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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Cultural refers to the concept which includes all the social behaviours, norms, and institutions that are found in human societies, beliefs, laws, customs, and arts of an individual living in those groups. Culture can change from person to person and within a distance of a few kilometers only. Cultural misunderstanding refers to the accidents in which the differences between different cultures lead to certain conflicts or mistakes.

Figure 1: Cross-cultural misunderstanding
(Source: BlueStream Marketing. 2013)
The situation can be understood with the application of a scenario that I witnessed in the last week of my placement at Rossington Hall in Doncaster. I have chosen the scenario in which Alex was a waiter in the hotel and worked at dinner time. At the time of working, Alex faced a cultural misunderstanding with the guest at the hotel. While Alex was working, one of the guests requested a dish that was traditionally prepared with a certain type of meat (Rustamov and Mamaziyayev, 2022). The guest was from a different culture in which there were certain dietary restrictions based on religious beliefs. Therefore, people from such cultural backgrounds are not allowed to consume that kind of meat. However, due to the language barrier as well as a lack of awareness of the guest’s cultural background, Alex served the dish as requested. When the guest realised his mistake, he expressed his dissatisfaction with the hotel. 
In the chosen scenario, I have understood that cultural misunderstandings arise due to the lack of awareness on the part of Alex on the dietary restrictions of the guests based on their cultural and religious beliefs. Moreover, the issue was complicated more due to the language barrier which complicated the entire communication between Alex and the guest because even the guest was unable to communicate the specific restrictions to Alex clearly in the first place. Cultural misunderstandings in the Food and Beverage industry are common and can arise from differences in dietary practices, languages, and customs as well. As a server, Alex needs to be sensitive to the backgrounds of the guests so that they can offer inclusive and satisfactory services or dining experiences to the guests (Tursunovich, 2023). Therefore, this requires individuals in the Food and Beverage industry to develop cultural competence. This requires understanding and respecting the values, preferences, and beliefs of different cultures. 
Additionally, from the scenario I have witnessed, I have realised Alex needs to develop several skills and changes in their behaviours. These skills have been defined as follows:
· Cultural competence: These are the primary skills that can prevent any misunderstandings in the future. Individuals like Alex need to educate themselves on different cultural practices. This can include attending training sessions and reading literature as well.
· Effective communication: This is a common skill that is required in every field. However, improvement of language skills is considered essential so that communication with guests from different backgrounds can be enhanced. This can include learning basic phrases in different languages and being able to use non-verbal cues so that clear communication can be ensured (Galante, 2022).
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
The training plan has been created based on the above cultural misunderstanding scenario.

