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I worked as a receptionist at a hotel in Bucharest where I had the privilege of interacting with guests from around the world with a wide range of cultural backgrounds. My primary goal was to provide a seamless and memorable experience for the guests. However, one encounter left me reflecting on the complexities of cultural misunderstandings and the need for cultural sensitivity.
It was a weekend evening, and my first guests arrived for their check-in. After greeting them, I saw that they had Spanish passports, so I started speaking Spanish, but to my surprise, they just looked at me with a smile and continued talking in English. I felt embarrassed, I apologized and explained that I thought they were Spanish and since I speak Spanish, I thought it will be easier for them to speak in their native language. To my mystery, still no reply from them.
Reflecting on this incident, to prevent such misunderstandings in the future, I recognized the need for a change in my behaviour and improve some of my soft key skills. 
First, effective communication is vital. If I would have followed my usual check-in process, I would have avoided this situation in which I’ve put myself. I should have started a conversation with my guests to know them better. Instead, I left my emotions to take over. As per Kim (2008) hospitality employees often need to regulate and display appropriate emotions when interacting and serving customers.
Second, respect is crucial. Stop assuming facts about my guests before confirming these with them to avoid such situations happening in the future. By confirming this with my guests I can avoid saying or doing something that is offensive or disrespectful to them. When “we are confronted with cultural difference, we tend to view people from other cultures as strangers and, not everyone we meet for the first time is truly unknown and unfamiliar. Sometimes we are familiar with or know something about people we meet for the first time” (Gudykunst and Kim, 2003). In this situation seeing that they had Spanish passports made me feel more familiar with them and made me want to show them that we have something in common, the language. 
Third, observation and awareness to become essential skills. Observation is important, to be aware of different cultures and pay attention to people’s body language. If I would have done this, I would have noticed immediately after starting to speak in Spanish that the guests were looking clueless at me, not understanding a single word I was saying. 
Finally, a skill which I recognized and helped me get out of this incident, was my accountability. The situation started being repaired at the minute I acknowledged my inappropriate actions and apologised to my guests by explaining that my intentions were good but failed because of a miscommunication. 
In conclusion, this incident was a valuable lesson in the importance of cultural sensitivity in the hospitality industry. In a culturally diverse workplace, competence in intercultural communication can be described as an ability to be flexible and adaptable to different cultural contexts, that is, sensitive to the cultural situation and acting accordingly (Oktadiana and Djauhari, 2011). It highlighted the need to develop specific skills and behavioural changes to avoid future misunderstandings. 
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