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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	During my time working as a front of house employee, I had an altercation with a guest which emphasized the importance of cultural sensitivity to me. The guest, who had arrived from a foreign country seemed quite frustrated and annoyingly pointed at the air conditioning unit. Despite any attempts that I made to understand their broken English and their attempts to understand me were all in vain. It was evident that a communication barrier existed between us and the more we tried to work out what the issue was, the frustration just kept growing and I kept getting flustered. Eventually, an engineer who was able to converse in their native language was called out and after a few minutes the issue was identified and it was only a misunderstanding regarding the thermostat controls. 
This misunderstanding opened my eyes to the various complexities of cross-cultural communication and the disadvantages of solely relying on English as my primary language to verbally communicate. It certainly acted as a turning point for me to polish my skills in order to avoid such cases in the future. 
Such an experience was definitely a first for me and exposed my lack of linguistic skills. I needed to improve my language skills as guests from all over the world arrive to stay at our hotel and it is my job as a front of house employee to make sure that they feel welcome. Just learning a few common phrases in common languages would set a world of difference for the guest and help in mitigating issues like this in the future (Mariani et al. 2019). 
Secondly, working on my non-verbal communication would prove to be extremely beneficial as well. While verbal communication is usually pointed out, non-verbal communication needs to be taken care of as well and holds just as much importance. Such communication refers to several hand gestures that may carry different meanings in different cultures, nodding my head to make sure the guest understands that they are being actively heard and acknowledged or utilizing listening techniques to pick on any clues from the guest (Islam and Kirillova 2021). 
Lastly, developing a sense of cultural awareness is a must (Litvin et al. 2019). Learning and adopting different cultural themes and etiquettes will help me cater better to the different and unique guests needs that may arise. 
By developing these skills and actively engaging in trying to learn about various cultures, I can try and ensure that my interactions with the guests are not only more impactful but also positive and respectful. Doing this will ensure that guests feel welcomed in the hotel whilst greatly enhancing their stay.  
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Component 2: Presentation

Weighting: 25%
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	Component 3:

LIVE PRESENTATION (no links need to be submitted here)

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

Weighting: 25%

	As I prepared this presentation on the importance of multilingualism and cultural awareness, I was able to personally reflect on my own skills and capabilities to deliver on guest satisfaction. To talk about my experience, I will be employing the use of Kolb’s reflective cycle (Morris et al. 2020). 
Concrete Experience
Before I began to do any research on this topic, my understanding of the benefits of language awareness was very limited and basic. However, by reading different articles and gathering content for the presentation itself, I was able to locate real-life scenarios similar to the cultural misunderstanding due to the lack of verbal and non-verbal communication skills. The more I read about such scenarios, the deeper my curiosity went and I just wanted to explore the topic further. 


Reflective Observation
Learning about the impact of the language barrier and the effects it can have, I began to notice the intricacies of cross-cultural communication and the actual weightage it carries (Ting-Toomey and Dorjee 2018). I realized that communication strayed much farther than just putting together a bunch of words and forming a sentence. It encompassed everything from cultural nuances, avoiding misunderstandings and building cultural sensitivity to bring about an unforgettable experience for the guest (Rabiul and Yean 2021). 
Abstract Conceptualization
This knowledge fuelled a sense of learning within me. Without a chance to practically apply this knowledge at the moment, I found myself diving deeper into the theoretical aspects and the importance cultural awareness and the ability to be multilingual had on fostering a welcoming and inclusive environment for the guests. Moreover, learning about this topic excited me as I wanted to learn all the ways a front desk worker or other workers within the hotel can deliver a classy performance for the guests.
Active Experimentation
As I was preparing the presentation, I began to imagine myself in hypothetical scenarios and tried to re-create the scenarios I was researching about. This helped me practically test out the knowledge I had just received and try and formulate possible responses to the storyline I had going on in my head. In other words, this process helped me put together a viable solution to the most common interactions and gain a more in-depth understanding of the matter at hand (Kolb et al. 2018). 
When I look back and compare myself with the knowledge I had before the presentation, I can confidently conclude that my skills or my understanding of this topic have been completely transformed. My knowledge isn’t just limited to a definition of multilingualism and stems farther to a more in-depth understanding of the cross-cultural differences that exist and how one can equip themselves properly in the hospitality industry. I am committed to leveraging this knowledge which I have earned and plan to practically apply all the theoretical concepts I came across. By actively doing so, I hope to inspire others in the industry to work on improving their services and create a more welcoming environment overall. 
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IMPORTANCE OF LANGUAGE AWARENESS

