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Portfolio of 6 Elements about Languages and Cultural
ELEMENT ONE: REFLECTIVE ESSAY
My Ethiopian heritage has totally shaped my cultural identity. As an Ethiopian, I belong to an ancient culture with a rich history and unique traditions passed down through generations.
Cultural Origins: Historical and Geographical Influences
Ethiopia is one of the oldest independent countries in Africa, with a history of over 3,000 years. This long history and avoidance of colonisation have enabled Ethiopia to develop and maintain a distinct culture. As Tadesse (2023) notes, Ethiopia is the home of dissimilar and marvelous heritages created through human and natural processes. They are living traditions of a nation or generation that distinguish, in turn, one nation from others.
Geographically, Ethiopia's rugged, mountainous terrain allowed the development of relatively isolated cultures within the broader Ethiopian identity. According to Finneran (2007), the rock-hewn churches of Lalibela in the northern highlands, carved out of solid rock, demonstrate the architectural and religious distinctiveness that emerged in medieval Ethiopia. In the south, the Lower Omo Valley contains archaeological sites dating back millions of years, providing insight into early human evolution in the region. These diverse historical sites attest to the rich cultural heritage that has shaped my Ethiopian identity.
Key Cultural Characteristics
Several key characteristics define Ethiopian culture, including language, religion, art, and social customs. With over 80 ethnic groups, Ethiopia is linguistically and ethnically diverse (López et al., 2021). However, the Semitic language Amharic is the most widely spoken and serves as the official working language, unifying the multilingual nation.
Religion, especially Ethiopian Orthodox Christianity and Islam, plays a central role in Ethiopian culture and my upbringing. Ethiopia was one of the first countries to adopt Christianity in the 4th century AD officially and developed a distinct form of Orthodox Christianity (Finneran, 2007). Meanwhile, Islam spread into Ethiopia early, and the historic city of Harar is considered the fourth holiest site in Islam. Religious festivals and practices, like church services, fasting, and pilgrimages, are an integral part of Ethiopian culture.
Other cultural hallmarks include Ethiopian cuisine, music, and dance. The national dish injera, a spongy flatbread, is eaten with richly spiced stews and vegetables using the right hand (Neela and Fanta, 2020). Traditional music features unique scales and rhythms performed using instruments like the mango (single-stringed lute) and libero drums. Music is closely tied to Ethiopian Orthodox Christian liturgy but also performed for secular celebrations accompanied by distinct shoulder-thrusting eskista dance. These cultural elements, from language and religion to food and music, have shaped my identity as an Ethiopian. Practicing these customs connects me to a broader artistic community and our shared history.
Influence of Family and Community
Family and the local community have had an immense influence on my cultural upbringing and values. Like many Ethiopians, I was raised to respect family and elders deeply. The extended family plays a vital role, and children are taught to honour their parents, grandparents, aunts, and uncles. Families gather for life events, religious holidays, and special occasions, sharing traditional meals and imparting wisdom. This emphasis on family relationships instils values of loyalty, humility, and community-mindedness from a young age.
The local community also shapes cultural practices and worldviews. In smaller villages and towns, community elders serve as leaders and moral authorities. Community-level associations, such as idir (funeral societies) and iqub (savings groups), rely on mutual support and reflect values of social cohesion (Tadesse, 2023). Growing up immersed in this communal culture taught me to priorities the collective good and look out for others. It developed my sense of belonging and social responsibility as an Ethiopian.
Cultural Adaptations Over Time
While Ethiopia's culture has endured for centuries, it has also adapted to external influences and changing times. Historically, Ethiopia engaged in trade relations that exposed it to foreign cultures, such as with the Arabs, Indians, and Ottoman Turks (Tessema and Ayalew, 2024). More recently, urbanisation, modernisation, and globalisation have introduced new lifestyles and ideas to Ethiopia.
I have witnessed changes in social customs, especially among urban youth who are shaped by global trends. Western clothing is increasingly common alongside traditional Ethiopian styles. Younger generations are more likely to move for education or work, dispersing to cities in Ethiopia and abroad. Social media and technology enable greater connectivity beyond the local community.
