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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 

	Within the facet of the hospitality industry, misunderstandings among cultures could initially surface varied differences in communication styles, customs, and expectations. Barring through the scenario, this reflection will focus on the scenario that I had encountered during my placement Level 4 within the hotel I was placed as a Food and Beverage employee. Moreover, this reflection will bridge the cultural gap between a Spanish hotel guest and a British staff member through the utilisation of the Gibbs Reflective Model.
The overall setting was at the breakfast counter within the hotel premise in which a Spanish guest was catered.  Having a profound command of multiple languages, I was accustomed to navigating varied guests of different cultural preferences, however, this incident had highlighted the communication bridge that could lead to varied misunderstandings. Upon this scenario, the Spanish guest approached the buffet area and asked about the availability of “Pisto”, a traditional Spanish delicacy which is rarely available outside Spain. Our staff members were not familiar with the dish and were having issues in meeting the client’s request. Despite the client and the employee having a profound hold in English vocabulary, a cultural gap could be evidently seen as the employee had attempted to compensate by providing other alternatives to “Pisto '' that could not be aligned with the expectation of the client (Caligiuri et al. 2020). Upon a thorough observation, I had recognised the effectiveness in addressing cultural gaps for enhancing the experience of clients in the hotel premise. Being a person focused on providing satisfactory customer experience, the experience had motivated me upon reflecting on changes in behaviours and skill set which are necessary in preventing the cultural misunderstandings. Primarily, effective communication is considered as an integral component to prevent cultural misunderstanding (Hoff, 2020). English, while being a recognized language over the world, the cultural differences could influence on how the expression and words could be understood. For enhancing the required skill within this area, I would be committed to a profound understanding for enhancing cultural awareness regarding the preferences of an individual. Moreover, I recognised that through the development of empathetic skills, I could have a profound understanding of various cultural preferences and expectations. Through the profound acknowledgement for individual diversity, an individual could develop sensitivity towards the potential cultural bridge, hence impacting the overall communication (Junaedi et al. 2023). To develop my empathic skills, I would be committed to gaining knowledge on varied perspectives of customs, rituals, practices, and preferences of guests from varied cultural backgrounds. Moreover, I would prefer to curate a positive work environment through open communication and encourage my team in sharing their experiences to collectively understand various cultures. Considering the overall practical changes, I would tend to implement a multilingual guide for the team members which would act as a reference for the cultural bridge in relation to the linguistic issues. This could ensure that the employees within the F&B department have been equipped with the resources to respond and cater to the requests of the guests in a profound and effective manner.
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Component 2: Training Plan

	Identified cultural misunderstanding (in a few words) :
The cultural misunderstanding that was identified circulates around the request of a Spanish guest in trying their authentic delicacy “Pisto” during the breakfast services at the restaurant I was employed in. The staff members were unfamiliar with the requested cuisine and were struggling to comprehend with the request made. This led to a potential dissatisfaction of the client, thus comprehending the cultural gap. 
Training plan (Why/What//Who/Where/When):
1. Purpose:
The main purpose of the training plan is to equip the staff members in complying with the essential skills for navigating and preventing the cultural misunderstandings within the overall context of client interaction within the F&B department. For enhancing cultural awareness, fostering empathetic skills and profound communication the employees could be prepared for meeting the diversified requirement for a diverse client base (Garg, 2023).
Training Procedure:
	 Module and Guidelines
	Procedures

	Cultural Awareness Module
	Introducing a comprehensive structured module dedicated towards cultural awareness which focuses on a profound understanding for enhancing cultural awareness regarding the preferences of an individual. It would highlight specific culinary preferences and linguistic variations of international clients.

	Practical Language Guide
	Development and distribution of a multilingual guide for the team members which would act as a reference for the cultural bridge in relation to the linguistic issues.

	Communication Skills Enhancement
	Providing effective training catering to the communication and active listening skills of the employees within the F&B department to address the cultural differences through various languages (Asriyani and Anggayana, 2023).

	Empathetic Sensitivity
	Conducting seminars and team meetings to enhance the empathetic skills of the employees for engagement within clients of various cultural backgrounds and preferences (Armah et al. 2020). This would help the employees to be familiar with the clients and promote the necessity of having tolerance.


 
2. Audience:
The training procedure is necessary for all the employees serving the Food & Beverage Segment of the hotel which includes the waiters, attendants, management, chefs, and kitchen workers. Provided the hostile nature within the hospitality industry, the participation based upon cross-cultural representation, the employees could be encouraged in stratifying a unified procedure for enhancing the client experience and services.
3. Training Deliverables:
	 Methods
	Deliverables 

	Online Modules
	The development of online learning modules for self-learning procedures ensures the accessibility of these modules to every employee which includes real-time use cases, videographic learning procedures, and quizzes. This could reinforce all the vital components to understand varied perspectives of a client.

	Training Workshops
	Conducting varied interactive workshops that are led by trainers and industry specialists could help the employees to actively participate in active listening, practical exercises, experiences, and discussions (Hasan and Chowdhury, 2023).

