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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	Professional Reflection:
Being an F&B hotel employee in Holiday Inn hotel, I recently practiced a situation that accentuated the problems arising from cultural misunderstanding. This contributes to the rising of need for cultural sensitivity in the hospitality industry and I was confronted to review the potential I wanted to make sure that such cases do not arise the way they occurred.
This circumstance happened on the busy evenings at the hotel’s restaurant where I was waiting tables for a distinct array of clients. There was one guest who was Italian, not a native speaker, and it looked like he was not satisfied with the meal. Trying to make my concerns right with them, I went to the table to offer them help. However, my well-intended attempts were not taken into consideration as there was also a language barrier that caused my attempts to worsen the situation. As the guest complained, I would find it very difficult to identify the intricacy of their concerns and they for that matter could not be expressive of the nature of the issues they were having. The situation expanded out of relative amount, and it soon appeared that there was a cultural misunderstanding going on to complicate matters. In terms of the impression that the guest was brought up expecting as part of the hotel experience, there was a huge difference between what was deemed normal to them and what was normal in their cultural background. Consider about this scenario and I could recognize those interaction failures could commence when people from different cultural backgrounds gather in a fast-paced and multifaceted industry such as hospitality. The act of being unable to appropriately communicate due to the language barrier only contributed to a greater misunderstanding between the guest and myself. To avoid such happenings in the future, I comprehend the necessity of acquiring particular abilities alongside behaviour changes. Language skills are a major aspect that, first of all, should be upgraded, especially the key languages used by international tourists, who frequent the hotel (Benattabou, 2020). Not only would this achieve better communication but would also indicate the initiative to afford different requirements based on culture.
I would be able to understand more about various cultural norms regarding cuisine, customs, and personal preferences of several nations and eventually know how to act upon these concerns to remedy the situation before it takes prominence by acquiring a thorough knowledge and considerate of all these aspects of dining in other nations (Lebrun and Bouchet, 2024). Request of suitable communication as well as cultural sensitivity during social interaction in the hotel is crucial. Training programs dedicated to cultural sensitivity and effective communication provide prospective knowledge and practical tools to deal with such situations on time (Brown, 2024). In addition, I have understood how empathy contributes to issues such as cultural misunderstanding. Admitting a point to understand with the guests’ point of view and an affirmative readiness to amend our services to suit their needs could do much to ease tensions and help to shape a kind congenial guest experience.
References:
Benattabou, D., 2020. Helping EFL students avoid socio-pragmatic failure: focus on nonverbal intercultural competence. TESOL and Technology Studies, 1(1), pp.23-41.
Brown, A.C., 2024. The Lived Experiences of African Americans in International Education: Why So Few Choose to Teach Abroad. In Handbook of Research on Critical Issues and Global Trends in International Education (pp. 163-183). IGI Global.
Lebrun, A.M. and Bouchet, P., 2024. Dining-out preferences of domestic tourists at a gastronomic destination: The major influence of localness in France. Tourism Management Perspectives, 50, p.101217.

	
Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words):
Cultural misunderstanding is one of the major issues faced by employees within the hospitality industry. However, sometimes the cultural misunderstanding escalates, sometimes it gets resolved effortlessly, and sometimes leads nowhere. The most common or identified cultural misunderstandings are meta-cognition: Awareness about own thinking, cognition: mental action or acquiring knowledge through an intuitive though process, and social cognition: the process of cognition that affects the social behaviour or it could be lack of communication or misunderstanding of a certain language. 
Training Plan:
The key aspects of such diversity are effective communication and cultural understanding which make important parts of the hospitality industry ensuring positive guest experiences (Jin and Hwang, 2024). This plan of training is formed in the light of a recent event at our level 4 underlined by the difficulties which may occur due to awkward intercultural misunderstanding. This move is to ensure all employees are literate with cultural skills in such a way that they meet our guests with utmost satisfaction. The main objective of this training plan is to provide Staff at the Level 4 Place Placement Hotel with competencies and information to effectively engage guests of several cultural backgrounds. In concentrating on language, culture, and effective communication, I intend to provide a platform where every guest is made to feel being home and appreciated.
Training Components:
It is of great importance to understand the languages used by our international audience. Through the analysis of the guest demographics, we will be able to identify the most vital languages in determining the nature of the languages practised by the guests and work on them to enhance our language proficiency.  I would recommend offering language courses or workshops to the employees and exploiting language exercises during regular staff meetings to encourage the spirit of learning with our second recommendation. Cultural competency is the key to functionality in several activities. I came up with a complete training plan to discourse this pavement of change crucial in the armed forces walk by way of major cultural norms. To benefit from their direct knowledge, audiences should be received by cultural experts, who are consultants, to conduct some workshops. Communication is a key component of outstanding guest service. Training sessions including active listening, verbal clarity, and such unspoken means of communication as body language and so on will be introduced (Runte et al., 2024). Enacting competitions would simulate the interaction of guests and would stress primarily adaptation of communication types according to the differences of the culture. The strategies for receiving feedback and complaints that focus on a resolve-oriented active listening of complaints would be considered focusing on the cultural misunderstanding due to lack of communication in a foreign language: Italian. Any cultural implications to be considered will be integrated into every service area, ranging from the F&B, bedding services as well as the use of guest services. Open cultural awareness would be incorporated into staff meetings and will be a shared personal learning platform and experience to provide a cultural awareness workshop on the matter. Moreover, Feedback and monitoring are necessary to sustain periodic improvement. A way to monitor the feedback that comes along with cultural experiences is important in a system to be association. There will be a positive feedback loop as employees can easily share the compliant cultural interactions, among each other.
Implementation Timeline:
The training plan under discussion will be implemented in eight months after all five stages. The phased program fosters a self-controlled and battered enactment where employees get sufficient time to know and put into practice the learned skills little by little. This training plan would illustrate our effort to create a place at the Level 4 Placement Hotel that is complemented by culturally tolerant surroundings. Thus, by building language skills, cultural understanding, and behaviours that facilitate effective communication with our employees, we hope to develop a labour force capable of avoiding cultural misconceptions as well as the proper hospitality-providing staff necessary for delivering outstanding guest experiences (Güler et al., 2024). Thereby, our aim through this initiative is to merge the representation as an employee-friendly and culturally sensitive environment, in the world of hospitality.
References:
Güler, O., Şimşek, N., Akdağ, G., Gündoğdu, S.O. and Akçay, S.Z., 2024. Understanding consumers' emotional responses towards extreme foodporn content in social media: Case of whole oven baked camel. International Journal of Gastronomy and Food Science, p.100868.
Jin, H. and Hwang, J., 2024. The dual lens of authenticity and likability: The effect of cultural familiarity on consumer responses to ethnic foods. International Journal of Hospitality Management, 117, p.103655.
Runte, M., Guth, J.N. and Ammann, J., 2024. Consumers’ perception of plant-based alternatives and changes over time. A linguistic analysis across three countries and ten years. Food Quality and Preference, 113, p.105057.

