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				ASSIGNMENT 1: PORTFOLIO
(4 Components)

	Component 1: Professional Reflection

	[bookmark: _Toc157437156]Introduction
The portfolio will be majorly based on the concept of language and culture to enhance communication skills in modern foreign languages. Briefly outlined the scenario in which I had witnessed a cultural misunderstanding with a hotel guest due to our language differences in my previous company. The hotel chosen for this professional presentation is Hotel Hilton where I act as a manager who witnesses the occurrence of the misunderstanding and learns a few lessons (Maheshkar and Sharma, 2018). The whole scenario of that situation will be discussed below and it will finally come to the conclusion where a few steps that might be necessary to take will be stated. 
[bookmark: _Toc157437157]Discussion
[bookmark: _Hlk158129506]This organisation, Hotel Hilton is quite renowned in the hospitality industry due to its various services including food and beverages. In this department, a misunderstanding occurred due to the language differences between the employee and the guest (Christiansen et al., 2020). The guest had ordered his favourite food and told him to add a few extra spices and the whole conversation occurred in the phone call where the customer called him from his suite. As per the choice of the guest, the employee sent him the goods but he got quite angry after watching the food as it was not the one that he wanted. After asking the employee, I understood that the food name is quite similar to a different English food name which the employee had failed to acknowledge. According to the guest's complaints of Hotel Hilton, the employee behaved quite rudely during the phone call too as he was screaming. However, as per the statement of the employee, he always talks loudly in every phone call to make the communication clear and audible but he had no idea that it would turn out to be rude to the customer. During that conflict, I realized that it was not both of their faults and it happened because of the language and cultural differences. To manage the problem, I tried to understand the guest while also asking for forgiveness for the inconvenience and asking my employee to do so. The guest was generous enough to forget the inconvenience and for that, I provided him with his food order free of cost. In the future, to prevent such problems I talked to my senior about this conflict to come up with an idea for the betterment of the provided services. 
[bookmark: _Toc157437158]Conclusion
[bookmark: _Hlk158129532]A brief introduction of the presentation while mentioning the organization’s name was provided at first before giving an elaborate discussion of the situation. The organization mentioned in this presentation, Hotel Hilton is quite renowned due to its food and beverages and after discussing the whole scenario of the situation, it is clear that a few steps can be taken. In this case, the main problem was the differences among various languages as well as cultures. For that purpose, developing a few skills was quite necessary such as communication skills, and active listening skills and such kinds of skills are quite important for effective business production.  
References:
Christiansen, B., Branch, J.D. and Karmowska, J. (2020) Cultural Factors and Performance in 21st Century Businesses. Hershey: IGI Global.
Maheshkar, C. and Sharma, V. (2018) Handbook of Research on Cross-Cultural Business Education. Hershey: IGI Global.
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	Component 2: Training Plan

	Identified cultural misunderstanding
[bookmark: _Hlk158129553]Misunderstanding primarily refers to the process of not properly understanding a certain concept properly and Cultural misunderstanding is also the same thing as not understanding cultural concepts. It occurs during the interaction between two people while communicating in the same language but acknowledging different things. Due to different cultural backgrounds as well as experiences the shape of people's understanding gets influenced in this organisation, Hotel Hilton and the culture gap occurs leading to cultural misunderstanding (Magloff, 2024).
Training plan (Why/What//Who/Where/When)
	Skills to be improved
	Training format
	Important stakeholders
	Training partner
	Allocated budget

	Communication skill
	Communication skill is the major skill that the employee has to develop or improve while communicating with guests of different languages. To develop or enhance communication skills, a few lessons might be provided on this certain topic. The etiquette that an employee might follow as well while communicating and to communicate properly a few assignments (Puscas et al., 2021), programmes and tasks might be provided. A few workshops might be arranged for the employees to learn communication skills and for the betterment, communicating among employees with different languages might be done also.
	This skill involves various important stakeholders such as employees, managers, customers and so on. 
	A few experienced senior employees and managers might be the training partner. 
	Around 1000 British pounds can be utilised for holding the workshops and generating the learning classes.

	Active Listening skill
	Active listening is a quite important skill, as in this field of the hospitality industry, listening to the seniors and customers to provide the proper services is quite needed. For this skill also, a few workshops might be arranged and a few classes might be provided to the employees to learn and practise active listening skills (Eggenberger, 2021). Learning this skill is quite easy but practising this skill and maintaining it while communicating with the customers is quite tough and for that, these classes and workshops will be generated along with the experiences with the customers.  
	In this case, customers play a quite important role along with the employees as well as managers. 
	A few experts were there to teach this skill along with other employees with whom this skill might be practised.
	To develop this skill, approximately 1000 British pounds might be needed to hold the classes and workshops.