	In-Person Exercises
	Organising varied practical sessions in-person, in which the employees could apply their skills and expertise to stimulate profound client interactions.


 
4. Schedule:
	Schedule
	Procedure
	Time Frame

	Introductory session
	Conduct an introduction session outlining the significance of cultural sensitivity in the hospitality sector before the training begins.
	Within 1 Week

	Cultural Awareness Sessions
	Exploring the cultural awareness module, which covers a range of topics related to foreign cultures and how they affect relationships between guests.
	Within the next 2 weeks

	Empathetic Skill Development
	Examine the significance of compassion and delicacy in comprehending and satisfying the various requirements of visitors.  
	Within the next 1 week

	Enhancement of communication skills
	Concentrate on improving the ability to communicate both verbally and nonverbally, as well as on active listening.
	Within the next 2 weeks

	Practical Guidance
	Present the practical language handbook to all staff members and give it to them.
	Within the next 1 week
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Component 3: Student Self-Reflection


	The overall significance for cultural awareness within the hospitality sector has been evident in shaping my professional goals, approaches, and outlook. Through the employment of the Gibbs Reflective Model, I would critically examine the understanding of the derogatory aspect of exploring the overall journey, leading towards the significance and necessity of cultural awareness. During the fourth level of my placement within the hotel restaurant in the UK, various specified misunderstandings based on cultural gaps had been scaffolded. The apparent cultural misunderstanding centres on a Spanish visitor's request to sample their traditional treat, "Pisto," during the breakfast rituals which had led to a miscommunication and confusion with my team members. This scenario has acted as the catalyst in recognising the impact of these differences upon effectively communicating with the clients and providing client satisfaction, which is considered as the paramount within the hospitality industry (Yuyuan and Husain, 2023).  Primarily I had been experiencing myriad concerns and a sense of surprise through the observation of communication gaps among the guests and the staff members. It had agitated a sense of empathetic response for recognising the overall potential upon the negative impacts of cultural misunderstanding on client satisfaction and the organisational reputation (Keizer-Remmers et al. 2021). Upon a thorough reflection of this incident, I had gained knowledge on understanding the multi-faceted approach on the cultural awareness within the hospitality industry. However, it is not solely about language proficiency but could extend in recognizing stable bridges in communication, profound knowledge on the expectations of the guests in fostering an inclusive work environment. Therefore, this experience had underscored the requirement for a hostile guest approach to the cultural competence in a workplace. Moreover, the cultural bridge shed light on the impacts and assessment of the potential drawbacks for relying upon shared languages. It could become prominent that communicating effectively necessitates the understanding of preferences, expectations, and diversification of varied cultural aspects (Khasawneh, 2024). This analysis had prompted me to challenge my perspectives on interaction with a culturally sensitive viewpoint. Therefore, through time, my profound understanding of the essentials of cultural awareness has been evolving through the acknowledgement of a fundamental scale of professionalism within the hospitality sector.  I have further realised that the embracement of cultural diversity could be considered as a proactive stature in measuring the misunderstanding and cater to strategies in simplifying client satisfaction and embracing a positive work culture. Hence, for addressing the bridge of cultural awareness, I have catered to the process of continuous learning, which involves the engagement with a diverse resource and culture. I intend on participating in various workshops and ask for guidance from my colleagues with regional cultures and backgrounds. Moreover, I actively contribute in communicating and actively listen to my team members for mutual understanding and contributing with the core values of the organisation I am placed in.
References:
Keizer-Remmers, A., Ivanova, V. and Brandsma-Dieters, A., 2021. To act or not to act: Cultural hesitation in the multicultural hospitality workplace. Research in Hospitality Management, 11(3), pp.215-223.
Khasawneh, M., 2024. Beyond digital platforms: Gamified skill development in real-world scenarios and environmental variables. International Journal of Data and Network Science, 8(1), pp.213-220.
Yuyuan, Q. and Husain, A.B.H., 2023. The Factors of Live Streaming Strategies and Sales Performance Between Customer Retention and Shopping Experience: A Study on Hot Springs Hotel in China. Journal of International Business and Management, 6(11), pp.01-20.

	
Component 4: Training Presentation Foreign Languages & Cultural Awareness[image: A building with cars parked in front of it]

	
Content slide 1 Introduction 
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	Content slide 2 Benefits of multilingualism 
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	Content slide 3 The importance of language awareness skills for hotel staff
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	Content slide 4 Refer to a modern European language of your choice for examples: 
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	Content slide 5 Conclusion
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Benefits of multilingualism
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The importance of language awareness skills for
hotel staff

e Good communication with visitors from different language
backgrounds.

o Increases visitor pleasure by taking into account their
preferred language.

o Language awareness skills make it easier for employees to
share information and get clear directions (Usmanova et al.
2021).

o Enhances the general visitor experience and builds the

hotel's excellent reputation.
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Refer to a modern European language of your

choice
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It is regarded as a difficult language to master due to the intricacy
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Conclusion

Being multilingual improves communication
and promotes cross-cultural understanding.

e In the hospitality industry, language
knowledge improves client satisfaction and

enriches guest experience.
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