However, I believe core cultural values persist even as outward practices evolve. Respect for elders, religious devotion, commitment to family, and pride in Ethiopian identity remain strong. Traditional dance and music remain at centre stage in ceremonies and celebrations. Even in my own experience, while studying abroad and adopting some foreign customs, there is a strong identification and commitment on my part to my Ethiopian culture and background. My identification is based on responsibility and respect for preserving and celebrating precious Ethiopian values and customs.
Conclusion
A convergence of family-based, social, geographical, and historical factors deeply shaped my Ethiopian cultural identity. From distinct religious practices and ancient civilisations to close communal and family relationships, Ethiopian culture shaped me and informed my worldview and self-understanding. As cultural adaptations reflect inevitable movements and trends, there is a resilient core culture. Blending old practices and new forms of creative expression, I experience my Ethiopian heritage as a defining and rich part of myself - one that engages me in a rich past and active future as a participant in this resilient and vibrant culture. My cultural heritage makes me stronger in seeing the world and myself as a participant in the international community.


ELEMENT TWO: WRITTEN REPORT
In today's competitive hospitality industry, offering better guest service is key for hotels to win and retain guests. Culture and communication are two key elements that significantly influence the quality of guest service. A good understanding and application of these elements can contribute substantially to improved guest satisfaction and loyalty.
Cultural Influences on Guest Expectations
Measuring guests' culture highly influences guests' behaviour, tastes, and expectations in hotels. Culture consists of values, assumptions, practices, and customs prevalent in a population and shapes individual perceptions and behavior (Hofstede, 2001). As a case in point, guests who are from collectivist cultures, such as in much of Asia, may have collectiveness and harmonisation as priorities. In contrast, guests who are from individualist Western cultures may have autonomy and personal tastes as priorities (Oh, Kim and Lee, 2014).
Moreover, cultural aspects influence service expectations, modes of communication, eating behaviors, and space needs. Lee and Zhao (2003), in their study of Japanese guests at a US-based hotel, established in their findings that failure to meet culture-based expectations, such as providing slippers and tea kettles in the room, resulted in guests being unhappy. The hotels must thus build cultural awareness so that they can adopt services and amenities suitable for the different tastes and needs of guests.
Training employees to be sensitive and respectful towards cultural differences is central. It can be learning about cultural practices, for example, appropriate greetings, direct or indirect eye contact, personal space, and gestures (Arman et al., 2024). Since direct eye contact is expected in Western societies, for example, direct eye contact in some Asian societies is rude. Customising service to accommodate cultural tastes, for instance, offering culture-familiar cuisine, bilingual or multilingual staff, and bilingual or multilingual information, can go a long way towards making guests comfortable and satisfied (Ogunnaike et al., 2022). By being culturally sensitive, hotels can be respectful and build welcoming atmospheres for guests across cultures.
Communication Styles and Guest Interaction
For excellent guest service, good communication is essential for pleasant interactions and relationship-building. Communication styles vary by culture, including directness, formality, nonverbal clues, and high-context vs low-context (Bansal, 2021). Most Asian cultures employ nonverbal cues and implicit meanings, whereas Western societies prefer direct verbal communication. To accommodate these variances, hotel personnel must adjust their communication style to visitors' cultures. Guests from high-context cultures may convey their requirements indirectly; thus, active listening, empathy, and patience are essential. Build connection and comprehension by asking open-ended questions, imitating visitors' tone and formality, and watching nonverbal signs.
Guest interactions also include nonverbal communication, including facial expressions, gestures, and body language. When hotel workers smile and nod, high-context guests are happier (Fan et al., 2021). Nonverbal communication and cultural body language training may help workers connect with customers and show hospitality. The guest experience from reservation to check-out requires clear, respectful, and culturally appropriate communication. This involves giving accurate information, swiftly answering questions, and aggressively helping. International visitors may communicate easily with multilingual personnel and translate meals and signs. Hotels may personalise and streamline experiences by adapting messages to guests' cultures.
Training and Development for Cultural Competence
Training and staff development are central investments in achieving cultural competence and offering regular, responsive guest service. The objective of cultural competence training is to equip employees with awareness, information, skills, and attitude to engage and interrelate effectively across cultures. Enhancing awareness about cultural differences, reframing stereotypical and prejudiced thinking, and learning about cross-cultural communication and problem-solving are core aspects involved.
