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ASSIGNMENT 1: PORTFOLIO
(4 Components)


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

Weighting: 25%

	In this writing, I reflect on cultural misunderstandings with a hotel guest by explaining how they can occur and which skills are vital to develop in order to prevent misunderstanding. To deliver outstanding customer service, in my opinion, it is essential to comprehend the cultural diversity of your clients (Joseph, 2023). For instance, F &B employee should be aware that certain cultures may have different standards for personal space and may engage with people in a more formal or reserved manner. This can involve recognizing subtle variations in eye contact, proper physical interaction, and body language. Employees who are aware of these cultural differences can help guests feel more at ease and prevent inadvertent offending (Joseph, 2023).
The usage of names and titles is another instance of cultural variations to be mindful of. When addressing someone, it is customary in some cultures to use formal titles; in other cultures, however, using first names is more appropriate (Joseph, 2023). Furthermore, acknowledging and respecting religious customs and beliefs can be a part of comprehending cultural differences. Guests must observe the stringent customs of several religions, even when on vacation. The employee should give considerable thought to dedicating peaceful, solitary areas for introspection and prayer. It is advisable to take note of the visitors' season and inquire about any religiously significant events that may be taking place. For instance, be mindful of the dates that Muslims observe Ramadan, as they vary annually (Colcol,2023).
A further illustration of giving personalized services is providing language support to visitors who might not be native speakers of the area. This can involve having multilingual staff members, translating publications, or having resources available over the phone or online for language support. By offering language support, visitors may more easily comprehend and utilize the hotel's facilities and services (Joseph, 2023).
During my placement, I experienced some misunderstandings in the hotel restaurant. A F&B employee had a problem to speak English properly because he comes from Spain and his language knowledge is not so perfect. He had difficulty in understanding the guest’s request because the guest spoke to fast. Observing this situation, the problem of language barrier can be recognised. The solution can be a language training for the staff and offering some linguistic tools, such as applications that facilitate customer contact and translate the menu (Spinola et al.,2023).
The manner in which the employees interact with foreign visitors is another aspect. Nevertheless, for instance, bowing is a prevalent ritual in Japan, it is a quite intricate one, and Japanese visitors typically don not anticipate being received in this manner when they arrive at the hotel. In the same vein, a male would never shake hands with a woman in some Middle Eastern societies. It is usually preferable to teach the employees to exercise caution in these situations and to behave with detachment while still being polite (Colcol,2023).
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Miscommunication can occur through both spoken and nonverbal cues (such as body language and silences), which can make both parties feel bad. Intercultural misconceptions frequently have many different, intricate reasons (Glowacka, 2023).
Training plan (Why/What//Who/Where/When):
Staff Training Plan
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TRAINING NAME
Cultural Awareness 
	0. Objective (Why) :
	 Learn how to prevent cultural misunderstandings
 Skills are needed to develop


	0. Result desired:
	The employees are more suited to offer individualized, culturally aware service, which will boost client happiness and loyalty.

