raised voice. These
behaviour is highly inappropriate
and disrespectful for guests
(Purnomo, 2014).
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Conclusion
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Language practice
need to be smooth.
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