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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	As the sun dipped below the London skyline, casting a warm glow over Hilton Paddington's upscale dining area, I found myself navigating a delicate cultural encounter during dinner service with a distinguished Japanese guest. A reservation for a solo diner, Mr. Yamamoto, a Japanese businessman, added an air of sophistication to the evening. Seated at a corner table, he inspects the menu with meticulous attention, his choice reflecting a blend of traditional and contemporary Japanese cuisine. Intrigued by the challenge of providing an exceptional dining experience, I approach Mr. Yamamoto with genuine warmth and respect. His order included a selection of sushi and a miso soup, showcasing his desire for a well-rounded Japanese meal. The potential for a cultural misunderstanding arose when the miso soup arrived at the table accompanied by a spoon. Unbeknownst to me, in Japanese dining etiquette, miso soup is traditionally consumed by lifting the bowl to the lips and sipping directly, without the use of a spoon. The subtle deviation from this practice caused a moment of hesitation for Mr. Yamamoto. Sensing the unspoken discomfort, I decided to address the situation delicately. With a polite smile, I engaged Mr. Yamamoto in conversation, expressing a genuine interest in ensuring his dining experience met his expectations. Utilising a translation app, I inquired about his preferences for enjoying miso soup and whether there were specific cultural nuances I should be aware of. Mr. Yamamoto, appreciative of my attentiveness, explained the traditional method of sipping miso soup directly from the bowl. He emphasised that the use of a spoon, while acceptable in some settings, differed from the customary practice in Japan. Quick to rectify the situation, I discreetly arranged for a replacement bowl of miso soup, sans spoon, adhering to the traditional Japanese presentation. As the revised dish arrived, Mr. Yamamoto's expression softened, and a subtle nod conveyed his approval. The evening continued with a renewed sense of harmony, and Mr. Yamamoto engaged in conversation, sharing insights into Japanese dining customs, and expressing gratitude for my openness to cultural nuances. The initial moment of misunderstanding transformed into an opportunity for cultural exchange, enriching both my experience and Mr. Yamamoto's dining journey. As the dinner concluded, Mr. Yamamoto departed with a gracious bow, appreciating the sincerity and adaptability displayed during the evening. Reflecting on the encounter, I recognised the significance of cultural awareness, even in seemingly small details like the presentation of a bowl of miso soup. This scenario underscored the importance of embracing diverse customs during dinner service, demonstrating Hilton Paddington's commitment to providing a truly inclusive and authentic experience for guests from around the world. The lesson learned resonated beyond that evening, leaving a permanent mark on my approach to catering to the nuanced preferences of international guests. Reflecting on this encounter, I realised that such experiences not only enrich the guest’s journey but also contributes to my own cultural awareness. 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
In the vibrant industry of hospitality, acknowledging and respecting diverse cultural backgrounds is paramount. Our recent experience with Mr. Yamamoto has illuminated the need for a comprehensive training plan to foster cultural sensitivity among Hilton Paddington's food and beverage employees. This plan aims to create an environment where every guest feels understood, appreciated, and accommodated regardless of their cultural preferences. 
Training plan (Why/What//Who/Where/When):
Cultural Sensitivity Workshop 
I propose the implementation of a Cultural Sensitivity Workshop, equipping our team with the knowledge and understanding necessary to navigate diverse cultural preferences. Through interactive sessions, we will explore different cuisines, dietary restrictions, and the significance of ingredients in various cultures. 
Employees will actively participate in workshops led by cultural experts, providing insights into customs, traditions, and culinary expectations from different regions. These sessions will encourage open dialogue, fostering a deeper appreciation for the richness of cultural diversity. 
Guest Preference Inquiry Protocol 
Recognising the importance of personalisation, I suggest incorporating a discreet inquiry about guests' cultural preferences during the reservation process. This information will be recorded in our booking system, allowing us to tailor our service to individual tastes. 
To enhance guest satisfaction, staff members will be trained to delicately ask about dietary preferences, allergies, and cultural considerations during reservation interactions. This personalised approach ensures that each guest's unique needs are anticipated and met. 
Menu Transparency and Symbolic Representation
I recommend updating our menu to include symbols or brief descriptions indicating spice levels, unusual ingredients, or any cultural influences. This will empower guests to make informed choices aligned with their preferences.
The menu will undergo a revision to incorporate visual cues, making it easier for both guests and staff to navigate. Clear indications of potential spice levels and cultural influences will be included, promoting transparency in our offerings. 
 Feedback Mechanism and Continuous Improvement
To foster a culture of learning and adaptation, I propose the establishment of a feedback mechanism. Guests will have the opportunity to share their experiences, including any cultural considerations they find lacking. 
Regular team meetings will be scheduled to discuss guest feedback, creating a dynamic feedback loop. This process ensures that we continuously refine our services based on real-time insights, demonstrating our commitment to improvement. 
 Cultural Resource Library
I suggest creating a Cultural Resource Library within the hotel, offering quick references on various cultural practices, customs, and dining etiquette. This resource will empower employees to better understand and anticipate the needs of guests from diverse backgrounds. 
 A centralised library will be established, providing staff with valuable insights into the cultural intricacies of our global clientele. This resource will serve as a tool for ongoing education, fostering a more culturally aware and competent team.
By embracing these initiatives, we not only rectify past misunderstandings but also fortify Hilton Paddington's reputation as a hospitality haven that celebrates and respects the diversity of its guests. Through continuous learning and adaptation, we strive to create an inclusive environment where every guest feels at home, regardless of their cultural background.
References:
1. Harris, P. R., & Moran, R. T. (1987). Managing cultural differences. Butterworth-Heinemann.
2. Hutnik, N., & Gregory, J. (2008). Cultural sensitivity training: Description and evaluation of a workshop. Nurse Education Today, 28(2), 171–178. https://doi.org/10.1016/j.nedt.2007.03.012
3. Kowalski, S. (2023). Cultural sensitivity training: Developing the Basis for Effective Intercultural Communication.

