* Cultural Nuances

Ensuring guest satisfaction goes beyond just ensuring verbal communication in different languages. It isn’t just speaking
verbal phrases. Language awareness is versing yourself with the different cultural differences that exist in communication.
For example, in some cultures it may be considered polite to call out the first names however in the French culture,
addressing people with "Monsieur" (Mr.) or "Madame" (Ms.) is considered to be more polite and respectful. If you call
them by their first names they may take offence or consider it as inappropriate.

« Mitigating the Threat of Misunderstandings

Just as pointed out earlier, verbal communication isn’t the only factor that must be catered to in order to come off as
culturally aware. One must also be vary of the non-verbal cues given to a guest. Non-verbal cues such as a handshake or
a greeting hug or maybe even direct eye contact may be appropriate and be taken as a sign of respect for some cultures
but others may not be so keen on indulging themselves in such methods and may perceive them as too aggressive.
Understanding which culture prefers which nuance will help foster a great environment for the guests.
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IMPORTANCE OF LANGUAGE AWARENESS

« Cultural Sensitivity

By promoting language awareness, the staff can acknowledge the fact that guests have diverse backgrounds and have the
right to follow their system of beliefs. Thus, the hotel departments can adjust themselves accordingly in order to cater
for the guest. An example of this could include the hotel welcoming a guest from a Muslim country and remaining vary
of the dietary restrictions they must follow. Additionally, the hotel can accommodate that guest in months such as
Ramadan where they have to fast and the hotel can offer alternative food options.
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CONCLUSION

While knowledge absorption may vary from person to person, learning a new language can prove to be quite a
challenging task for anyone. Learning French, for example may prove to be extremely difficult to native English
speakers here in the UK due to its varying pronunciation and other grammatical concepts that can be difficult to
pickup. On the other hand, Spanish can be more easier to incorporate in the daily lingo due to its phonetic nature
and the similarity it holds with the English language. For example, ‘abandonar’ means abandon in English and
‘elegante’ means elegant.

However, it is not necessary to gain professional fluency in a certain language to ensure guest satisfaction. Showing
interest and learning a few phrases can greatly enhance the interactions with customers and bridge the gap between
a ‘good’ and a ‘great’ stay. The employees must only show an active interest in multilingualism and try to advance
their language skills. Just by doing so, the industry and more importantly the hotel can receive a positive reputation in
their stance to deliver customer satisfaction.
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INTRODUCTION

In today’s globalized and dynamic world, the hospitality industry attracts guests from all over the globe. Departments
within the hotel are expected to be multilingual and remain aware of the cultural sensitivities that exist. These skills are
crucial for hotel employees in order to navigate the cross-cultural complexities that exist and ultimately translate to

positive guest experiences and success of the business.

While English may seem as a common language that threads communities, learning several other languages can propel

the ability of a hotel to transfer exceptional guest service and make them feel welcomed.
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Improved communication with guests: If a hotel employee is able to converse
with guests in their native language, it fosters a feeling of welcoming and belonging
within the guest. A simple saying in Spanish for example: “hola, cémo estis” (hello,
how are you?) can bring about a world of difference for the guest and set a positive
tone right from the get-go.

Efficient Problem Solving: By conversing in a guest’ native language and knowledge
of their vocab, employees can much more accurately understand a guest’s needs and
queries and process them effectively. For example, a Turkish guest is having trouble
figuring out the television controls. A staff member with fluency or knowledge
regarding Turkish can understand and try to resolve the situation. This will ultimately
avoid frustration.

Potential for Revenue: If employees are well versed with multilingualism, chances
are this will be pointed out in online reviews. Ultimately, the hotel would be able to
attract a wider clientele. In the case of UK, the hotel would benefit from hiring
employees who are familiar with French, German or Spanish.




