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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection 



	Professional Reflection
Experience of the Cultural Misunderstanding 
Understanding different languages and accents has always been tricky for me since I have just learnt the languages and this often leads to confusion in my mind. I would often get confused with understanding the language, especially when there is a stressful situation. While working with the brand, Premier INN I have been faced with the issues of language barrier which has led to a major misunderstanding impacting the experience of the customers with the brand. On one occasion a large group of tourists were checking in at the reception and there was a huge rush among all the employees who were attending to the needs of the customers. Among them, the customer who was checking out had notified that to me. Although the French couple had communicated about moving out I misunderstood and took them to be one of the tourists who had just walked in. Thus, I had their luggage moved into the luggage counter. When the customers started to enquire about their luggage and why it was not ready outside to be loaded in the cab, I realised the misunderstanding. Although I apologised to the customers this has led to the customers being delayed on their schedule and had to feel stressed. 
Skills Needed to be Developed
I have realised that I need to develop a set of skills which will help me to avoid such complicated situations in the future. These skills will aid me in the process of avoiding such miscommunications and will help me in the process of enhancing my performance in the market. Some of these skills are as follows:
French Speaking Skills: I realised I have to develop my French speaking skills which will aid me in the process of developing a better understanding of the language. This will further assist in the process of expanding my customer-serving skills and help me expand my knowledge and skill base. With these enhanced skills I will be able to improve my performance and increase my credibility with my work performance.
Management Skills: I often tend to get very stressed when faced with a number of tasks altogether. This has led me to the realisation that I need to improve my work management skills which will aid me in the process of managing all my responsibilities and help me to gain confidence and avoid making mistakes (forbes, 2022).
Time Management Skills: I have realised I have a habit of procrastinating which has led to the piling up of tasks at the last minute. This has further resulted in the realisation that I need to improve my time management skills which will help in the process of increasing productivity (forbes, 2023).
People’s Skills: This will help me to improve my communication with the customers and aid me in the process of enhancing the quality of service that I provide the others. This will further help me to improve my knowledge and help me to understand the needs of the customers (Rogers, 2023).




	
Component 2: Training Plan 


	Identified cultural misunderstanding (in a few words) :
Training plan is the process of arranging sessions for improving the lacking areas of an individual, this helps in preparing an effective plan that can play an important role in mitigating the lacking skills (Mind Tools, 2024 ). As mentioned in the reflection section cultural misunderstanding is a huge barrier that can prevent one from achieving their desirable career goals. Additionally, the cultural situation creates an adverse situation for the guests of the hotels since they face complexities in staying in that kind of environment. However, a proper training program can allow an individual to remove the complexities in an effective and work on the areas of weaknesses. 
Training plan (Why/What//Who/Where/When):
Language development sessions: Language plays a vital role in offering a remarkable visiting experience to tourists since this allows individuals to reach the emotional aspects of the tourists in an effective manner. Working at the Premier Inn hotel allowed me to understand the importance of speaking French since I faced problems while communicating with a French couple. This is the reason offering all the employees proper language development opportunities can enhance the different language-speaking capabilities (Forbes, 2024 ). I personally, think French speaking sessions can be very beneficial for me since this will help to deal with the French visitors. Premier Inn Hotel can arrange French-speaking sessions for the employees so that the employees do not face any further challenges in communicating with French visitors. Additionally, several more language development sessions should be conducted within the hotel in order to ensure a strong demand for the language of the employees. 
Customer handling sessions: The hospitality industry is responsible for greeting thousands of customers in their hotels in order to offer them quality services. Offering quality services is not an easy task since this requires great customer handling functionalities and in order to have good customer handling capacity one should have good communication power. Communication is the only way through which hotel staff can establish an interesting conversation with the guests and fulfil their needs and requirements (HubSpot, 2024 ). Since I faced problems in people handling and task management functionalities, I would suggest a customer handling session can be very beneficial for me and for all the employees at Premier Inn hotel. Working on the task management portion will allow an individual to juggle multiple tasks which is believed to be the most essential part of the hospitality industry. Employees and even managers are responsible for managing and maintaining the flow of different operations within the hotel. Task management training sessions will help individuals to understand the value of time and they will be able to allocate proper time slots for specific tasks this way effective task management functionalities can be learnt in an effective manner. Additionally, training the employees how to handle visitors so that they feel connected with the hotel and their sense of value gets enhanced plays a vital role in retaining customers. I personally feel that training sessions on customer handling skills can change the scenario at Premier Inn hotel as in this way they will be getting more and more loyal customers. 




