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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	I was working at the breakfast buffet at the Premier Inn Canterbury city centre on a busy Saturday morning. A British family of four came to get their breakfast. The father spoke to me asking where they could pay for their meals. Since English is not my first language, I struggled to understand him clearly due to his accent. I pointed to the counter where staff were taking payments but could not verbalize it properly. The man looked confused by my response and repeated his question. Again, I struggled to find the right words in English to direct him to the payment counter. By this point, other guests were waiting behind the family in the queue. Feeling pressure to respond quickly, I simply pointed and nodded to the general area where payments were being made. Unfortunately, this just added to the confusion rather than clarifying where they needed to go.
The family had a frustrated expression, likely due to the language barrier preventing effective communication. One of their children pulled on the father's arm seeming to want to start eating, which added more stress to an already difficult situation. I could sense the family's rising annoyance at not being able to pay for their food promptly during our busy breakfast service.
Witnessing this cultural misunderstanding highlighted areas for me to develop my communication skills when assisting international guests. As someone working in the hospitality industry, clear communication is key to delivering excellent customer service experiences, especially when language barriers exist (González-González and García-Almeida, 2021). Going forward, there are a few things I aim to improve on. Firstly, practicing simple English phrases that are likely to be useful in situations guests frequently ask, like directions to pay or where facilities are located (Ho, 2020). Having pre-prepared sentences will boost my confidence to respond quicker when under pressure. Secondly, I aim to use more non-verbal communication such hand gestures or physically guiding guests when language difficulties arise. This can help overcome limitations from an imperfect grasp of vocabulary or accents. Making eye contact and smiling also builds rapport to put international guests at ease. Lastly, I will have note cards with visual aids prepared in advance for common questions. For example, a diagram of the hotel floor plan near the payment counter. This provides an additional visual clue rather than relying solely on difficult-to-understand verbal explanations. Doing so will help prevent distressing experiences for international guests and minimise cultural misunderstandings. Increasing self-awareness of where my English communication skills are lacking, and proactively planning for solutions, will empower me to ensure premium service standards for all guests. Continuous learning and adapting intercultural skills are vital for careers in international hospitality (Sonia et al. 2022). With concerted effort to enhance practices, experiences like the cultural misunderstanding with the British family can be avoided in future.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding. 
The cultural misunderstanding occurred when an English family arrived for breakfast at the hotel buffet. As the staff member's first language is not English, they struggled to understand the father's question about where to pay due to his accent. They were unable to clearly communicate the payment location to the family, which caused frustration and confusion for the guests. The inability to effectively assist international guests highlights the need for improved English language skills among staff.
Training plan
Why?
The hotel sees a large number of international guests on a daily basis. According to Shen, Qian and Chen (2020), effective communication is critical to delivering excellent customer service but language differences can negatively impact the guest experience if not addressed. A structured English training program for all employees is necessary to prevent cultural misunderstandings from reoccurring (Tenzer, Pudelko and Zellmer-Bruhn, 2021). It will help staff interact confidently and understand international guests' needs.
What?
The one-hour weekly lessons will take place during slower shifts to not disrupt operations. They will focus on learning vocabulary and conversational skills pertinent to roles in departments like front office, housekeeping, food and beverage where customer interaction occurs. Interactive activities like role plays will allow staff to practise checking in guests, taking reservation requests, giving dining or directional information and more (Rabiul et al. 2023). Visual aids with images and graphics explaining hotel facilities, amenities and services will also be covered as alternate communication tools for when language barriers surface. Key takeaways will be retained through repetition.
Who?
All current employees whose roles involve assisting customers both internally and externally will participate in this mandatory training program. This includes front desk agents, servers, cleaning attendants, maintenance technicians, anyone dealing directly with guests. Even staff who do not typically interact with visitors could benefit from improved English abilities. New hires will also complete it as part of their on-boarding process to ensure comprehensive coverage.
Where?
To make the training accessible to all employees across various shifts, the weekly one-hour sessions will take place in the staff lounge area onsite. This centralized location is quiet, practical and convenient without disrupting daily operations in other departments. It allows classmates to easily gather from throughout the hotel property.
When?
The program will commence next month and run regularly thereafter on the same weekday each week, such as Mondays during the afternoon slow period. Setting it up in this way every time lets staff plan their schedules ahead of time. Long-term lessons that are repeated at least once a week help students remember the language ideas better and improve their customer service.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Introduction 
Using Gibb's reflective model of experience learning, this reflection looks at how I misunderstood an English family at breakfast to improve my cultural competence as a service worker. The interaction showed that there are problems with speaking well with guests from other countries and that global understanding needs to be improved through practice and assessment.
Description 
A father, his wife, and their two children came up to me at the table on a busy Saturday morning and asked where they could pay for their food. English is not my first language, and his strong regional accent made it hard for me to understand what they were asking. The man looked confused when I pointed to the window where I could pay. Because I was not sure of the exact words, I was unable to provide them more information, which made things even more confusing for the family as they waited in line with other customers. The family could tell I was having trouble communicating because their young child was pulling on their father, eager to start eating. It was reasonable that my anger was building, but it could have been avoided if I had been more fluent in the language and culture.
Feelings 
Seeing the family's anger made me feel terrible because I realized I let people down by not doing what I should have. I was stressed because I had to solve the problem quickly, but my quick answers made things more difficult. Their obvious anger made me think of how important it is to understand travellers from different backgrounds and be able to help them without any problems, even if they did not speak the same language. My failure gave me a strong drive to improve the skills I use to provide excellent service across countries. But because I had never studied other cultures before, I felt overloaded, which showed me where I needed to improve professionally.
Evaluation 
This event showed me how badly I needed to improve my international speaking skills as a field worker for global clients. Poor language skills made it harder to provide premium experiences (Manoharan et al. 2021). While continuing to improve their language skills, there were bigger problems with how they were serving a broad group of customers by understanding their cultures. A surface-level understanding was not enough. To improve international understanding, cut down on misunderstandings, and build better customer relationships in the future, more review of conversations was needed (Chanwanakul, 2021).
Analysis 
Using Hofstede's cultural factors model to evaluate this event showed that it could be used to teach. The family had high expectations for speed, which is typical of Western cultures that put a high value on getting things done. My failure showed that I was not concerned enough about how culture standards affect interactions that need to be clear in different settings. Further research stressed the need to understand the cultural identities of tourist locations to be sensitive to the needs of a wide range of people. Utilizing international frameworks made me better prepared to deal with new situations by seeing them from other people's points of view. Being more self-aware and patient led to realizing that emotional responses were caused by perfectionist habits.
Conclusion 
This experience emphasized the importance of understanding other cultures and communicating well as skills needed in the service industry. International buyers should be treated with care and help, no matter what their characteristics are. As the event showed, this knowledge is not full. To improve cultural intelligence, it is necessary to be humble, keep learning, and be exposed to different points of view. To meet the needs of a tourist business that is becoming more diverse, expertise and quality of service can only keep getting better by closely examining their flaws. Going forward, developing my skills proactively will make me better prepared to represent the brand of my job through welcoming customer service.
Action plan 
· In addition to reading English, I will read about other cultures, work with international coworkers on a regular basis, and attend workshops on cultural sensitivity.
· While I am on service, I will keep a patient, solution-focused attitude, and using clear nonverbal communication can help me get past language barriers (Rachmadian, 2020). 
· I am going to make a “phrase book” with common phrases for hospitality and pictures of places that support inclusive service recovery. 
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Benefits of Multilingualism in the Hotel Industry
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	English Language Etiquette in Business Context
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