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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Cultural misunderstanding is a frequent occurrence all over the world. It often refers to the phenomenon of two or more individuals speaking the same language and yet failing to provide the same meaning or understanding differently (Christiansen et al., 2020). The experience may also tend to happen when different languages are spoken, and one of the persons, due to having a lack of in-depth knowledge with regards to the language being spoken, misunderstands the speaker. The experience I will relay here took place during breakfast service at Rossington Hall`s restaurant, the luxury venue of Doncaster, which is based in the United Kingdom’s food and beverage sector. I was working there as an employee for my Level 4 Placement, and observed a colleague of mine having a cultural misunderstanding with a guest. The customer was not very well-versed in English, and spoke in Spanish, which the member of staff was not properly familiar with. The client had requested room service and wished for their meal to be provided to their suite. The employee had mistakenly thought that the meal would have had to be prepared early and presented at a table, prior to the buyer arriving at the restaurant. However, after noticing that their order had not reached them in a long time, the consumer decided to find out what had happened, after realising what the situation was, had complained to our manager in regards to this. After profusely apologising to the guest, the Manager had asked me to form an extensive cultural and linguistic training plan in relation to how such incidents can be avoided in the future, for the benefit of both the workers as well as the clients. 
From the experience detailed above, it can be seen that cultural misunderstandings may occur due to a number of reasons. Two people's cultural experiences can shape their understanding of words (Maheshkar and Sharma, 2018). An instance of this is the fact that my coworker was not entirely hindered in understanding Spanish, nevertheless, they failed to understand what was meant. People frequently restrain themselves from asking for clarification regarding any confusion that they might have, due to the fact that they believe it may appear to be rude (Abramson and Moran, 2018). Nonetheless, fortunately, there are a wide variety of skills which can be learned for the prevention of similar happenings. Individuals such as my colleague and I require behavioural changes for this. That is inclusive of the ability to speak up and request for clarification each time it is required, with the development of confidence (Maheshkar and Sharma, 2018). Another strength that is needed may be attained through language-based tuitions and classes. Learning to be bilingual or even multilingual can help waitstaff cater more easily to consumers’ needs, in addition to acquiring communication skills for accurately interpreting body language (Christiansen et al., 2020). Yet one more will include the ability to understand other cultures separate from one's own, which can be obtained with the aid of visiting international destinations or reading books and research articles on the subject matter. 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Cultural misunderstandings have the tendency to happen when failure occurs regarding the concept of being adept at a language. Interpersonal issues could happen due to political conflicts or biased and unfounded generalisations (Deresky, 2017). The phenomenon of cultural misunderstanding which had taken place here included the failure of a hospitality venue employee to understand Spanish in a proper way, resulting in a client's wishes being unmet. 

Training plan (Why/What//Who/Where/When):
Owing to the linguistic barrier, a training plan has to be formulated thoroughly. A training plan can be described as being an outline of a system on the basis of the goals, content, and structure with relation to an individual’s learning requirements (Hampden-Turner and Trompenaars, 2020). The training plan in this case has to be made due to the grounds that the employees of Rossington Hall should be able to avoid mishaps of a similar nature as to the above-mentioned one, wherein they can readily understand what a client needs, regardless of whether there are any cultural or even language-based differences between them. That would allow them to become a lot more inclusive, and gain the capability of speaking and understanding many languages. As a direct result of this, the business organisation can come to be known as a diverse hospitality firm, thereby attracting more purchasers from a plenitude of demographics the world over. Its brand image would be improved, increasing sales, and generating a higher profit margin against its competitive rivals. 
Owing to the fact that the clientele base of Rossington Hall arrives from many places in the world, especially from the countries of Europe, and are eager to dine at its well-known restaurant, the following training plan should first include an assessment of the staff members’ language skills. Assessing individuals’ strengths can allow trainers to understand how much enhancement is required (Hofstede et al., 2010). That can be examined through short verbal and written tests based on a few of the most widely-spoken European languages, with special regards to Spanish in this case. The ones who are proficient at any of them can aid the others to practise conversing with them. For the reason of conducting an official training session, the Manager can hire a language expert and initially they would be paid to teach Spanish efficiently to the employee who failed to understand it. Employee language training sessions are a common occurrence now in keeping with the recent progressive developments related to sociocultural awareness (Deresky, 2017). Relating to this event in particular, I believe that the best time for the conduction of this training would be after the timings of the work. Special attention would be given to those who are comparatively weaker than others in modern European languages, and they are going to be given extra classes following their shifts. Training classes let employees acclimatise themselves with workplace cultures (Hampden-Turner and Trompenaars, 2020). The 8-month tutoring sessions will be held at the venue itself, in order to cover the cost of travelling elsewhere for greater distances and time spans.

References:
Deresky, H., 2017. International Management: Managing Across Borders and Cultures: Text and Cases. 9th Ed. Harlow: Pearson Education Ltd.
Hampden-Turner, C. and Trompenaars, F., 2020. Riding the Waves of Culture. 4th Ed. London: John Murray Press.
Hofstede, G., Hofstede, G.J. and Minkov, M., 2010. Cultures and organizations: software of the mind. 3rd Ed. New York: McGraw-Hill.
















