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Scenario
Working at Trinity Hotel in central London exposes me to diverse cultures and daily interactions. The international atmosphere has both opportunities and challenges that have impacted my career, specifically in relation to cultural limitations.
A pivotal moment in my learning journey was when Ms. Suzuki, a notable guest from Japan, left a lasting impression. Our hotel emphasises developing personal relationships with guests to demonstrate our dedication to providing exceptional service. The cultural barrier caused unexpected challenges during Ms. Suzuki's check-in. I started a friendly conversation to create a welcoming atmosphere. However, I experienced an inexplicable lack of enthusiasm. I failed to consider the specific cultural and communication norms in Japan. Ms. Suzuki's limited cultural understanding limited her ability to engage in typical conversations, demonstrating the influence of cultural codes in hospitality settings.
I recognise that my behaviour may have been seen as annoying, particularly in cultures like traditional Japan where gentleness and etiquette are valued (Kim, 2017). Despite Ms. Suzuki's English fluency, she probably preferred the social customs and nonverbal communication norms of her own country. My failure to understand and adjust to these details affected what should have been a smooth and enjoyable interaction for her.
Cultural Misunderstanding
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Description automatically generated]This introspection helped me pinpoint crucial areas for both professional and personal development to prevent repeated cultural misunderstandings:
· Cultural awareness necessitates ongoing education regarding diverse cultural expressions and social norms. I recognised the need to further explore the cultural backgrounds of our guests, understanding that this range of diversity enhances our hospitality framework. Understanding these nuances helps me navigate cultural subtleties efficiently as Zhang & Fan (2021) wrote in their study.
· Ting-Toomey & Chung, (2012) wrote about the fact that active listening is crucial for observing and understanding details. By attentively observing both verbal and non-verbal cues, I can evaluate the comfort and preferences of guests. This enables me to adapt my interactions in a way that aligns with their cultural expectations. Improving this skill promotes customised and courteous interaction with every guest.
· Martin & Nakayama, (2019) helped me acknowledge the necessity for adaptable communication strategies. By observing guests who had made reservations, I realised the importance of adjusting my approach and maintaining a composed and respectful attitude. On the other hand, guests who enjoy engaging in lively conversations may prefer a more enthusiastic interaction style. Achieving this balance is essential for genuine and pleasurable interactions with guests. 
· Empathy allows me to understand our guests' perspectives and experiences by putting myself in their cultural context. Going through Piller’s (2017) study confirmed that I should use an empathetic lens to make adjustments that align with guests' cultural comfort zones and expectations.
· Regular cross-cultural workshops are essential for our team. Bhawuk & Brislin, (2021) suggest this in their study and I also experinced this situation in my everyday work. This training enhances understanding of cultural nuances, promoting a respectful and knowledgeable approach to engaging with guests. This foundation is crucial for providing culturally appropriate and respectful service experiences.

In conclusion, my interaction with the Japanese guest highlighted the complex relationship between service excellence and cultural respect. It emphasised the importance of understanding and adaptability as essential rather than optional in a professional context. Investing in cultural awareness, active listening, adaptable communication, empathy, and continuous cross-cultural education strengthens our dedication to an inclusive and culturally sensitive hospitality philosophy, improving each guest's experience regardless of their cultural background (Holliday, 2018).
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