	Component 3: Student Self-Reflection 


	Gibbs' Reflective Cycle is the most famous reflective model compared to the other reflective models. It has specifically six stages that help everyone to explore their experience related to a particular topic. The stages are description, feelings, analysis, evaluation, conclusion and action plan. The description stage leads me to explain that cultural sensitivity is an important part related to the hospitality industry, as it also ensures that travellers from distinct levels of backgrounds will feel comfortable and respected. I think it is very important to maintain a high level of cultural awareness in the hospitality industry that engages travellers towards the hospitality industry (Schindler, 2019). Currently, the people from France are generally showing their interest towards the different kinds of tourism activities. Therefore, I feel that I have to focus on improving my French speaking skills which will help me to communicate with the guests from France. My perception is that the language really measures a great value in maintaining the cultural awareness of a particular hospitality industry. I want to share that it is very important to understand the cultural differences to increase the efficiency and improvements of a particular workplace related to the hospitality industry. My perception is that a high understanding of cultural differences generally allows the workforce of the hospitality industry to provide delightful customer service. It also allows the companies to increase the customer retention rate by concerning all the elements and aspects related to their business process. It also helps them to boost their revenue by improving the quality of their respective services. I should be aware of the fact that few cultures may have distinct and unique levels of expectations related to personal space. The analysis stage leads me to believe that the workforce of the hospitality industry should maintain a strong collaborative environment in their workplace to improve the growth of this hospitality industry by increasing the quality of all their essential work (Forbes, 2023). In the evaluation stage, I want to share that I have learnt that it is very important to provide customised services to travellers to enhance their experiences related to the service of the hospitality industry. I think that the hospitality industry should provide customised services like they have to provide facilities such as language assistance for those travellers who cannot speak the local language perfectly. It allows the guests to receive a lot of advantages from a particular hospitality industry without any kinds of complications. My perception is that the experts or employees of the hospitality industry should respect and analyse the current trends that help them to bring changes in the overall system of their hospitality industry (Middleton, 2023). The conclusion stage also leads me to explain that the current hospitality industry should adopt innovative strategies to remove all cultural barriers. It also allows them to continue all their essential work in an effective and productive way. I have to take a few necessary steps to increase my French speaking skills, time management skills and communication skills in an effective way. I have to read a few personal development books to improve these skills in an effective way.  




	Component 4: Training Presentation (6 Slides)
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Notes:
Introduction
Language plays an important role in establishing communication channels in the hospitality industry. This presentation covers the information related to the French language and explains its impact on the hospitality sector. It also covers the utility of the French language in the context of business and the difficulty level of the language.
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Notes:
French language
According to Diplomatie, (2023), French is one of the most spoken languages on the planet which is considered to be the mother language of more than 98 million people in the world. Experts considered the French language to be the decedent of the Latin language. French speakers can be found easily in five continents and 29 countries which considers it as the national language. French script can be found in ancient European texts like the Strasbourg oath and religious scripts. The king of France has declared it as the official language of France. The language started to spread across the globe with the help of French colonization. It is one of the prime languages in the international platforms.
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Notes:
[bookmark: _Toc157634769][bookmark: _Toc157634887]Learning Difficulties
French is considered to be one of the most romantic and easy languages in the world. The grammar of French is quite easy in comparison to other European languages. Pronouncing French words can be tricky for beginners. According to Private-french lessons, (2023), it is difficult for a nonFrench speaker to understand the pronunciations of the French speaker at the early stage of learning. French gender pronunciation can be difficult to understand at the beginning level. Apart from that the subjunctives and the conjugations can sometimes create confusion at the early stage of learning.
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Notes:
[bookmark: _Toc157634770][bookmark: _Toc157634888]Politeness of the French Language
The French language is considered to be one of the most polite and romantic languages in the world. There are plenty of phrases in the French language like Merci, that help to greet people politely. Hospitality business management requires politeness and communication skills to make connections with customers. The language plays a critical role in maintaining the customer relationship with the guests. French is a polite and sophisticated language that can easily help to make positive relations with French-speaking customers. This language helps to express the feeling of gratitude gracefully.
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Notes:
[bookmark: _Toc157634771][bookmark: _Toc157634889]Impolite Practices in Business
The hospitality industry requires punctuality, communication skills, teamwork spirit, and problem-solving capabilities. These skills help the hospitality professionals to perform well in their work field. Lack of punctuality, communication skills and impolite attitude are related to bad gestures in the hospitality sector. According to Hoang et al., (2023), the habits of gossiping, lying and bullying are also considered as bad gestures in the world of hospitality management. The industry wants its professionals to be humble, sincere and truthful to the customers.
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Notes:
[bookmark: _Toc157634772][bookmark: _Toc157634890]Conclusion
This presentation contains information related to the French language and its utility in the hospitality sector. French is considered to be one of the most polite and easy languages in the world. This language helps to express gratitude and politeness gracefully to people which is highly required in the hospitality sector.
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