	Conflict management skill
	Conflict management is a crucial skill that is needed in every sector and the case of business, it has a great significance. Developing or improving this skill is important in the phase where a conflict arises due to misunderstandings among the employees and customers because of different languages and cultures. At that time, one has to come up with a quick resolution process while not depending on the manager completely(Valente and Lourenço, 2020). Therefore, a few lessons and providing a few problems to solve on their own might be done here while holding a few workshops.     
	Apart from customers, employees, team leaders, and managers might be the important stakeholders here who get involved to develop this skill.
	Employees, seniors, expertise guides, and team leaders might be one's training partners.
	Around 700-800 British pounds can be utilised here.



References:
Eggenberger, A.L., (2021). Active listening skills as predictors of success in community college students. Community College Journal of Research and Practice, 45(5), pp.324-333.
Magloff, L., (2024). Business Etiquette in International Countries. [Online] Available at: https://smallbusiness.chron.com/business-etiquette-international-countries-3111.html [Accessed 15 January 2024].
Puscas, L., Kogan, J.R. and Holmboe, E.S., (2021). Assessing interpersonal and communication skills. Journal of graduate medical education, 13(2s), pp.91-95.
Valente, S. and Lourenço, A.A., (2020), February. Conflict in the classroom: How teachers’ emotional intelligence influences conflict management. In Frontiers in education (Vol. 5, p. 5). Frontiers Media SA.
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	Component 3: Student Self-Reflection

	Self-reflection refers to the process which allows an individual to analyze their self by self-evaluating and also allows them to improve their skills. To understand it, I am applying Gibbs’s reflective models which have different stages that help me to analyze it easily.
Description
[bookmark: _Hlk158129736]I am a student in a university and for my education purpose, I got engaged with this research. During this project period, I researched many available journals, articles and available books in my university library. While conducting my research I elaborately understand the importance of cultural awareness in this hotel organization, hotel Hilton. For instance, if an employee in Hotel Hilton has a lack of language knowledge, then they can face lots of difficulties while serving the guests. As a result, they cannot understand the customer’s remarks and are also unable to fulfil their job role and responsibilities. However, by analysing these problems and through personal development they can improve their language skills and defeat these issues in future. It allows them to achieve their desired job role and helps them to grab a better future (Adeani et al., 2020).
Feelings
[bookmark: _Hlk158129746]During my project time, I was excited to complete this project and also became aware of the importance of cultural awareness in the hotel Hilton. After analysing the importance, I am feeling curious to know the rising problems in the hospitality industry due to a lack of cultural awareness. While an employee in Hotel Hilton faces difficulties in completing their allocated job role perfectly, they get distracted from their goal and face difficulties in achieving their desired job role. However, after researching elaborately I analyzed the skills which should help the employee to improve their cultural awareness and also allow them to reach their goal shortly (Pieper et al., 2021).
Evaluation
[bookmark: _Hlk158129756]Throughout the project time, I gathered valuable information about the topic by using different resources. Through elaborative research, I can analyse the importance of cultural awareness in the hotel Hilton which helps the employees in that sector to achieve their desired job role. After completing the project, I now understand well that good cultural knowledge can help an individual understand the comments of opposite persons. In the hospitality industry, many customers come from different places with different cultures and as a result, good cultural knowledge allows the employee to understand their requirements which plays a crucial role in achieving their goals (Markkanen et al., 2020).
Analysis
In my project time, I researched elaborately on the topic and I learned that cultural awareness and knowledge is an important factor that helps the employee to easily understand the customer's requirements. It helps them to complete the job role perfectly as per the customer’s requirement which helps them to easily achieve their desired job role shortly and allows them to improve their career (Adeani et al., 2020).
Conclusion
[bookmark: _Hlk158129772]After completing this project, through the self-reflection method, I can conclude that this project helped me to improve my knowledge about the importance of cultural awareness in the hotel industry as well as in this organization, hotel Hilton. It also helps me to understand that an employee can easily achieve their desired job role by improving their cultural knowledge and awareness. Along with this, I also learned that good cultural knowledge also helps to improve communication skills between different people with different languages (Pieper et al., 2021).
Action Plan
Through self-reflection, after the completion of the project, I can find the strengths and weaknesses which should be improved to develop cultural awareness. Along with this, I also become aware of the importance of cultural knowledge and awareness which can also help me to grab my desired job (Markkanen et al., 2020).
References:
Adeani, I.S., Febriani, R.B. and Syafryadin, S., (2020). Using GIBBS’reflective cycle in making reflections of literary analysis. Indonesian EFL Journal, 6(2), pp.139-148.
Markkanen, P., Välimäki, M., Anttila, M. and Kuuskorpi, M., (2020). A reflective cycle: Understanding challenging situations in a school setting. Educational Research, 62(1), pp.46-62.
Pieper, M., Roelle, J., vomHofe, R., Salle, A. and Berthold, K., (2021). Feedback in reflective journals fosters reflection skills of student teachers. Psychology Learning & Teaching, 20(1), pp.107-127.



	Component 4: Training Presentation 
Weighting:25%
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Notes: 
Introduction
The training presentation will majorly focus on the German language along with its learning process. Providing an overview of this language, this presentation will further proceed on the difficulties of learning this language while explaining its politeness in the business context. After exploring the impolite practices to avoid, a conclusion is provided. 

