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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	During my employment as a Food and Beverage (F&B) employee at Premier Inn Hotel I came across a troubling situation that highlighted the challenges related to cultural misunderstanding. There was a guest dining at our hotel and he seemed to be dissatisfied with the services. During his meal I noticed that he was continuously tapping his index finger on the table he had firm expressions that looked very unwelcoming. I observed him for a long time and interpreted his acts that he was frustrated or impatient for which I assumed that he was dissatisfied with the hotel services or about the quality of food.
Upon observing him for quite a long time I asked him if he needed something else or was dissatisfied with the hotel services. In response to it, the German guest gave me a weird look and started to finish his meal quickly so he could leave the hotel. The situation made me a little uncomfortable so I discussed it with my manager and supervisor who told me in German culture tapping a finger is not a sign of impatience or frustration. However, it shows that the person he the urgency or emphasis to communicate (Çadır, 2019). Also when I asked the German guest who reacted weirdly I investigated that Germans do not socialize easily and communicate to others. This delicate but essential cultural difference caused a misunderstanding between me and the guest which resulted in a misinterpretation of about guest’s feelings and intentions.
The following scenario highlighted the need to develop cultural sensitivity and awareness in the hospitality sector. As an employee in the hospitality sector, I need respect and learn about cultural distinctions and differences between me and my guests. I should avoid assumptions about guests' behaviours according to my cultural background which can lead to serious cultural misunderstandings and can cause guest dissatisfaction. The following scenario made me realize the need to develop skills and make changes in my behaviour to avoid similar cultural misunderstandings during my future employment years (Brett et al., 2020). I need to develop cultural competence and gain knowledge about the cultural norms, communication styles, and customs of guests from diverse backgrounds. As hospitality industry is the one which encounters diversity among guests (Pechlanee et al., 2016). I aim to enroll in training sessions about cultural sensitivity or do independent research to enhance my understanding.
Furthermore, I should develop an open-minded and curious attitude toward cultural differences and make assumptions and should not make conclusions according to my cultural background. To avoid any difficulty I should effectively approach the guest along with a sense of humility and curiosity. This allows me to actively seek and learn about cultural preferences and guest’s expectations. Moreover, I need to develop communication skills especially when I should understand non-verbal communication styles like facial expressions and body language (Bull and Frederikson, 2019). These skills allow me to effectively understand guests’ expectations and their preferences. That contributes to enhancing the overall service quality provided to the guest which in enhance their level of satisfaction
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words
The first cultural difference that occurred in the hotel was a language that the F&B employee could not understand what a German guest wanted, which therefore made him angry and received unfriendly treatment. Misunderstanding about a German guest's, finger tapping as a sign of frustration or impatience and it is a normal social cue for gaining attention (Polak et al. 2018).
Training plan (Why/What//Who/Where/When):
Objective 
This training plan aims to increase staff sensitivity to cultural differences so that they can appropriately interpret non-verbal cues for culturally appropriate responses. This will enhance the guests' satisfaction, decrease misunderstandings, and stimulate more diversity in the restaurants (Shepherd et al. 2019).
Why 
To improve the understanding of cultural differences among the staff to avoid misinterpretation of culturally sensitive signs and signals (Afsar et al. 2019). This will enhance the satisfaction of the guests, eliminate cases of confusion, and promote diversity and equality.
What 
The training program will cover:
1. Introduction to Cultural Competence:
· Advantages of cross-cultural management in the hospitality industry.
· Cultural differences and their influence on the service delivery.
2. Common Gestures and Their Meanings:
· A clear description of the meanings of some signs in different countries.
· Emphasis on those gestures that might be appealing to target clientele.
3. Effective Communication Strategies:
· Approaches to comprehensible verbal and non-verbal communication with guests from different cultural backgrounds.
4. Role-Playing and Case Studies:
· Group discussions and demonstrations through acts to show concepts that have been taught.
· Comparison and analysis of similar cases as an example of how it works in practice.
Continuous Learning and Feedback:
· Procedures for continued learning such as scheduled feedback sessions as well as follow-up classes.
Who 
· All the employees of the front of house in a restaurant such as waiters, hosts and managers.
· A shorter version for the back-of-house employees to guarantee everyone is on the same page.
Where 
· Training sessions will have to take place in the restaurant’s conference room.
· Engaging in drama and acting to mimic actual interactions in the dining area.