	
Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%



	3 Self- Reflection:
Gibb's reflection model offers an organized framework, which would help in creating the singular perspective on an individual level. In addition, I would use my administrative skills to create cultural awareness in the hospitality industry. Further, the Gibbs model would help in determining how the deal with different cultures and evaluate my cultural misunderstanding in a Hotel.
3.1 Description:
My administrative and entrepreneurial outlook is kind of a spiral in managing a cultural change. Likewise, I would opt for cognitive abilities and brainstorming in the incubation phase which would be profitable in creating techniques to solve the language problem. In addition, McClelland stresses the Theory of Needs and the three basic needs are the need for affiliation, the need for power, and the need for achievement (Intorre et al., 2023). In addition, language misunderstanding occur since culture is not homogeneous and mostly due to the bureaucracy. 

3.2 Feelings:
In the hospitality sector, emotional intelligence could be defined as the potential to understand the emotions of the person involved in the communication or an interaction. However, a set of social skills that include emotional awareness, expression, and control as well as psychological potential refers to the positive emotional labour in developing a relationship between the guest and the host. However, the need for theory involves the management of emotion to get rid of emotional dissonance.
3.3 Evaluation:
Commencing with my perspective McClelland's theory reflects the intercultural ability, and cultural diversity with the knowledge of the communication impelling the attitudes, creating awareness and knowledge about the language (Busà et al., 2023). In addition, it would help in assessing the barriers regarding art, music, literature, consciousness, linguistics, and the adaptation of the Italian language by ethnic minorities as well as communities around the world. 
3.4 Analysis:
The combination of visions from McClelland’s Theory of needs, Elizebeth Chell’s personality model, and Burn’s entrepreneurship model create an appropriate picture of the cultural differences which could derive acceptance between the different populations since the role of culture is critically involved in social communication and epistemic aspect (Liotti et al., 2023). Lastly, there would be communication strategies that would illustrate caregiving as a neurobiological or psychological factor in understanding emotions and would help eradicate cultural misunderstanding.
3.5 Conclusion:
There could be a cultural profile being demonstrated that would signify the cultural values and the Italian as a foreign language. Moreover, the use of a foreign language in the hotel would foster cultural values and norms. Last, but not least, this framework for Italian as a foreign language would be beneficial in the development of cultural values.
3.6 Action Plan:
In this regard, I would endeavour to build a model that would focus on the cultural values which would incorporate the various characteristics of foreign language in a hotel management service. In addition, this would include the advancement and growth of the level of consciousness in decision-making both decisive and the thought process which would foster the necessary to implement the Italian language in the hotel. Lastly, I would promote the diverse culture of the hotel or a restaurant which would value the key features of the Italian language and the doubts and clarification of the employees that could be beneficial in creating loyalty in both customers and employees to avoid cultural misunderstanding in future.
References:
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Ivziku, D., Caruso, R., Lommi, M., Conte, G., Magon, A., Stievano, A., Rocco, G., Notarnicola, I., De Maria, M., Gualandi, R. and Tartaglini, D., 2023, April. Cultural Adaptation and Psychometric Properties of the Trust Me Scale—Italian Version: A Validation Study. In Healthcare (Vol. 11, No. 8, p. 1086). MDPI.
Liotti, M., Milesi, A., Spitoni, G.F., Tanzilli, A., Speranza, A.M., Parolin, L., Campbell, C., Fonagy, P., Lingiardi, V. and Giovanardi, G., 2023. Unpacking trust: The Italian validation of the epistemic trust, mistrust, and credulity questionnaire (ETMCQ). Plos one, 18(1), p.e0280328.

	
Component 4: Training Presentation (6 Slides)

Weighting: 25%
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