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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection.

	During my Level 4 job placement at a hotel restaurant, I observed an incident that threw into light the delicate nature of cultural differences and its ramification on customer service in F&B. It was a dinner-service staff involving both of them one is F&B employee at the hotel and another guest being culturally aware in such diverse composition.
This occurred when a guest, whose main spoken language was Mandarin could not eat an item on the menu since it violated his/her religious beliefs and had to make some dietary alterations. However, the F&B employee who spoke English very well but not Mandarin misinterpreted this request and delivered it differently to the kitchen. Therefore, although the guest did not end up with a meal that was inline in accordance to their diet limitations, they expressed frustration and dissatisfaction.
Thinking about this occurrence, I understand that cultural misconceptions in the F&B sector can arise because of a language barrier, different traditions and values as well as contrasting standards regarding service provision. In this case, language was a key factor since the employee failed to assimilate crucial details about the guest’s dietary restrictions made in Mandarin.
In this situation, the language barrier caused a communication breakdown that permanently ruined the guest’s dining experience. The feeling of responsibility for the good impression on the side of a guest and sympathy towards such an unfortunate person who was disappointed owing to this misunderstanding.
In the scenario described above, it was clear that linguistic diversity among visitors is a prevalent occurrence in hospitality. To improve my ability to cope with them, I realize that there is a need for me to acquire skills in languages widely used by customers who often visit the hotel. Further, cultural sensitivity training can make me more aware of alternative dietary choices in different cultures.
I analysed the situation in a critical way and realizing that there is need to avoid such cultural misunderstandings later, it importance of effective communication. This, however, does not only mean the improvement of my language performance but also finding ways to overcome linguistic barriers through either translation tools or with help from bilingual coworkers (Hall 1976).
Finally, I have arrived at the conclusion that regular self-improvement is necessary for ensuring quality service in a culturally heterogeneous F&B environment. The focus on language proficiency, cultural sensitivity, and communication strategies is also an essential component that deserves constant consideration (Inglehart et al., 2000).
To improve the areas where improvement is required, I will take a language course to increase my competence in languages that guests speak most often. Moreover, I will participate in cultural sensitivity training and develop regular communication routines to improve my capacity effectively communicate guest requests.
Finally, this reflective analysis underlines the importance of culture and communication in food and beverages industries. Through efforts to overcome language barriers and promote cultural awareness, I would like to help create a more welcoming environment while better satisfying hotel guests.
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Component 2: Training Plan 

	One of the key components to provide a superior service in hospitality industry is cultural competence.
The recent incident brought a focused training plan to the fore which needed addressing the language barriers, improving cultural awareness and communication strategies of F&B team. The first element of the training package is language level. Acknowledging that efficient communication is the basis for guest satisfaction, workers will be motivated to sign up for language courses matching the hotel’s clientele. Language classes offered both remotely and on premises will not only refine the foundational communication but also enable employees to understand guests’ needs better while helping them get accommodated (Gudykunst and Kim, 2003). In order to back this endeavour, language learning resources including both apps and cultural dictionaries would be provided for all employees. Regular tests of language proficiency will be performed to monitor progress and determine areas for development. Furthermore, rewards like certificates and recognition for the language proficiency achievement will be used to make employees participate actively in these training programs.
Cultural sensitivity is necessary for preparing and correcting the various needs of guests. So, the training policy involves compulsory cultural trainings for all staff members of F&B. The activities will be guided by cross-cultural communication specialists who will share knowledge on cultural practices, food habits and styles of communications. There will be interactive sessions, case studies and role play in order to create an active learning atmosphere. What should be achieved is a cultural sensitivity in working with employees aiming at appropriating the idea of diversity and improving the entire guest experience Hofstede (1984)
Effective team communication significantly prevents misinterpretations. This will be achieved by holding communication training workshops at regular intervals, through which the need for clear and neat communications in terms of information exchange can also be highlighted. This training will run for 3 days on basis bias-free communication channels, first of which is ensuring consistent viewpoint way vital facts like meals would go be sent in among team members. In addition, teamwork will be promoted through organizing regular team-building exercises and other collaborative activities with the purpose of unifying staff members. The strategies that will enhance effective communication in the workplace are likely to not only lead to a more efficient work environment but also minimize cultural misunderstandings (DeVito, 2019).
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Component 3: Student Self-Reflection 