	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
Embarking on a journey as a food and beverage employee at Hilton Paddington has been a dynamic experience, marked by encounters that underscore the paramount importance of cultural awareness within the hospitality industry. The scenario with Mr. Yamamoto, a distinguished Japanese guest, serves as a poignant reflection point on my evolving, understanding of this crucial aspect of guest service. Initially, my perception of cultural awareness centred around acknowledging and respecting diverse backgrounds. However, the encounter with Mr. Yamamoto highlighted the need for a deeper understanding, extending beyond mere recognition. The pivotal question that arose was: How does one navigate the intricacies of cultural nuances to provide an authentic and seamless guest experience? Over time, I realised that cultural awareness is not a static concept but an ongoing process of learning and adaptation. The scenario with Mr. Yamamoto illuminated the dynamic nature of this understanding. I questioned my assumptions and recognised the importance of actively seeking insights into the specific preferences and customs of each guest, especially during dinner service where cultural nuances are more pronounced. The experience with Mr. Yamamoto was a catalyst for self-reflection, prompting me to question the assumptions embedded in my approach to service. Why did I assume that a spoon was the appropriate utensil for enjoying miso soup? How could I have proactively anticipated and addressed potential cultural differences before they became apparent? I learned that proactive communication is key in navigating cultural diversity. Instead of waiting for a guest to express discomfort, I could incorporate culturally sensitive questions during the ordering process. For instance, asking about preferred dining customs or any specific cultural considerations would not only demonstrate attentiveness but also prevent potential misunderstandings. The importance of this experience extends beyond individual interactions—it shapes the overarching reputation of Hilton Paddington as a culturally attuned establishment. A single cultural misunderstanding, if not addressed effectively, can impact a guest's perception of the entire dining experience. The question emerged: How does my role contribute to the broader reputation of the hotel, and how can I ensure that each guest feels understood and valued? This experience underscored the significance of adaptability within the hospitality industry. While maintaining the core of the hotel's offerings, the ability to adapt to the unique preferences of diverse guests ensures a truly inclusive and memorable experience. How can I balance maintaining the authenticity of the dining experience with the need to adapt to various cultural expectations? In conclusion, the scenario with Mr. Yamamoto propelled me to critically reflect on the evolving nature of my understanding of cultural awareness within the hospitality industry. It prompted a shift from passive acknowledgment to proactive engagement, from assumptions to inquiry. The importance of this experience lies in its transformative impact on my approach to service, emphasising the continuous learning required to navigate the rich tapestry of cultural diversity. Each interaction serves as an opportunity to enhance my cultural awareness, contributing not only to individual guest satisfaction but also to the broader reputation of Hilton Paddington as a paragon of inclusive hospitality.
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3. Fong, E. H., Catagnus, R. M., Brodhead, M. T., Quigley, S. P., & Field, S. (2016). Developing the cultural awareness skills of behavior analysts. Behavior Analysis in Practice, 9(1), 84–94. https://doi.org/10.1007/s40617-016-0111-6





















