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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	When I was working as a front desk employee, it was difficult for me to understand the international employees, as they tried to speak mostly in their native language and expected me to understand them and assist them, day's passes and the customers found it difficult to communicate. The same thing when I interacted with a Japanese man. In Japan, it is a tradition to bow down when you greet someone (Fukushima, 2017), and they are more fluent and much more relying on their native language, so when I greeted them with a handshake, the man immediately turned red, as he was quite aged and expected me to bow in front of him, instead I preferred handshake, he immediately reported the management about being misbehaved. Then I informed the management about the whole scenario that happened later today and informed the hotel management about how difficult it is to manage non-English customers (Gerdt, 2019), as it was disturbing our hotel’s performance. The committee on the very next day ordered that all the staff members be given training to learn Japanese gestures to meet and greet their customers, as this will help in maintaining a friendly environment between the staff and the customers. Firstly, it was quite difficult, as Japanese is a no easy language to speak (Clancy, 2017), but was interesting to learn something new, something which was out of context, but later when the language and gestures became a part of our daily life I become quite comfortable and also the staff members become more confident when it comes to meet our international or native customers, as the customers feel joyed to be communicated in their native language. The training was arranged to teach a few of the gestures while I was interested in learning some of the key skills so that the conversation would be fluent and the customer could easily communicate and describe their need. Further while learning the Japanese gesture I took an interest in their culture and history, their food items (i.e. most eaten and favourite dish of Japan). So when the very next man visited the hotel again, he was surprised when he was received as per the traditions of Japan. Not only this, the man was given personalised services by Japanese tradition and cultural aspects, which not only impressed him but also, he appreciated and fully expressed his gratitude towards the hotel services, due to the efforts of the hotel management it was seen that more and more Japanese showered their interest in visiting the hotel again as they all felt comfortable when being treated with their native and cultural things. Furthermore, I also learned how to write Japanese as this provided much ease in communicating with people, as they leave gesture notes while departing from the hotel. I now intend to learn a new language to serve other nations' native people, as this will not only help me in increasing my knowledge but also the technical skills in making my guests and customers more comfortable, and to better their needs and difficulties they face during their stay.
References:
Clancy, P.M., 2017. The acquisition of Japanese. In The crosslinguistic study of language acquisition (pp. 373-524). Psychology Press.
Fukushima, S. and Sifianou, M., 2017. Conceptualizing politeness in Japanese and Greek. Intercultural Pragmatics, 14(4), pp.525-555.
Gerdt, S.O., Wagner, E. and Schewe, G., 2019. The relationship between sustainability and customer satisfaction in hospitality: An explorative investigation using eWOM as a data source. Tourism Management, 74, pp.155-172.

	
Component 2: Presentation

Weighting: 25%
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	Introduction
[image: ]
· Adding Swedish services is not just a show of support; it is a strategic choice. 
· People from all over the world love to visit Sweden, and the number of Swedes going to London has been slowly rising. 
· At Diversity Hotel & Spa London, they offer a range of services to make sure that Swedish-speaking guests have a unique experience.


	Language Overview
[image: ]
· When working in a hotel, using polite Swedish words and greetings could make the whole experience for guests much better (Barčot, 2020). 
· Not only should you say "thank you," but you should also say "good morning" or "Tack så mycket" (thank you very much). 
· By teaching the employees these words, they can make the workplace friendlier and show the clients how much they value their business (Clyne, 2017). 


	Politeness in Business Context
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· Using nice Swedish greetings and words in the hotel business could make the whole experience for customers a lot better. 
· Saying "God dag" (good morning) or "Tack så mycket" (thank you very much) is a good way to show respect and thankfulness along with saying "thank you." 
· Teaching our employees these phrases, can make the workplace more friendly and show our customers how much it value their business (Duff, 2015). 


	Multilingual Benefits in the Hotel Industry
[image: ]
· For a business to be culturally aware and open, it needs employees who can speak more than one language. 
· The company is very good at dealing with the complexities of several languages, which shows that they are very aware of cultural differences (Žerajić, 2019). 
· Because it is flexible, Diversity Hotel & Spa can make people from a lot of different cultural groups feel welcome and at ease. 
· It creates an atmosphere where every client feels valuable and loved in this way (De Carlos et al., 2019).