	My understanding of cultural awareness has changed significantly through my experience in the hospitality sector. Using the Gibbs reflective model, I will analyze my self-development: how cultural awareness has changed over time; what learning experiences drove this evolution and why such newfound understanding is crucial for nursing practice in hospitals (Gibbs 1988).
Description 
In terms of the early stages of my Level 4 placement working within a hotel and restaurant, cultural awareness seemed more like an outside element to my job role at that time. I focused on the detail of how F&B services are run. On the other hand, an occurrence at dinner service during a cultural misunderstanding that led to guest dissatisfaction became significant. This experience served as the spark that ignited a further analysis of cultural consciousness and its importance in creating outstanding guest experiences.
Feelings 
At first, the cultural misunderstanding left me feeling frustrated and incomplete. The guest's unmet expectations opened the door for personal introspection. This emotional reaction developed into a deeper connection to the idea of cultural consciousness. I challenged my own beliefs and realized that self-development is required in this field.
Evaluation 
The evaluation involved a self-critique of my own cultural competency. I realized that my initial understanding was superficial, consisting mostly of external and surface aspects such as language fluency. However, the incident revealed how complex cultural peculiarities, customs for food and mode of speech go beyond language barriers.
Analysis
Because of my placement in hospitality sector, i was able to learn more and comprehend the wider meanings of cultural awareness as related to this industry. Gudykunst and Kim (2003) study concerning intercultural communication was also very illuminating underlining complexity of cultural interactions. This placement helped me to widen my vision; therefore, I started considering a cultural awareness as an imperative skill rather than merely the courtesy.
Conclusion 
The changing perception of cultural consciousness defines how experiential learning can change one’s own life. During this process, I learned that cultural awareness is not a fixed concept but an ongoing voyage of self-exploration and adaptation. It is not only language proficiency but also a multifaceted understanding of different cultures, values and behaviours.
Action Plan 
I agreed to attend language classes that reflect the customer base of our hotel, thus widening my linguistic horizons. Furthermore, I also sought out cultural awareness resources by enrolling in various workshops and interacting with different communities to widen my horizons.
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Component 4: Training Presentation (6 Slides)
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Promoting Language
Awareness Skills

« Language awareness skills among hotel staff
should be promoted as a strategic essential to
achieving cultural competence and superior
guest care.

« Staff proficiency includes language training
programs and cultural competence workshops
(Budiarsa, 2020).

These programs improve employees’ knowledge
about different cultures, which encourages a
more accepting workplace Marriott hotel
directly supports staff in developing the required
skills for communication by offering language
courses and needed resources (Grosjean, 2010).
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Conclusion

In conclusion, the exploration on multilingualism and
language awareness ascertains their significant importance to

hospitality especially Marriott Hotel.
« They provide much more than just communication of gifts
because they allow inclusive and cultured guest experiences.

« In embracing these talents and recognizing their authority, we
do not limit ourselves to being communicators but become

ambassadors of respect.
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Introduction

« In the fast-paced arena of hospitality, good
communication acts as a foundation for
fantastic guest service (Nair Venugopal
2018).

+ The capacity of speaking the language our
visitors, or at least demonstrates a
comprehension regarding their requirements
in linguistic and cultural matters may open
thousands doors for favourable interchange.

« In this presentation, we will explore the
gains of becoming multilingual and discuss
how language awareness abilities should be
developed among our valued team.
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The Power of Language Awareness

Language awareness is very powerful, especially in the
area of cross-cultural understanding and improving
communication.

The deeper connections to the guests are being opened
up as staff become more aware of different languages
and their cultural tones.

This increased awareness not only helps better
understanding but also shows a sense of cultural
investment.

As Franois Grosjean (2010), a researcher with
expertise in bilingualism, argues, language awareness
promotes inclusiveness and enhances interpersonal
communication that eventually lead to more pleasant
guest experience which is memorable.
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A Modern European
Language - Spanis

As a contemporary European language, Spanish has much
importance in the hospitality industry.
Not only by Spain but across Latin America, the universal

approach of this language makes it a great tool for hotel
employees.

While linguistically accessible with commitment, the language thus
creates a cultural courtesies layer. The term politeness in a business
context denotes the use of titles such as Sefor or Sefora (Grosjean,
2010).

Communicating with Spanish-speaking guests in such a formal tone
demonstrates respect, which is culturally appropriate and serves to
improve the overall quality of service provided.
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Multilingualism in Action

Multilingualism in practice concretely manifests as strategic
advantage within the hospitality industry.

Thus, the ability to handle different linguistic situations becomes
crucial and provides much for guest satisfaction (Piller).

Seamless communication is the key to successful guest interactions,
and such interaction necessitates staff that can speak several
languages.

In real world cases at marrioft hotel, such skills address cultural
barriers and bring clarity resulting in better guest experience.

The multilingual capabilities make the inclusive hospitality practice
possible, which in its turn results to positive perceptions of guests
from different cultural backgrounds (Duchéne, 2020)





