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Reflection on Cultural Misunderstandings: 
As a front desk agent at a luxury hotel, I recently had an interaction with a guest that highlighted the need for cultural awareness and sensitivity. The guest was from China and spoke limited English. When he came to check-in, I tried to make small talk and ask how his flight was, but he seemed very reserved and only gave short answers. I assumed he was tired and didn't want to chat, so I quickly checked him in and gave him his room key. Later, I realized he may have been displaying cultural norms I wasn't aware of as an American. In many Asian cultures, being soft-spoken and not initiating conversation is seen as polite and respectful. My attempts at small talk may have made him uncomfortable. Additionally, there was likely a language barrier that made communication difficult for him. This experience showed me that I need to develop a greater understanding of other cultures to avoid misunderstandings. Next time I interact with an international guest, I will be more mindful about not making assumptions. I can ask respectful questions to understand their cultural norms and communication style. Learning key phrases in other languages could also help bridge language gaps. Moving forward, I will take initiative to expand my cultural knowledge by reading books, taking training courses, and having open discussions with coworkers from diverse backgrounds. With greater awareness, I can adapt my communication approach to make each guest feel welcomed, respected, and understood. Providing excellent customer service means connecting genuinely across cultures (Sizoo, 2005). This will require ongoing self-education and an openness to new perspectives that may differ from my own. I need to appreciate that people from different parts of the world often have different communication styles and values. What I viewed as unfriendly may have simply been cultural differences in appropriate etiquette. Rather than taking offense, I should have been more patient and tried to find common ground. Even small things like eye contact, greetings, and tone of voice can vary across cultures (Ogden, 2007). I want to provide a warm reception for international travellers who may experience culture shock in a new country. With effort to continuously develop my cultural competence, I am confident I can prevent misunderstandings and foster positive interactions with guests of all backgrounds (Moufakkir, 2015). This will lead to a more welcoming and inclusive environment at our hotel. I am committed to expanding my global awareness so that guests have an excellent experience regardless of where they come from. Going forward, I will proactively seek out resources and training to improve my cross-cultural communication skills. My goal is to make every guest feel comfortable, respected, and understood during their stay. This experience has reinforced that customer service requires flexibility, patience, and an open mind. I am grateful for the opportunity to improve and provide truly thoughtful hospitality. Checking my assumptions is an ongoing process, but it will allow me to better empathize with guests' experiences. I want to create an environment where people of all backgrounds feel valued.Going forward, I will proactively seek out resources and training to improve my cross-cultural communication skills. My goal is to make every guest feel comfortable, respected, and understood during their stay. This experience has reinforced that customer service requires flexibility, patience, and an open mind. I am grateful for the opportunity to improve and provide truly thoughtful hospitality. Checking my assumptions is an ongoing process, but it will allow me to better empathize with guests' experiences. I want to create an environment where people of all backgrounds feel valued.
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