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INTRODUCTION

Language plays a very crucial role for the business organisations dealing in different sectors or industries because the use of language mainly benefits them to grasp their subtleties of communication that could be lost in translation. Also, a great or detailed understanding of language can benefit a person or a business for performing effective communication with the individuals who belongs to different places or cultures (Ho, 2020). However, cultural awareness can be defined as an understanding of how individuals acquire their cultures as well as culture’s important role in personal identities, mental health, physical health and specific ways of life of individual persons or communities. The following portfolio is mainly aimed towards presenting a professional reflection in relevance to cultural misunderstanding, development of a proper training plan in accordance to the reflection as well as a student reflection. Also, all of the working will be presented on the basis of my level 4 placement which was at Hilton Double tree UK. 
MAIN BODY 
Component 1- professional reflection 

Cultural misunderstanding is usually taken as a major cause for the business organisations experiencing numerous issues, difficulties or challenges. The department of food and beverages is mainly known for fulfilling the responsibility of ensuring satisfactory or delightful experiences for the guests. Also, it can be said that the staff members working within the sector of food and beverage have strong chances of experiencing or facing issues in relevance with cultural misunderstandings with the guests or visitors (Lam, Cheung and Lugosi, 2022). In order to elaborate that how the cultural misunderstandings can happen or can be experienced by employees in food and beverage sector, the following information can be taken into focus.  As I already have a working experience of being a manager within the food and beverage department of Hilton Double Tree, I am able to elaborate or discuss experiences from my employment journey at the hotel. Apart from general working issues there were several experiences which were relevant with cultural misunderstanding. My own experience based on cultural misunderstanding with guests at the hotel have been discussed below while describing the whole scenario. 
Linguistic barriers: During my work experience, once a Chinese guest arrived at the hotel restaurant and he was not that much smart in speaking English and the workforce of food and beverage department at Hilton usually communicates in the English as a main language. Further, the guest opted for ordering a dish from the menu booklet, but due to the linguistic barriers and misunderstanding, the staff members of hotel misunderstood the request of guest (Buhalis and Cheng, 2020). Further, as an outcome of this the guest finally received a dish which was meat based instead of a vegetarian dish that are order by him. 
Diet preferences and etiquette: as it is believed that the practices of vegetarianism in china is not usual like the other nations, as a result of which the guest initially assumed the fact that the serving staff of hotel has understood their preference. However, the serving staff of hotel was totally unware about the cultural nuances made a self-assumption that the guest is wanting to order a meat based dish. Later on, the whole scenario lead to rise of uncomfortable, disappointed and unsatisfied feeling among the guests. 
Nonverbal communication or gestures: The Chinese guest also put efforts for conveying his order preference with the help of some gestures through his hands, but unfortunately the staff member misinterpreted them. And the staff member was not acknowledged about Chinese customs because of which he did not know the use and meaning of certain gestures. 
Service recovery: the Chinese guest was seemed to be polite in nature. However, he visibly seemed to be unsatisfied or disappointed. The guest did not made any direct complain but as a manager, I somehow noticed a certain level of discomfort on his face and his behaviour. I inquired about the whole scenario and he intervened (Makhmudov, 2020). Further, our staff members firmly apologised to the Chinese guest with offer of a replacement dish and it was ensured to them that this order will be rightly served to them. 

For reflecting upon this whole scenario, I should say that the scenario is a case of inconvenience which happened as a result of some main issues as well as inadequacy of employees that were conveyed in meetings or discussions. Also, I and my team had a discussion for this incident in our shift briefing. This also involved an understanding as well as discussion for the significance of cultural sensitivity or the role of effective communication. Additionally, in accordance to my own observation, I should state that it is essential for me to improve some essential skills such as negotiation, confirmation as well as communication which will ensure the avoidance of similar occurrences of scenarios in future.  
Component 2- Training plan 