Training plan (Why/What//Who/Where/When):
The plan has been discussed as follows:
Objective: The objective of the training plan is to equip the Food and Beverage team at Rossington Hall with the required skills and knowledge so that cultural misunderstanding can be prevented and navigated at the same time. The training plan aims to enhance the dining experience of the guests regardless of their diverse cultural backgrounds (Irkinovich, 2022). 
Training components: The current training plan will include the following components as a part of the plan:
Cultural competence workshop: This aspect requires the company to conduct a comprehensive workshop which the cultural competence expert and consultants will lead. These experts will cover different topics like understanding cultural dimensions, recognition variation in dietary practices as well as fostering a culturally sensitive environment. 
Language skills: This aspect of the training program will offer language training sessions which are emphasised basic phrases such as greetings and order taking which are spoken commonly in different languages as per the guest demographics of the hotel (Kim, 2020). This will include the company's leading practical training sessions like role-playing exercises so that real-world situations in which language barriers might lead to misunderstanding can be stimulated. 
Diversity and inclusion training: This is the most vital aspect of the training plan in which diversity and inclusion training will be integrated into the regular staff development programs offered by the company. The focus of this plan will be on the creation of a welcoming environment for all the guests from different cultural backgrounds. 
Effective communication: This part of the training will focus on enhancing the communication skills of the employees (Dubreil, 2020). In this, training on effective communication strategies and active listening will be offered.  
Implementation of the plan: The training plan will be implemented through following the steps described below:
· The first step will be to schedule the workshops and training sessions so that the availability of the team can be accommodated.
· The next step is to utilise a mix of people and online training methods so that the accessibility of all the staff members can be ensured.
· At last, the team members will be encouraged to share their experiences as well as opinions so that a collaborative learning environment can be fostered.
Assessment of the plan: Rossington Hall must conduct periodic assessments so that the effectiveness of the training can be measured. The company can also collect feedback from employees and managers so that different areas of improvement can be identified, and further training programs can be customised accordingly.
Continuous improvement: Open Dining can establish a system through which it can create ongoing competency training and incorporate new insights and best practices in the hotel. The company also must regularly update the training materials so that it can stay competent with the dynamic cultural aspects (Saydakhmetova, 2020).
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Throughout my learning in this module, I have realised that cultural understanding has a huge significance in the Hospitality Industry. The understating has evolved through various experiences which have encouraged me to critically reflect on the importance of cultural sensitivity in this field. My reflection with the application of the Gibbs Model of reflection is as follows:
[image: ]
Figure 2: Gibbs reflective model
(Source: Jonathan Gibbon. 2019)
Description: This step is associated with describing the situation that has happened in the first place (Onishchuk et. al., 2020). My understanding of cultural awareness initially in the hospitality industry was only limited to surface-level factors like common greetings. My interactions were majorly based on the avoidance of cultural misunderstanding rather than embracing diversity to offer a better guest experience. 
Feelings: In this step, the feelings or thoughts had at the time of experience are explored and how they have impacted the overall experience are explored. I felt a sense of responsibility however, I was overwhelmed by the prospect of catering to different cultural needs. As I have encountered challenges, the realisation of the importance of cultural awareness beyond etiquette has grown even more.
Evaluation: This step aims to evaluate what worked and what didn’t work in the situation. It includes analysis of positive and negative aspects. Over time, my prospects for the situation evolved as I encountered diverse scenarios in the food and beverage industry. I began to appreciate the impact of culture on the experiences of guests as well as their satisfaction with the hotel company.
Analysis: This step aims to make sense of what has happened in the overall experience (Makhmudov, 2020). Through the management of a diverse team of people as well as attending to an international clientele (considering the example of Alex), I have learned that cultural awareness is not only about avoiding downfalls but is also associated with a strategic approach so that guest experiences can be enhanced. Moreover, I have analysed that understanding cultural nuances has become more critical in the adaptation of communication styles, marketing strategies as well as delivery of services.
Conclusion: This is the next step, in which a conclusion on what has happened is made. The overall experience has highlighted the dynamic of cultural awareness as well as the integral aspect of the hospitality industry. The identification of the different needs of cultural groups and individuals has allowed us to customize the services accordingly.
Action plan: This is the last step, in which steps that can help in enhancing learning are led (Ho, 2020). From my experience, I have committed to continuous learning and staying updated on cultural trends so that the evolving needs of diverse guests can be adapted. I will also try to actively seek feedback from the guests I will be serving and the team members I work with so that I can identify areas for improvement in cultural responsiveness.
For example, a Japanese guest preferred a more private and serene environment. By recognizing this cultural preference, the company ensured their accommodation was in a secluded area, leading to a positive and memorable experience.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Introduction

» Cultural diversity: ethnicity, language,
customs, traditions, values, and religion.

» Multilingualism refers to the ability of
individuals to speak, use, and proficiently

understand different languages.
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Language awareness skills for hotel staff:
« Communicate more effectively with a diverse client base.
« Understand the cultural preferences, nuances, and expectations of guests.“\

« The guests feel more comfortable and welcomed when they are addre

their languages.
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Benefits of multilingualism

o It is a skill that makes the hotel staff
cater to different guests who speak
different languages can broaden the
market reach of the hotel and attract a

more diverse client base.

o The staff who have multilingualism

Expensive

skills can offer a more customised Commodity

experience which can make the guests

feel more valued.
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Exploring a modern European Language- S )

« The language is spoken in Spain, Latin America, and the
United States

o Spanish is considered to be moderately challenging.
However, there are widespread resources which are available

to the learners.

« In the Spanish Language, formality is considered essential.
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Language Etiquette in the Hospitality Industry

Mastering the language etiquette is critical to offering
exceptional services as well as fostering positive guest

experiences.

Effective communication goes beyond linguistic proficiency

and includes cultural sensitivities as well as politeness.

The hospitality staff has to be aware of the cultural differences

in their communication with guests.
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Language Challenges in the Hospitality Industry

Some of these challenges can include the
following:
o Guests from different linguistic

backgrounds

« Misinterpretations due to language
barriers can lead to confusion,

dissatisfaction, or even conflicts.
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Conclusion

» That language is a key to unlocking the highly positive guest
experience in the hospitality industry.
» Multilingualism can enhance the skills of employees so that they

can offer a memorable experience and services to guests from

around the world.




image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





image2.jpeg