Training sessions should be extensive, ongoing, and specifically tailored to address the individual needs of the guests and the hotel. Workshops, role-plays, case studies, and cultural immersion are some tools for possible training. An ideal example is "Culture Days" at Marriott International, in which employees can experience cultures practically through cuisine, music, and tradition and develop compassion and tolerance (Holtgrieve, 2021).
Managers play a key role in creating a culture of inclusiveness and cultural awareness. Leading by example, encouraging open communication about cultural issues, and providing resources and support for staff development can create a work environment that values diversity (Deakinco, 2023). Regular feedback, coaching, and recognition of culturally competent behaviour can reinforce training and motivate staff to improve their skills continuously.
By investing in cultural competence training, hotels can equip their staff to navigate cultural differences with confidence and respect. This not only enhances the guest experience but also promotes a positive organisational culture that attracts and retains diverse talent. Ultimately, a culturally competent workforce is a competitive advantage in today's global hospitality industry.
Real-World Examples and Case Studies
Several hotels have successfully integrated cultural understanding and effective communication into their guest service strategies, leading to improved guest satisfaction and loyalty. For instance, Ritz-Carlton is a company renowned for offering top-level service. The company's "Gold Standards" consist of training staff in cultural awareness so that they can meet and exceed guests' culture-based needs (Yanthan, 2019). A good illustration is at Ritz-Carlton Millenia Singapore, where staff are trained to know and satisfy guests' tastes.
A different example is Dubai's Jumeirah Beach Hotel, which receives a multicultural clientele. The hotel includes a host of culture-associated amenities and services, such as halal meals, prayer rooms, and multilingually proficient employees (Chilton, 2024). The "Cultural Awareness Program" for employees is also available at the hotel to train employees in different cultures and be responsive to them, resulting in improved personal and culture-sensitive client relationships.
Such cases are indicative of the actual benefit of stressing cultural awareness and communication in hotel guest service. By customising service to accommodate guests' cultural needs and tastes, hotels can differentiate in a competitive market and build lasting guest loyalty. As industry becomes increasingly global, being able to meet guests who are different in culture will be a key source of success.
Conclusion
Culture and communication are major motives for enhancing hotel guest service and satisfaction. It is important to be informed and considerate about guests' cultures, flexible in adapting to communication, and provide culture-sensitive service in a way to enhance guests' experience. By investing in cultural competency training and instilling a culture of inclusiveness, hotels can empower staff members to have the capability and attitude to deliver top-level service to guests who are from different cultures. As illustrated in the cases and real-life cases, when culture and good communication are integrated into guest service strategies in hotels, they yield remarkable outcomes in terms of increased guest satisfaction loyalty and competitive advantage. In today's globally connected and multicultural society, being able to move across cultures skillfully and sensitively will be a hallmark of a successful hospitality company.

ELEMENT THREE: STAFF GUIDE
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ELEMENT FOUR: CULTURAL MISUNDERSTANDING SCENARIO
Experience
I learnt how quickly cultural misunderstandings may develop when travelling in the US a few years ago. I was part of a group of Ethiopians visiting an American company. After our meeting, the Americans wanted to show hospitality and invited us to join them for lunch at a nearby restaurant. When we arrived at the restaurant and were seated, I noticed that no one else from my group had removed their shoes before entering, which is a common practice in Ethiopia when entering someone's home or sometimes businesses as a sign of respect (Evason, 2018). The restaurant had nice carpeting, so I assumed I should take off my shoes, which I did and left them by the front door.
As we waited for our food, I could sense some puzzled looks and awkward glances from the Americans. They seemed confused and maybe even a little amused at my shoeless feet peeking out from under the table. No one said anything directly to me, but I overheard someone comment on hoping the health department doesn't walk in. My Ethiopian colleagues shot me some quizzical looks, too, probably wondering why I took off my shoes at a restaurant.
Reflection
At that moment, I felt extremely embarrassed and self-conscious. What I intended as a gesture of respect clearly missed the cultural mark. I was confused as to why no one else took off their shoes and worried that I had committed some sort of faux pas. More than anything, I felt frustrated with myself for not considering that this custom may not translate in an American context. Looking back, I imagine the Americans felt just as awkward and confused. Having a client show up to a business lunch and promptly remove his shoes was probably not a situation they had encountered before. They likely attributed my behaviour to a strange personal quirk rather than a cultural difference. My Ethiopian colleagues probably wrote it off as an odd misstep on my part, too.