In accordance to the above discussed scenario, it has been determined that it is essential for the managerial authorities of Hotel to develop or conduct a suitable training plan which must ensure that the staff members are equipped and proficiently trained for managing the occurrences of such scenarios or situations in the future. The management of Hilton Double tree decided to conduct training sessions in order facilitate the workforce with cultural training for all the employees (Buhalis and Moldavska, 2022). Additionally, according to my hotel placement at Hilton double tree. I can state a reflection on training plan for ensuring an avoidance of similar situations in the coming future. This training is mainly focussed on preventing the brand and its staff members from attempting such mistakes in the future as well as to effectively deal with this kind of scenarios. 
The training plan of Hilton Double tree initially involved a detailed schedule of frequent meeting or discussion sessions in order to teach or guide the employees with proper acknowledgement, understanding and learning. Initially, it is ensured that the workforce must be facilitated with enhancement of cultural intelligence which includes basic and simple knowledge or understanding in relevance with the beliefs, cultures, etiquettes, choice, thought process and preferences of different countries. However, the providence of this set of knowledge will be performed with limitation in choice of nations as the countries will be opted in consideration with number of visitors per county. For example, the hotel will study foreign guests and examine the major countries from where the guests are visiting the hotel. Also, the training plan will include facilitation of improvement in language learning skills which will be emphasised on enhancement of language skills for the working staff. Also, the development of these skills will again be limited to the choice of nations whose citizens are more likely to visit the hotel. By choosing some of the common or usual guest languages, the managerial authorities will be able to train the staff members for knowing the basic terms of different languages (Baresh, 2022). These terms will be related to practices of hotel.  This will clearly ensure effective communication, connectivity as well as development of an understanding among the guests and the staff members. Also, by developing an understanding and learning about the distinctive cultures and languages, the employees including the serving staff will be capable for understanding the statements, gestures, signs or reactions that are presented by the guests who visit the business Hotel Hilton double tree. Additionally, the training plan will include distinctive methods for training the staff members to have a significant level of empathy as well as become empathetic or attentive which can also be beneficial for the organisation for avoiding such misunderstandings in future. The development of training plan will initially be focussed upon facilitation of delightful and satisfactory guest experiences. 
Component 3- student self-reflection 

Gibbs reflective model is a framework which significantly benefits an individual by enabling him or her to describe their overall experience of learning.  The framework initially offers a structure including six different stages for the performance of examination for the experiences. Below is the presentation of Gibbs reflective model in accordance with my own experience of a student. 
Description: my overall project working was related with improvement of learning and acknowledgement for the significance of cultural awareness across the industry of hospitality. Additionally, the portfolio was mainly relevant with acknowledgement of cultural awareness as well as the role of distinctive languages in the industry of hospitality and food and beverages (Yu and Liu, 2021). By involving an elaboration of related scenario, the understanding and learning have been ensured much easier, understandable and relative delivery of learning outcomes.   
Feelings: in order to describe my overall feelings, I should state that I have gone experiences of mixed feelings while performing completion of this project. During the start of this project working, I lacked in my confidence level as I did not had effective knowledge for the actual meaning or significance of cultural awareness and language. Initially I considered this as a boring topic and I was nervous to perform academic working with others for a certain topic which I was not having any knowledge or expertise. However, later on I was encouraged enough as my interest towards the topic and study grew with time. This experience has certainly helped me for enhancing my confidence, understanding and acknowledgement which was enough for me to complete my project working in an effective manner and enhance my knowledge.  
Evaluation: for performing evaluation of my working experience, I should state that my experience involved both positive and negative situations. For instance, my project working lacked in accuracy, efficiency, communication, team working, timeliness and researching abilities. However, the increased dedication, efforts and persistency has majorly helped me to experience the positive outcomes such as increased effectiveness, growth, development coordination etc. 
Analysis: for analysing my experience, I should state that the unfavourable results or experiences took place because of my own incapability or inadequacy for putting needed dedication and maintaining consistency towards the work. However, the positive outcomes were outcome of focus towards continuous improvements which have certainly benefitted me for the development of better understanding in the field of topic or subject.  
Conclusion: In order to conclude about my experience, I can say that the project has majorly helped me to understand the significance of cultural awareness and its practices or need in the hospitality industry. Additionally, I should state that with the help of this project, my understanding and knowledge for cultural awareness and languages has grown over time. As a result of this, I found this project working a beneficial factor for my growth, professional and academic journey. 
Action plan: In order to describe the actions which I would take further. I will take help of these experiences and will effectively utilise my understanding and knowledge for the topic in my academic journey also I will put more efforts to further gain a deeper knowledge about the topic. This will also benefit me to attain a suitable job opportunity within hospitality or hotel industry or the particular sector of F&B. 
CONCLUSION

From the above portfolio, it has been concluded that language knowledge and cultural awareness plays a significant role for the companies that are operating in hotel or Food and beverage departments. Also, they are considered as an essential aspect for the individual working within the similar sector as well.  Along with a professional reflection on the scenario, developed training plan and a student self-reflection with an implementation of Gibbs reflective cycle have also been presented with detail in the portfolio. 
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