	0. Time (When):
	          10 a.m. to 4 p.m.  10 February 2024   1-day training 

	0. Team involvement (Who):
	          F&B employees ,Hotel staff 

	0. Place (Where): 
	
          Leonardo Hotel Croydon, London


1. I welcome every member of the hotel staff ! 
1. Detailed training explanation:

·  Considering the dietary requirements
Be careful of dietary! 
While traveling, people are frequently receptive to new experiences and willing to try new things, but they also want to be able to enjoy their favorite things. For example, if the most of the customers are Chinese, the kitchen's or restaurant's menu should provide them traditional and genuine Chinese fare. The hotel's dining experience is one of the most crucial aspects of guest happiness, so carefully weighing the alternatives is worthwhile (Colcol, 2023).
·  Respecting religious customs and beliefs
Learn more about different customs! It is advisable to observe the season in which the visitors are arriving and inquire about any religiously significant events. Take note of the dates that Muslims observe Ramadan, for instance, as they vary annually. Be accommodating when it comes to dinner times and think about taking the booze out of their rooms (Colcol, 2023).
· Developing communication skills
Effective Communication: Both spoken and nonspoken communication are included in this. Language use is referred to as verbal communication, whereas body language, tone of voice, and facial expressions are examples of nonverbal communication. Nonverbal communication holds greater significance than verbal communication in many cultures. For instance, people in Japan could express respect or disapproval by remaining silent.
Pay close attention to what the other person is saying, and if there are any questions, ask them to clear up any confusion. Refrain from assuming anything or leaping to conclusions. You can prevent misconceptions and gain a better knowledge of the other person's viewpoint by actively listening and asking questions (Faster Capital, 2023).
· Overcoming language obstacles
 Even though English is frequently used as a common language in international business, iti s crucial to keep in mind that not everyone is fluent in the language. Employ translation tools: These can be a helpful substitute in cases where learning the language is not practical. Do not use idioms and complicated words that individuals from other cultures might not understand. Make your language understandable by keeping it clear and basic. Keep in mind that persons from diverse backgrounds might not understand your use of jargon and technical phrases (Faster Capital, 2023).
· Developing your foreign language skills
 Take part in language courses
· Be aware of cultural etiquette
Every culture has specific standards for body language, communication methods, and business conduct. For example, many Eastern cultures encourage high-context communication, or indirect communication, where a lot is communicated by non-verbal clues, while direct communication is emphasized in Western cultures. It is possible to avoid misunderstandings and promote efficient communication by being aware of these distinctions (Faster Capital, 2023).
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	
In this self-reflection, I highlight the importance of cultural awareness within the hospitality industry by using Kolb self-reflection model. 
Why cultural awareness is so essential in the hospitality? 
It is a cornerstone of contemporary hospitality. Diversity acceptance and celebration not only improves the visitor experience, but it also encourages repeat business and favourable word-of-mouth referrals (GDI ,2023). One of the best examples of a hotel chain that puts cultural sensitivity first is Marriott International. Through its "Diversity & Inclusion" program, staff members are given the information and abilities necessary to offer customers from a variety of backgrounds outstanding service. Marriott has gained a global reputation for embracing diversity and guaranteeing client happiness through its proactive approach (GDI ,2023).
How did my understanding of the subject change over time? 
Before my Level 4 placement, my view was quite different about the hotel industry, working in hospitality helped me understand the essence of cultural awareness.
It was not so clear why cultural awareness is so important that is why I had some misunderstandings with hotel guests. I had difficulty in communication because the guest spoke to fast and I was afraid to ask him to speak slowlier. 
Providing exceptional customer service requires an understanding of the cultural diversity of your guests. A member of the hotel staff should be aware, for instance, that certain cultures may have different standards for personal space and may engage with people in a more restrained or formal manner. This can involve being aware of variations in body language, using appropriate amounts of physical contact, and maintaining eye contact. Staff members can prevent inadvertent offence or discomfort for guests by being aware of these cultural differences (Joseph, 2023). 
What was my concrete experience? 
I had some experiences in language barrier. The hotel where I was in placement, accommodated Chinese customers who spoke English with a special accent. They asked some drink at the bar when I was working, the communication with them was very hard because they had very strange accent and I could hardly understand what they want. 
Why is the experience important? 
Due to the experience, I can understand better the importance of cultural awareness and my work can be more effective contributing the good reputation of the hotel. 
Beyond awareness of culture and understanding of conventions and values, there is cultural experience. This basically refers to the capacity to comprehend, converse with, and engage with individuals from diverse cultural backgrounds. To effectively engage with other populations, one must cultivate communication skills, acknowledge cultural differences, and be cognizant of one's own worldview (Howe, 2022).

What did I learn as a result of the experience? 
The experience taught me what my weaknesses are and it is important to develop them like communication skill and foreign language skills. I learnt that it is essential to train myself continuously to be able to work effectively and properly in hotel industry in the future. 
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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Benefits of multilingualism in hotel industry

» Expending new markets — more customers

> Developing loyalty and trust — return customer- they feel like important
— by communicating with them in their native tongue (Moonis, 2021)

> Exceeding — choosing the hotel to stay based on guests’ emotion

» Enhancing communication — understanding properly without any
mistake

— developing customer satisfaction —» effective communication
(Moonis, 2021)





image6.png
v

v

v

v

Importance of language awareness skills
for hotel staff

Smooth communication- positive guest experience,
Cultural awareness- cultivating a climate of tolerance, acceptance (Endeavour , 2023)
English for business including hospitality is basic to speak

Why is English?- worldwide language, familiar language for almost everyone, easy to
learn —lots of methods to leam e.g: ELSA Speak application (Luc, 2022)
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What is considered to be polite and
impolite in a business context?

» giving more thorough and deliberate answers- considered polite in English speaking
countries

Example for misinterpretation: one word answers like *Fine,” “Okay,” *No * -impolite (LLS
English,2023)

* | appreciate the offer, but | won't be able to attend the meeting today". -polite answer
example

» It's critical to respond to the query or statement politely and respectfully (LLS
English,2023).

» greeting, paying attention of names, hand shaking, eye contact , smiling- polite
» Checking emails for grammatical and typographical errors (Toggl,2024)
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» Be polite and professional
» Be punctual
»> Wear proper clothes (Toggl,2024)
e.g: avoid wearing a hoodie, sweatpants, and flip flops at work
» Keep your personal affairs out of the workplace
e.g: telling everyone you cheat your boy/girlfriend- inappropriate
talking about your holiday - appropriate (Toggl,2024)
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