Analysis
Several factors contributed to this awkward situation. First, I assumed based on my cultural norms without considering how they may be perceived differently in the United States. In Ethiopia, removing shoes can symbolise respect and maintain a clean indoor space, especially in homes and sacred spaces (Tadesse, 2023). However, I failed to recognise that restaurants have different standards, and this gesture could be seen as odd or inappropriate in the American context.
Additionally, my mistake highlights the issue that cultural norms can often be unspoken and hard to pick up on as an outsider. No one explicitly told me that taking off shoes was not customary in this setting. I based my decision on observations and assumptions, which turned out to be misaligned.
The Americans also likely made some assumptions that led to the misunderstanding. Since removing shoes is an uncommon practice in American restaurants and businesses, they may have jumped to conclusions about my judgment or personal hygiene without considering a cultural explanation. The cultural faux arises when one side assumes others understand its way of doing things (Hahn and Molinsky, 2018). In this case, I erroneously assumed shoe removal translated, while the Americans assumed everyone knew that would be inappropriate, leading to a mismatch of cultural expectations.
Action
To avoid similar mix-ups in the future, I clearly need to improve my skills in detecting cultural differences and adjusting my behaviour accordingly. This requires enhancing my powers of observation, especially for non-verbal cues. I should have noticed that no one else removed their shoes and followed that lead. Paying closer attention to the environment and others' behaviour can provide valuable information about cultural norms and expectations.
I also need to be more proactive in learning about other cultures before interacting in their context. If I had done some basic research on American customs in restaurants and business meetings, I likely could have avoided this faux pas altogether. Reading about the culture, watching videos, and talking to others with experience in that setting are all ways to build cultural awareness (EasyLlama, 2021).
Finally, I think approaching cross-cultural interactions with more humility, flexibility, and patience would serve me well. Instead of making quick assumptions, I should be open to observing and learning. If I'm ever unsure, politely asking about appropriate behaviour could prevent misunderstandings.

ELEMENT FIVE: PRESENTATION
Introduction
Hello, everyone. My name is Hanna, and I'm excited about meeting and explaining how culture influences me and what I'm looking for as a visitor. My home is in Ethiopia, a history-laden and culture-rich place that greatly influenced who I have come to be today. As someone who has travelled abroad and had experience of being a visitor in inhospitable circumstances, I have come to realise how much hosts must know and be considerate about guests' cultures. Culture influences everything, right down to how we communicate and hold values, traditions and expectations when it comes to being hospitable. By making time to know about a visitor's culture, hosts can provide a warmer, comfortable, and richer experience. So today, I want to give you a window into Ethiopian culture and how it defines my preferences and expectations as a guest.
Cultural Overview
Ethiopia is a multiethnic country with over 80 different ethnic groups, each with its distinct cultural traditions, languages, and beliefs (López et al., 2021). However, some core elements of Ethiopian culture tend to cut across ethnic lines and bind us together as a people.
One of the most important aspects of Ethiopian culture is our strong emphasis on community, hospitality, and respect - values that are instilled from a very young age. Ethiopian society is arranged around nested structures of family, community, and nation, and there is a prevalent spirit of interdependence, reciprocity, and collaboration (Oldroyd et al., 2021). When you enter an Ethiopian home, you are immediately considered part of the family and warmly embraced.
Hospitality is a cornerstone of our culture and serving food to guests is one of the most visible manifestations of this. The traditional coffee ceremony is a prime example. As Rath (2024) depicts, the coffee ceremony is a central ritual of Ethiopian hospitality that involves roasting beans over a fire, grinding them, and then brewing the coffee in a pot called a jebena. The coffee is served to guests in small cups, along with snacks like popcorn or bread. More than just serving a drink, the coffee ceremony is about taking time to slow down, engage in conversation, and savour one another's company. It creates a shared sensory experience that promotes connection.
Another key element of Ethiopian culture is our indirect, high-context communication style. We tend to speak in a roundabout way, using proverbs, analogies, and non-verbal gestures to convey meaning. There is a strong emphasis on maintaining social harmony and saving face. As a guest, it's important to me that hosts take the time to build rapport and not feel pressured to get straight to the point in conversation.