	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Benefits of Multilingualism for Hotel Staff

-+ Enhanced Customer Service: Ability to communicate with guests in their native
language creates a more personalised and comfortable experience.

i Global Appeal: A multilingual team makes the hotel more attractive to international
visitors, broadening its appeal in the global hospitality market.

+ Cultural Sensitivity: Multilingual staff are more likely to be culturally aware,
understanding the nuances and customs of diverse guests. (Hardy & Bobes, 2017)

- Effective Communication: Streamlines communication within the team, as staff
members can collaborate seamlessly despite diverse linguistic backgrounds.
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Importance of Language Awareness Skills

Navigating Modern European Languages - Spanish

« Widely spoken in Spain, Latin America, and parts of the United States. As the difficulty level is considered
moderately difficult for English speakers due to grammatical differences.

« Inabusiness context, formality is crucial, especially in initial interactions. Using titles and polite forms of
address is common. Punctuality is valued, and engaging in small talk before getting down to business is

seen as polite.

« In Spanish-speaking cultures, maintaining eye contact during conversations is polite. Using formal tities
and greetings like "Buenos dias" (good morning) is customary. Incorporating multilingualism and language
awareness skills in the hotel industry not only facilitates smoother communication but also elevates the
overall guest experience by fostering cultural understanding and demonstrating a commitment to
exceptional service.
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Communication etiquette

Politeness in Greetings -Understanding the appropriate way to greet guests in their language
demonstrates respect. For example, in Spanish , addressing someone with “Buenos Dias” sets a
polite tone.

Formality Levels -Knowledge of when to use formal or informal language is crucial. In Spanish,
addressing guests with “Usted “ or “Tu " depends on the context and relationship.

Cultural Sensitivity - language awareness includes knowledge of cultural taboos to prevent
unintentional offense. In Spain, for instance, using informal language too soon in a conversation
can be perceived as impolite in a business context.

Problem Resolution- Language awareness skills aid in resolving misunderstandings promptly. Staff
can ask clarifying questions in a guest's language to ensure accurate comprehension.

Expressing Empathy- Sympathising with guests in their language showcases genuine concern,
enhancing the perception of customer service quality.
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A multilingual concierge who speaks Spanish can assist Spanish-
speaking guests with recommendations for local attractions, dining
options, and transportation.

A Spanish-speaking staff member may greet guests with "Buenos
dias" and inquire about their stay preferences in a polite and formal
manner.

In a business meeting with Spanish-speaking clients, a bilingual
hotel manager can facilitate smooth communication and negotiation
processes.

Multilingual staff can effectively address and resolve issues that
may arise during a guest's stay, minimising frustration and ensuring
a positive overall experience.
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« In conclusion, multilingualism and language
awareness skills are invaluable assets in the hotel L] C O N C L_‘U
industry. They not only enhance customer service
and global appeal but also contribute to effective
communication and cultural sensitivity. For hotel
staff, understanding languages such as Spanish,
along with the associated cultural norms, can
significantly elevate the guest experience and foster

positive relationships in the competitive hospitality
industry.
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