When 
· At least one month of online sessions in non-working hours to avoid interfering with the participants’ productivity.
· The sessions are planned to last for about 2 hours and the total will be 4 sessions for each participant.
With the help of this training plan, the staff will be able to embrace the concept of diversity and, thus, improve the overall experience of the guests. This approach eliminates the mentioned misunderstanding and indeed helps to be more sensitive and professional in future cultural relations
References:
Afsar, B., Shahjehan, A., Shah, S.I. and Wajid, A., 2019. The mediating role of transformational leadership in the relationship between cultural intelligence and employee voice behaviour: A case of hotel employees. International Journal of Intercultural Relations, 69, pp.66-75.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Accordingly, employing Gibb’s Reflective Cycle (Adeani et al. 2020), I will reflectively assess my perceptions of how cultural sensitivity is crucial in the context of the hospitality sector.
Description:
While I was working at one of the shifts in Premier Inn Hotel, I noticed one guest, who was tapping his index finger on the table and looked rather strict. At first, I attributed this kind of behaviour to annoyance or lack of patience. However, I later realized that in German culture, this is a good etiquette as a means of gaining attention. This realization led me to contemplate the importance of culturally competent service delivery to a diverse customer base.
Feelings:
Initially, a certain level of disorientation emerged as well as some nervousness or, at least, uncertainty regarding how one should react to what could be interpreted as dissatisfaction. When I realized the cultural factor I felt relieved that the guest was not offended but at the same time felt a bit annoyed at myself for mistaking it for offense. This made me realize how much I do not know about the different cultures that exist and how easily one might offend another person due to this.
Evaluation:
On a positive note, the students benefited from the mishap by learning a valuable lesson. It highlighted how cultural sensitivity should be valued and made me look for opportunities to enhance my knowledge of distinct cultural practices (Shotton et al. 2023). On the negative side, the initial misunderstanding might have hurt the dining experience of the guest if not corrected (Barnett et al. 2020). This scenario helped me to understand how quickly such misconceptions can happen and how they affect service delivery.
Analysis:
In this regard, this experience enabled me to understand that cultural sensitivity is important in the hospitality sector. A lack of understanding of gestures and behaviours may result in ineffective communication and customer dissatisfaction (Patel, 2024). I understood that the concept of cultural competence is effective not only in supporting guests but also in recognizing their cultural differences. This idea is consistent with the definition of cultural competence highlighted by Bennett (2004) and is understood as the capacity to communicate with people from other cultures.
Conclusion:
Thus, to develop I must attempt to enlighten not only myself but my co-workers about cultural differences in behaviors and signals. This can be achieved through; training, development, and learning. Thus, it will become possible to avoid such cases in the further and to improve the general picture of the dining process for the guests. Considering this one, I also learned the importance of being polite and tolerant to guests from other cultures.
Action Plan:
In the future, I would like to continue promoting the necessity of holding cultural competence training every few months at our restaurant. These sessions will include information about insults and offence in different cultures, and specific role plays. I will also ensure that I always look at the cultural practices of the frequent international guests in a bid to meet their needs better. Furthermore, I will promote open communication among employees to share insights and experiences associated with cultural interactions.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Using when speaking to guests, e.g.,
trinken?" (Would you like something to drink?)

In the German hotel industry, employees uphold professionalism,
providing attentive service while respecting guests' cultural
backgrounds.

Collaborative teamwork ensures seamless service across
departments.

Continuous training enhances skills and knowledge, enabling
staff to offer accurate information about hotel policies and local
attractions (Flubacher, 2023).

German ensures that employees understand the culture and
customs of the locals so that they can effectively provide
culturally competent services whilst meeting the needs of these
guests accurately.

Staff with good communication skills, with the ability to speak:
German language can be able to offer specific services, respond
to people’s questions/queries/complaints thereby improving
clients’ experiences.
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BENEFITS OF

MULTILINGUALISM

It boosts the capability of solving problems, being creative
and helps to improve memory and finally can help to
postpone the appearance of dementia (Grutman, 2019).

In a social perspective, multilingualism provide for
improved interaction and realization of diverse cultures
hence increasing empathy at the international platform.

It also adds to the richness of travel by providing more
possibilities to embrace a new culture.

It can help in cognitive, social, educational and career
benefits (Clyne, 2017).