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

Weighting: 25%

	Concrete Experience
Cultural awareness is a significant skill to be achieved as it allows employees to cater to the wants of the customers from all demographics. Concrete experience is the first stage of Kolb's Reflective Experiential Learning Cycle which helps one determine how an event occurred (Nedelko and Brzozowski, 2020). As a placement worker at Rossington, I received language training from a linguistic subject matter expert, who taught my coworkers and I the basic grammar of Spanish, Italian, French, German, and Romanian, including the customs of those countries, to ensure that we do not accidentally disrespect their traditions. I learned most of the fundamental phrases, questions, and how to answer them politely and formally in Spanish, such as, regarding dealing with bills, arranging appointments, and making reservations, among others. 
Reflective Observation
Over the course of eight months, the staff of Rossington and I were mostly taught Spanish, prior to the extension of the session for learning more languages. I had initially faced difficulty in grasping the nuances of Spanish, however, I gradually overcame that and would consider myself fluent in professional proficiency of the language. Previously, I knew the importance of cultural understanding, however, I had not realised how difficult it is to properly adapt oneself to another's culture. The UK and Spain have very different cultures, an example of which is that overall, Britishers tend to be more formal and serious than Spanish citizens (Moon, 2023). The negative aspect of the experience is that I have not understood the small cultural differences, like hand gestures, which create a lot of difference and may unintentionally hurt Spaniards’ sentiments. 
Abstract Conceptualisation
Without cultural awareness, it is impossible for hospitality staff to increase business and meet organisational objectives of accommodation services, by harming the feelings of individuals of various cultures (Cole et al., 2020). My understanding has changed drastically over time since earlier, I could only utter a few Spanish words. Now, I am able to explain easy concepts using the language. As a result of experience regarding my colleague's trouble with the language, I had understood the vitality of knowing languages apart from English for serving distinct groups of customers. 
Active Experimentation
The experience of the training session was important as it aided me in understanding the significance of knowing multiple languages as a hospitality employee. I came to realise that while I have mastered some aspects of Spanish, I need to gain more expertise and also understand the detailed customs of Spain, for being able to make guests from the nation feel more welcome. Cultural and linguistic understanding are both crucial for hospitality workers to know (Moon, 2023). I had unknowingly offended a guest from the nation-state by greeting them with a shorter and informal term for ‘good afternoon’ rather than the longer formal phrase. Learners can alleviate their understanding through tuition, training, books, and relevant videos (Nedelko and Brzozowski, 2020). I will also use mobile phone applications that can teach me regarding the language and cultural differences. Through that, I can perform my work more effectively in similar situations in the future.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%

	[image: https://lh7-us.googleusercontent.com/nnjyuGFKx0UyubJFj_trRlKSb6oeu8zKtinB2cx-p1U6unuonQb6IzlgQIiKSwUGBiabH6OMib6XATRM1UA2mW5HQ2ruWiTeBRJqVWNi6DINY3fGv_e9_7YumMCSc3LPyo8tqoxy2h-EPtoES7NKDDU]
The language which has been selected for the presentation below is Spanish. It is spoken majorly by Spaniards, that is, those who are legal residents of Spain (BBC, 2024). The advantages of multilingualism, significance of language awareness strengths for hospitality employees, and polite behaviour within a business context would be discussed.
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Multilingualism is known as the capacity of organisations, societies, and individual people to engage with two (bilingual) or more languages in their daily lives. One major benefit of this is that it allows people's perspectives to widen as they learn several languages for the purpose of interacting with persons from different cultural groups (Gramling, 2021). Visiting places and asking basic questions with regard to searching for one's hotel or dealing with phone calls becomes much easier as a stranger in an overseas country. An example of this phenomenon can include learning Spanish alongside German, in addition to already knowing English.
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Accommodation, transport, and restaurant staff should be aware in respect to multiple languages. Regarding multinational companies, it allows leaders, managers, and subordinate employees to converse with one another despite being in different countries (Yurur et al., 2021). The staff of Rossington Hall and its restaurant can fulfil customers’ needs without them complaining to the manager of the hotel. For each individual employee, if one knows more languages than their fellow monolingual group members, it provides them with a competitive edge, making way for promotions and raises. Cultures can be converged while they use World Host guest service policies to aid global visitors.
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The language chosen for this report is Spanish. It is the national language of Spain, and originated during the Romantic Era (Risager, 2021). The language is known to have evolved from Latin. Since many European countries, including Spain, had colonised a lot of places, Spanish is spoken in many destinations, involving quite a few South American nations. The United Nations uses it as an official language, while many schools in North American countries offer it as a second language or an elective. All languages require time and effort to master, nevertheless, for English-speakers, Spanish is not too difficult.
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Instances of culturally polite behaviour in hospitality businesses include situations when hotel labour forces, like those at Rossington, are able to accurately greet customers from different countries based on their customs, as opposed to those of the UK itself. One example of a linguistically impolite behavioural action occurs when members of the workforce are reluctant to understand what a consumer means to explain in their mother tongue (Della Porta, 2020). Hospitality employees being unwilling to learn other cultural norms and national languages as a result of such an event is one more instance of behaviour that is not polite.
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Multilingualism lets people navigate their way around new countries. Hotel staff can raise business prospects by speaking to customers of various nations with the aid of their mother tongues. Spanish is spoken in many nation-states, and is generally not hard to learn. Polite and impolite behavioural instances were discussed above. 
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