


Professional reflection

Reflection on cultural misunderstandings

As a Front of House team member at a Diversity Hotel and Spa in London, I've met international guests. Each day provides new difficulties and opportunity to learn about other cultures, and one experience with a Romanian family was unforgettable. When the Romanian family arrived at the hotel, their vacation joy was clear. I had no idea a cultural misunderstanding would challenge my skills to handle a difficult matter while respecting their customs (Hofstede, Hofstede and Minkov 2010).

As night fell, the family retired to their room to spend time together. Music, vibrant talks, and laughter made it seem like a family gathering. I could identify to their happy energy because Romanians love such energetic get-togethers. However, neighbouring guests had different evening expectations. Their peaceful retreat was broken by the Romanian family's joyful shouts. Frustrated, they complained to the hotel front desk for a calm night. Understanding the cultural misunderstanding, I knew I had to strike a balance between honouring the Romanian family's traditions and making the other visitors happy. Not simply enforcing hotel policies but understanding cultural difference (Spillan 2006). I approached the family speaking Romanian to show empathy and understanding. My intervention initially backfired since they saw me siding with the dissatisfied neighbours.

The family said Romanians appreciate family time and I should know that. Long nights of storytelling, laughter, and bonding are usual and treasured, especially on vacation. They were upset that I, as a Romanian, did not accept our cultural values. That moment taught me the significance of cultural understanding and empathy, especially within a common culture. I needed to recognise our distinct culture's unique rituals and beliefs, not just our nationality. My solution was a compromise. I volunteered to assist them find an empty loby to continue their family celebration without bothering other visitors. I wanted them to enjoy family time while respecting other guest’s comfort and expectations. After some debate, the family reluctantly consented. I provided a secluded, cosy location with refreshments to keep their family bonding going.

This event emphasised communication, cultural awareness, and creative problem-solving. It showed that cultural misunderstandings can happen even within common backgrounds and that it's important to balance cultural standards with guest comfort. Reflecting on this experience, I found personal and professional growth opportunities. First and foremost, cultural differences require better communication. I should be open to learning in such instances rather than assuming familiarity. Additionally, I now realise the need of cultural knowledge in varied settings (Khosrow 2019). This experience has inspired me to pursue further training and study to better serve our foreign clients.

Looking ahead, I want to avoid similar misconceptions. I will continuously learn about our guest’s cultural conventions and expectations, especially within similar backgrounds. I want to improve my cultural awareness, communication, and problem-solving skills to make the Diversity Hotel and Spa in London more welcoming and harmonious. Finally, this event taught us how to navigate cultural differences and resolve conflicts with sensitivity and professionalism. It has strengthened my dedication to excellent service and embracing the complexity of cultures that make our hotel so diverse and friendly.
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