Religion also plays a significant role in Ethiopian culture and daily life. As a majority Christian nation, many of our cultural traditions and rituals are tied to the Ethiopian Orthodox Church, though there is also a sizable Muslim population. Celebrations like Timket, Ethiopian Epiphany, and Meskel, the Finding of the True Cross, involve colourful processions, music, and feasts (Rory, 2018). Whatever their background, I appreciate it when hosts take an interest in learning about the meaning behind these traditions.
Expectations as a Guest
So, how does this cultural background translate into my expectations and preferences as a guest? First and foremost, I deeply value the warm hospitality that is embedded in Ethiopian culture. When staying at a hotel or visiting someone's home, I appreciate being greeted with a friendly smile and a sincere "ishee" or "buna tetu," meaning "welcome" or "come have coffee". These small gestures send a message that I am valued and embraced as part of the family.
I also love it when hosts take the time to engage me in meaningful conversation and learn about my culture. Rather than feeling interrogated with direct, rapid-fire questions, I prefer a more relaxed, free-flowing discussion that touches on family, cultural traditions, shared experiences, and stories (Tadesse, 2023). Bonus points: if the conversation happens over a cup of traditionally brewed Ethiopian coffee or a meal! Sharing food is such an important part of how we connect in Ethiopian culture.
On the topic of food, I really appreciate when hosts are attuned to my dietary preferences as an Ethiopian Orthodox Christian. On Wednesdays and Fridays, as well as during Lent and fasting seasons, we typically abstain from meat, dairy, and eggs (Tadesse, 2023). While I don't expect hosts to cater entirely to this, I am grateful when they ask about my preferences and provide some suitable options like lentils, vegetables, and grains.
Another expectation I have is that hosts be culturally sensitive in their communication and follow my lead. Since Ethiopian communication tends to be indirect and nonverbal, I appreciate it when hosts pick up on cues and don't press too hard on sensitive topics. For example, if a hotel staff member notices I seem tired or stressed, I'd prefer they gently ask if there is anything I need rather than directly inquiring, "What's wrong?"
In terms of the physical environment, I feel most at ease when my surroundings are clean, bright, and uncluttered. In Ethiopia, it's customary to remove shoes when entering a home, church, or even some workplaces as a gesture of respect and to maintain cleanliness. While I understand this practice may not always translate to hotels or guest accommodations, I do appreciate little touches that make the space feel clean and homey, like fresh white linens and a tidy bathroom.
Above all, I believe the foundation of an exceptional guest experience is cultural understanding, sensitivity, and a willingness to learn. I don't expect hosts to be experts on Ethiopian culture. Still, I am truly touched when they express a sincere interest in my background and look for opportunities to connect across cultural lines. Simply eating injera bread, enquiring about my favourite childhood custom, or learning Amharic "thank you" (ameseginalehu) informs me that my cultural identity is recognised.
Conclusion
In brief, we are recognised as being a society rich in values for respect, community, and hospitality. Traditions such as our religious ceremonies and the coffee ceremony are about creating communal experiences that foster human relationships. Communication is normally indirect and involves a lot of contexts, and we place a strong emphasis on sustaining social harmony. As a visitor, these elements shape my experience and expectations. I enjoy being warmly welcomed, being engaged in meaningful dialogue, being respected in eating matters, being able to read between the lines, and being curious about learning about who and what makes us unique. By getting to know me, hosts make me feel at home and provide a broad cultural experience.  Openness, sensitivity, and receptivity make my experience excellent.  Working to bridge cultures and be authentic creates greater human encounters.  As a proud Ethiopian and global citizen, I seek this while entering.  "Ameseginalehu" (thank you) for hearing my voice.


ELEMENT SIX: REFLECTIVE ESSAY
In today's interconnected globe, visitors to the hospitality sector are drawn in from a host of different cultures, each bringing different values, assumptions, and requirements. As a service provider in this sector, learning about and understanding one's own culture and cultures in general is crucial in providing better quality service to visitors. As an Ethiopian, my culture is shaped and informed by rich history, tradition, and values and consequently influences how and why I perform certain practices and responses in service providing. The current module provided insights regarding why awareness of culture, sensitivity, and adaptability are central to enhancing guests' experience. My learning experience is discussed below using Gibbs' Cycle for Reflection, critically examining how this learning will influence future practices in service providing to a multicultural clientele.
