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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	 While working as a Food and Beverage employee at the restaurant of the Glasgow Marriott Hotel, I experienced a cultural miscommunication with a Polish guest during dinner service. The guest, who has a weak knowledge of the English language, requests a dish that is not listed on the menu, trying to explain it using imperfect English. Although I have made considerable attempts to understand the guest's desire, I am facing difficulties owing to the language barrier. Consequently, I inadvertently serve a dish that fails to meet the guest's expectations, resulting in their irritation and disappointment.
The cultural misunderstanding arises from the linguistic barrier and disparities in communication patterns between the English and Polish languages. The guest's limited English proficiency poses a challenge in effectively communicating their culinary preferences and expectations. Furthermore, my limited expertise in Polish language intensifies the confusion, as I find it challenging to comprehend the guest's explanation of the preferred food. Due to the restaurant's busy atmosphere, I did not consider utilizing a translation program or displaying any images from the internet to assist the customer at that moment. I acknowledge that I made a rookie error due to my rush and lack of complete focus. I assure you that I will take measures to ensure that such occurrences are avoided in the future.
To avoid future cultural misunderstandings, I recognise the necessity of acquiring specific competencies and implementing behavioural modifications such as:
Enhancing my linguistic skills, namely in Polish, is essential for efficient communication with guests who may possess low English ability. One can accomplish this by enrolling in language courses, utilizing online resources, and engaging in practice sessions with coworkers or language partners. Currently, language exchange is taking place in my workspace. I always strive to stay informed and possess at least a rudimentary understanding of different languages, as my career must grow.
Since then, I have extensively studied Polish culinary culture to comprehend its defining characteristics. As a Romanian, I assume that we share a tight connection to gastronomic culture, although there are significant variances among us. Acquiring cultural sensitivity and empathy for guests from various languages and cultural origins is crucial for comprehending their viewpoints and preferences. This means participating in active listening with guests, demonstrating empathy towards their communication difficulties, and endeavouring to overcome the language barrier via patience and comprehension.
Utilizing efficient communication tactics, such as employing visual aids, employing simplified language, or utilizing translation tools, can enhance the clarity of communication with guests who possess limited proficiency in the English language. Moreover, soliciting aid from coworkers who are fluent in other languages or utilizing translation applications may help in the precise comprehension of guests' inquiries and guarantee the fulfilment of their expectations.
Engaging in cross-cultural training programs can augment my consciousness and comprehension of cultural disparities in communication styles and preferences. These programs offer valuable insights into successful ways of surmounting language difficulties and promoting positive interactions with guests from various cultural backgrounds.
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
The language barrier posed a cultural challenge, and as a result, training in cross-cultural communication will be offered in the future.

Training plan (Why/What//Who/Where/When):
To guarantee outstanding service and efficient communication with customers of all cultural backgrounds, all personnel at our Level 4 Placement Hotel must possess proficient cross-cultural communication abilities. The objective of this training plan is to equip staff with the essential information and resources to manage cultural disparities and proficiently handle situations including linguistic obstacles and cultural misinterpretations.
The training's purpose is to enhance employees' awareness of cultural differences in communication styles, preferences, and behaviours. Provide personnel with effective techniques to overcome language obstacles and enhance communication with guests from various cultural backgrounds. Cultivate compassion and receptiveness towards guests' cultural viewpoints and inclinations. Equip employees with pragmatic tools and resources to adeptly negotiate cross-cultural relationships in the workplace.
It is imperative that all members of our staff, from housekeeping to management, actively participate in this training program, alongside our Level 4 placement personnel. During this training session, colleagues from different departments will have the opportunity to interact and develop stronger trust and rapport between management and employees. By the end of this program, our objective is to enhance the level of cultural awareness and expand the number of staff members with a multi-language background. The primary objectives of this training session are to prevent client misunderstandings and to ensure competence and focus. We will explore the methodology of utilizing translation software on your mobile device, as well as examine the cultural culinary heritage of various countries that our guests frequently visit. As my trainer experience, it is important to be firm and not hesitate to ask for clarification if you do not understand a customer. However, it is crucial to maintain politeness and firmness in your approach. If needed, don't hesitate to ask twice, or seek assistance from a colleague who is available to support you. If no one can assist, you can promptly utilize Google Translate on your phone without any hesitation. Offer the customer a sincere compliment and ensure that they will place their order without any deviations from the usual process. The training for the F&B department will also cover gourmet dishes from various countries including Poland, Romania, Hungary, Germany, and Italy.
The training sessions will be conducted at our office. Additionally, there will be other cultural awareness events organized at our hotel or the nearby university, which you can participate in throughout your spare time. I recommend utilizing free courses and other media platforms to enhance and acquire new knowledge and skills in your daily life. Given the diversity of our country, it is prudent to be prepared to utilize various languages at any given time. Consider a new culture or language as an advantageous asset. As it will benefit you and enhance your self-assurance.
Starting next week, training will be compulsory for all individuals. I expect all of you to attend in the specified schedule. Your shift leader will inform you of the specific date and time. The training sessions will occur for one hour, taking place every three days, over two months, and it will occur in a recurring pattern every six months.
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
I comprehend that cultural awareness may greatly benefit a person's life. Acquiring knowledge about diverse cultures, understanding various traditions, and learning new languages enhance my ability to effectively communicate with people. Before relocating to the UK, my knowledge of other cultures was quite limited. However, after settling in this splendid and multicultural country, I have begun to actively explore various cultural backgrounds. I can go deeply into a subject due to my interest in cuisine. Being a gastronome and captivated by culinary traditions, I was compelled to investigate the origins of the food I consume. Discussing this topic before discovering it at university first seemed challenging, but over time, I was able to adjust and develop a genuine passion for it. The knowledge I get at university provides me with a profound exploration and enhances my comprehension. Additionally, it equips me with the ability to analyse culture and have a better understanding of it. Until now, I have come to understand that every country possesses a captivating culture, and it is highly beneficial to acquire knowledge about it to enhance personal growth and development. As previously mentioned, I am a culinary enthusiast who also enjoys traveling. Each time I travel, I can lose myself in new cultures, making every holiday and trip a unique and memorable experience. Some interesting cultural observations I have made include the fact that British individuals do not interrupt their activities for a 5 o'clock tea, while Moroccan people traditionally enjoy couscous in the afternoon after their Friday prayers and use this time to bond with their families. Romanian cuisine has strong influences from Turkish cuisine. 
Occasionally, I wonder about the origins of everything. Coming from a middle-class background, I have always had a strong desire to travel and a deep appreciation for eating. In my perspective, food embodies more than just history. It is a remarkable language that transmits stories that cannot be adequately captured in any book.  Presently, I am dedicating my spare time, amongst my employment and education, to establishing my travel and culinary vlog. Although I may not be able to travel every year, living in a diverse country enables me to fulfil my desire. The diversity of culture and cuisine is astounding, and being an extremely social individual, I consistently forge new friendships. Previously, I resided in Birmingham where I extensively acquainted myself with Asian culture and had a peaceful coexistence with diverse individuals. Currently, I reside in Scotland, where I have come upon yet another captivating tale.
My motto is to engage in a cycle of traveling, dining, working, and then repeating the process. My passion for exploring different cultures drives me to work more than 13 hours a day, 7 days a week, to achieve personal fulfilment. I strongly recommend that everyone engage in travel and exploration of various cultures, and refrain from being judgmental towards cultural differences, as one cannot truly understand until they have experienced it for themselves. Try it.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%