	Language Awareness Training Program
[image: ]
· Because of the Language Awareness Training Program, the staff will be better able to meet the wants of all of our foreign clients. 
· The goal of this project is to give our workers the communication skills they need to do their jobs well because it is true that language plays a big role in making customers happy. 


	References (no screenshots):
Barčot, K., 2020. THE EFFECT OF MULTILINGUALISM ON PERSONALITY (Doctoral dissertation, RIT Croatia).
Clyne, M., 2017. Multilingualism. The Handbook of Sociolinguistics, pp.301-314.
De Carlos, P., Alén, E., Pérez-González, A. and Figueroa, B., 2019. Cultural differences, language attitudes and tourist satisfaction: A study in the Barcelona hotel sector. Journal of Multilingual and Multicultural Development, 40(2), pp.133-147.
Duff, P.A., 2015. Transnationalism, multilingualism, and identity. Annual review of applied linguistics, 35, pp.57-80.
Žerajić, A., 2019, June. Intercultural management and the importance of foreign languages in the modern hotel industry. In Tourism International Scientific Conference Vrnjačka Banja-TISC (Vol. 4, No. 1, pp. 360-377).

	Component 3:

LIVE PRESENTATION (no links need to be submitted here)

	Component 4: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	Sweden is renowned for its unique design, geography, and history. People around the globe wish to visit this country, but Swedish people are interested in visiting London. To welcome and entertain Swedish people, a little know-how about their greetings and gestures is required for the hotel industry as I analysed by the presentation. The reflection model is used for the guidance (Renzulli, 2021), analysis and training of one's personal experiences and for further improvement. For the study of reflection, the Kolb model of reflection was used. The model emphasizes four basic steps:  concrete experience, reflective observation, abstract conceptualization, and active experimentation. 
Concrete experience:
Communication proves to be a key skill for an employee (Pearson, 2017), as he/she is the one who has to interact first with the guests. Adopting the cultural and lingual skills of other nations provides and creates a mesmerizing experience for employees and develops a friendly environment within the business premises. I learn that in some cultures, it is considered inappropriate to address directly or be frank. Learning the Swedish language and gestures proves to be beneficial for hotel management as more and more Swedish people are seen coming and attracted towards those organisations where they are welcomed and addressed in their native way (Ekstrom, 2021). 
Reflective observation:
I further learn that by using body language, small gestures in the native language and symbols provide meaning in a conversation. Therefore a cultural cooperative is required to train employees about key elements of different cultures (Hargreaves, 2021) and let them know how to meet and greet by using different languages. Although international customers avoid these such sort of errors these such things are required by the management to pay respect to their guests. 
Abstract conceptualism:
In the beginning, things seem to be quite difficult, as I needs to adapt and learn a different language, so there is a possibility of making errors and mistakes while pronouncing and using those gestures in your routine. When using those cultural gestures in front of native customers, it will leave an everlasting impression on them, and both the customer and employee will feel confident in speaking, listening and communicating making the customer feel how much they are valued. To overcome the situation, I learned that employees having multilingual skills are hired so to overcome the complex obstacles. 
Active experimentation:
Further I learned that, hiring employees that are multilingual helps in assisting the international clients and tourists especially those that are unaware of the English language, and helps the guests in fulfilment of their needs and expectations. By opting these strategies the hotel readily welcomes individuals belonging to different nations as they possess the ability to entertain their guests as per their expectations. Further, the communication skills of the employees are made better and improved as language plays a crucial role in satisfying the customers as per their needs. Further, it enhances awareness of other cultures and makes travelling easier and comfortable.
References:
Ekström, M., Patrona, M. and Thornborrow, J., 2018. Right-wing populism and the dynamics of style: a discourse-analytic perspective on mediated political performances. Palgrave Communications, 4(1), pp.1-11.
Hargreaves, A., 2021. Teacher collaboration: 30 years of research on its nature, forms, limitations and effects. Policy, Teacher Education and the Quality of Teachers and Teaching, pp.103-121.
Pearson, J.C., Nelson, P.E., Titsworth, S. and Harter, L., 2017. Human communication (p. 416). New York: McGraw-Hill Education.
Renzulli, J.S., 2021. The enrichment triad model: A guide for developing defensible programs for the gifted and talented. In Reflections on gifted education (pp. 193-210). Routledge.
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