Reflective Cycle
An experience in this module that emphasised the importance of cultural awareness in hospitality happened in the staff-guest simulation in a role-play. My partner for this simulation was another classmate who came from another culture, and we alternated playing staff and guests. As staff, in enacting this simulation, I offended my "guest" unintentionally when I applied direct communication and failed to read non-verbal indicators of unease. The experience, as much as it was simulated, depicted real-life issues and opportunities in managing cross-cultural encounters in hospitality.
Feelings
Reflecting on my emotions in this simulation role-play, I can recall being certain in myself about engaging guests who are from another culture. However, after learning how I had offended without being intentional about it, there came confusion, embarrassment, and intrigue. It questioned assumptions about good communication and revealed how my cultural prism had impacted my style (Zhang, 2023). That experience of unease later proved to be a rich learning experience.
Throughout the course, there was a shift in emotions from initial confusion to empowerment as I learned and acquired new information and capabilities. Learning about different dimensions in cultures, for instance, individualism versus collectivism (Fatehi, Priestley and Taasoobshirazi, 2020; Hofstede, 2001) and high-context and low-context communication (Hall, 1976; McIvor, 2022) formed a foundation for understanding and adapting to different cultural practices. I felt more equipped to engage in relationships across cultures in a considerate and flexible way.
Evaluation
Reviewing myself in the role-play, there are strengths and opportunities for improvement. On the plus side, I opened the interaction in a welcoming way and had a good intention to be able to assist the visitor. Unfortunately, though, I relied too much on cultural assumptions and could not adapt my style of communication to meet the visitors’ needs (Clearinfo, 2023). I should have been more attentive to non-verbal cues and used a more indirect and high-context style, characteristic in most collectivistic cultures (Tadesse, 2023).
This applies to my whole cultural engagement in hospitality as well. While respecting and being open have always come second nature to me, this course emphasised being proactive in learning and adapting. It struck me that truly superior guest service involves not only being aware but also being able to adjust and modify my manner of speech, behavior, and service to meet each guest's culture.
Analysis
Role experience and learning in general in this module are connected to key theories and concepts in cross-cultural hospitality. The cultural dimensions theory of Hofstede (2001) is a rich source for elucidating how values such as power distance, individualism vs collectivism, and uncertainty avoidance shape guests' expectations and behaviour. High power distance guests, for example, would be expected to be given greater formality and respect by employees, while individualist guests would be interested in efficiency and directness (Dai et al., 2022; Hofstede, 2001).
Hall's (1976) theory of low-context and high-context culture is just as applicable to my experience in reflection. My direct style in the simulation is characteristic of low-context cultures because they have much use for overt, explicit information. Some guests, though, particularly collectivistic, high-context culture guests, may have another style based on indirect, implicit information and maintenance of harmony (Langaas and Mujtaba, 2023). Provision for these different modes of communication is at the core of good service delivery.
The course emphasised the necessity as well for culturally responsive practices in hospitality, for instance, providing suitable cultural amenities and food and fulfilling religious demands (Zaghmout et al., 2024). By being able to portray cultural awareness and tolerance, we can ensure a friendlier and welcoming place for visitors. That is in accord with my values as an Ethiopian in being hospitable and communal and treating visitors as family members (Commisceo Global, 2019).
Conclusion
In this reflection, I have come to some key insights about culture and service to guests. One is self-awareness regarding culture, flexibility in behaviour and communication, and proactiveness in learning about and making allowances for cultures. My own culture, as an Ethiopian, creates and shapes values and practices for me, but there are various perspectives. The best service is being able to break beyond my cultural perspective and engage guests in their own manner.
In moving forward, cultural learning will be an ongoing process for me. It includes remaining up to date on topics regarding trends and practices in arts, accessing multiple sources of information and varied perspectives, and continuously testing personal assumptions and biases. I shall try to create a welcoming space respecting each visitor's unique identities and needs based on values in Ethiopian culture while learning to adapt to varied cultural conditions.
Action Plan
To further develop my ability to serve a multicultural clientele, I plan to:
· Read, attend cultural events, and talk to varied coworkers and visitors to learn about other cultures.
·  Active listening and nonverbal awareness help you understand and meet visitors’ needs.
·  To connect with diverse visitors and learn culturally appropriate greetings, gestures, and words.
·  Promote culturally aware practices and training in my company to improve visitor experiences.
I hope these measures will help me become a culturally competent hospitality expert who can serve visitors with respect.
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