	[image: A black screen with white text

Description automatically generated]

	[image: A black and white text on a black surface

Description automatically generated]

	[image: A black screen with white text

Description automatically generated]


	[image: A black rectangular object with white text

Description automatically generated]

	[image: A screenshot of a computer screen

Description automatically generated]

	[image: A black book with gold text

Description automatically generated]

	References (no screenshots):

Wikipedia Contributors (2022). Dicționarul explicativ al limbii române. [online] Wikipedia. Available at: https://en.wikipedia.org/wiki/Dic%C8%9Bionarul_explicativ_al_limbii_rom%C3%A2ne#/media/File:W%C3%B6rterbuch_DEX_1998.JPG [Accessed 25 Jan. 2024].
Cristea, D. and Forăscu, C., 2006. Linguistic resources and technologies for romanian language. Computer Science Journal of Moldova, 40(1), pp.34-73.
Nishan, R., 2012. The Romanian Language Yesterday and Today. Journal of the American Society of Geolinguistics, 38, pp.25-30.
Horváth, I. and Anghel, R.G., 2009. Migration and its consequences for Romania. Comparative Southeast European Studies, 57(4), pp.386-403.
Seibold, D.R., Kudsi, S. and Rude, M., 1993. Does communication training make a difference?: Evidence for the effectiveness of a presentation skills program.
‌



























2 | Page

image5.png
/“a;’\;'loﬂ@ Where is the language spoken?

HOTELS - RESORTS - SUITES

& Romanian language is mainly spoken in Romania.

Because of the higher immigration of Romanian citizens now you can hear Romanian
Language around the world, but predominantly in Italy, Spain, Germany and United
Kingdom.

At our hotel we have 55% Romanian workmates and 30% Romanian visitors
¢ Is it hard to learn?

As part of latin Europe romanian language can be difficult to learn, but if you do learn then
you can learn very easy French, Spanish, Italian and other latin languages.
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What is considered to be

polite/impolite in a business How to be courteous ?
context? & Use words such as Domn, Doamna,
Domnisoara

Speaking without sense is impolite © Ao S

¢ Don’t ask how I'm, ask what I'm doing

Using slang words

Use of full sentence is polite
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Grammar

Romanian grammar can be very difficult
, but not everybody speak correctly
grammatically. So you don’t need to
wory about.

LEARN SOME PHRASES
Buna Ziua
Ce faci?
Toate Bune?
Haide sa iesim la pauza

Este ora de pranz, haide sa mancam
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Romanian Language

Training Course of new language at workplace
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History of Romanian
Language

The Romanian language boasts a unique and captivating history, a tapestry woven from
the threads of Vulgar Latin, Slavic influences, and a touch of ancient Dacian whispers. It's
a story of resilience, migration, and cultural cross-pollination, stretching back to the
Roman Empire and beyond.
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In restaurant Romanian like to be served fast, and his table should always be very clean and tidy after each course.
Romanians are very good tippers if they are satisfied with their service

They treat you like a king.





