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Reflective Paper: Enhancing Cross-Cultural Communication in Hospitality

[image: A person shaking hands with women]My experience working in the hospitality industry—especially at a reputed hotel like Premier Inn—in the vibrant centre of London, UK, has been enlightening and has opened my eyes to the subtleties of communicating across cultural boundaries. Working with diverse clients has shown me the importance of cultural sensitivity in the hospitality industry. An incident with a Japanese guest shaped my understanding and emphasised the ongoing learning in our field.

The Experience[image: A group of people posing for a photo
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During a busy afternoon, I, as part of the Front of House team, experienced a situation that highlighted the importance of non-verbal communication in cross-cultural interactions. I warmly welcomed a Japanese guest who had just started their vacation by smiling and giving them a thumbs-up. This approach is based on my subconscious reliance on Western indicators of friendliness and approval (Manzur and Jogaratnam, 2007).
My gesture was not reciprocated as anticipated. Instead of reciprocating, there was discomfort. In certain professional or formal Japanese interactions, excessive smiling may be seen as insincere, and a thumbs-up gesture could be deemed inappropriate or confrontational as stated in Tanaka's (2010) studies. This discovery was essential for my personal and professional growth.

Reflection and learning 
The unintended discomfort caused to the guest made me question and reflect on my cultural intelligence.
Reisinger (2008) states that hospitality professionals need a strong grasp of various cultural etiquettes and conventions. I unintentionally violated this principle, impacting the guest's comfort and potentially our hotel-guest relationship.
After this incident, I focused on studying non-verbal cues in different cultures, which is also supported by recent studies as the one of Phutela (2015). I learned about the universal acceptance of gestures like a nod or bow when interacting with guests from Asian countries. This knowledge impacted my daily interactions, helping me establish more respectful connections with guests.

Professional development and practise
Recognising the connection between professional development and cultural navigation, I identified the necessary skills to improve. I received ongoing education on diverse cultural norms to avoid accidentally triggering offence. This learning included understanding and adapting to different cultures. (Reisinger, 2008).
Also, I acknowledged the significance of appropriate and universally accepted gestures, as well as the necessity of adjusting communication styles. Maintaining a formal and attentive demeanour with Japanese guests demonstrates respect for their cultural norms. Adaptive skills are important for hotel professionals, benefiting both guest relations and personal career growth Quintal et al., (2010) showed in their study.
Inquiring discreetly about guests' preferences without appearing annoying became a crucial aspect of my professional growth. It promoted open dialogue, enhancing the hotel-guest relationship. This skill helped prevent misunderstandings, like the one I experienced.

This journey has shaped my hospitality career. The incident with the Japanese guest taught me about cultural communication and subtle differences. It highlighted the importance of professional competence going beyond basic skills and including cultural intelligence. My dedication to cultural diversity has improved my interactions with guests and benefited my personal growth and the overall guest experience in the hospitality industry.
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