	[image: ]
Notes: 
About the German Language
German is a quite good language in the business context, especially in the hospitality business. Being a West Germanic language, German is majorly spoken in Western as well as Central Europe. Germany, Liechtenstein, Austria, and Switzerland, including the Italian territory of South Tyrol, are the places where this language is mostly used by common people to communicate and it is official or co-official in these places. This language is used in a lot of countries and a large number of native speakers communicate in this language. Due to this, though this language is known for its complicated and long word structure, a great number of guests are comfortable talking in this language.   


	[image: ]
Notes: 
Difficulty in learning the German language
German is primarily quite easy and this language shares almost 40 percent common vocabulary with the English language. However, there are a few certain problems where learners have to face difficulties while learning (Christiansen et al., 2020). One such main difficulty is, that German words are a bit longer and more difficult to memorise including the pronunciation that is quite hard. The grammar rules of the German language are also comparatively tough but with proper guidance, one can easily learn this language especially if the learner is good at speaking native English.  


	[image: ]
Notes: 
Politeness of the German Language in the Business Context
In the business field, especially in the industries of hospitality, politeness is quite important and necessary where the use of formal language as well as titles are quite crucial. During business communication, mainly at the time of communicating for the first time or initial interaction, addressing the other party by their surname is more approvable. The German language has that politeness naturally that gets utilised by the speaker during any conversation or interaction. This language makes the interaction or conversation more professional as well as more polite. German culture also has a set of rules and following those rules, people can comfortably interact in the business field(commisceo-global, 2024). 


	
[image: ]
Notes: 
Impolite practices to avoid
German language is quite fruitful in any business conversation and it is also quite easy to learn but there are also a few impolite practices that one should avoid. An individual is considered to not have a loud conversation, especially in the hospitality business context while communicating with the guest(commisceo-global, 2024). Communicating quite loudly on the phone, especially with the customer is considered to be very impolite and it can affect the business process.  



	
[image: ]
Notes: 
Conclusion
German language is a very important language in the business context after English and therefore, it was discussed in this presentation. The language has a few difficulties to learn but the politeness it brings is quite necessary to successfully operate with customers. However, it has a few impolite practices as well that can be avoided to gain better productivity and profitability.  



	References (no screenshots):
Christiansen, B., Branch, J.D. and Karmowska, J. (2020) Cultural Factors and Performance in 21st Century Businesses. Hershey: IGI Global.
commisceo-global, (2024). Germany - Culture, Etiquette and Business Practices. [Online] Available at: https://www.commisceo-global.com/resources/country-guides/germany-guide [Accessed 15 January 2024].
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Infroduction

» The fraining presentation will majorly focus on the
German language along with its learning process.

» Providing an overview of this language, this
presentation will further proceed on the difficulties of
learning this language while explaining ifs politeness in
the business context.

» After exploring the impolite practices fo avoid, a
conclusion is provided.
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About the German Language

» German is a quite good language in the business
context, especially in the hospitality business.

» Being a West Germanic language, German is majorly
spoken in Western as well as Central Europe.

(commisceo-global, 2024)
» Germany, Liechtenstein, Ausiria, and Switzerland, including the ltalian territory

of South Tyrol, are the places where this language is mostly used by common
people fo communicate and it is official or co-official in these places.
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Difficulty in learning the German language

» German is primarily quite easy and this language
shares almost 40 percent common vocabulary with
the English language.

IS GERMAN
DIFFICULT?

However, there are a few cerfain problems where
learners have to face difficulties while learning
(Christiansen et al., 2020).

One such main difficulty is, that German words are a
bit longer and more difficult to memorise including the
pronunciation that is quite hard.

(commisceg-global, 2024)
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Politeness of the German Language in
the Business Context

» In the business field, especially in the indusiries of hospitality,
politeness is quite important and necessary where the use of
formal language as well as titles are quite crucial.

» During business communication, mainly at the fime of
communicating for the first fime or initial interaction, addressing
the other party by their surname is more approvable.

» The German language has that politeness naturally that gets
utilised by the speaker during any conversation or interaction

(Chrisfiansen et al., 2020} )
(commisceo-global, 2024).
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Impolite practices to avoid

» German language is quite fruitful in any business
conversation and it is also quite easy fo learn but there
are also a few impolite practices that one should avoid.

An individual is considered to not have a loud
conversation, especially in the hospitality business
confext while communicating with the guest
(commisceo-global, 2024).

Communicating quite loudly on the phone, especially i
with the customer is considered fo be very impolite and it (Chrisfiansen et ., 2020}
can affect the business process.
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Conclusion

German language is a very important language in
the business confext after English and therefore, it
was discussed in this presentation.

The language has a few difficulties fo learn but the
politeness it brings is quite necessary fo successfully
operate with customers.

However, it has a few impolite practices as well that
can be avoided to gain better productivity and
profitability.
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