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[bookmark: _Toc148650171]Introduction
Recently, I experienced an interaction at the hotel front desk that made me realize how cultural miscommunication can quickly arise if I do not develop more cultural awareness as a hospitality professional.
[bookmark: _Toc148650172]Situation
While checking in a guest from East Asia on an extended business trip, I noticed their work visa documentation listed a different anglicized name than what had been provided for their reservation. Upon being asked about this discrepancy, they became flustered and attempted to explain through broken English that this formal paperwork only listed their given name; preferring instead using their official one for official paperwork purposes.
But our hotel policy required matching ID documentation for check-in. As I explained this to them, they became increasingly distressed, explaining further in unclear terms which caused me to reiterate our policy more firmly; when this failed, misunderstanding escalated until a manager needed to step in to diffuse tension and make an exception for their check-in process to go smoothly.
[bookmark: _Toc148650173]Reflective Analysis
Utilizing Gibbs' Reflective Cycle model (Gibbs, 1988), I was able to gain some valuable insight into what transpired during my difficult encounter and identify several areas in which cultural miscommunication may have arisen and ways I might have handled the situation more appropriately.
I was unaware of naming conventions within my guest's native culture, such as how anglicized names may be used formally while given names are preferred casually; my cultural assumptions caused me to suspect something suspicious rather than recognize different cultural norms (Moufakkir, 2022).
By insisting on my policy without trying to understand its guest's perspective, I impeded constructive dialogue. Instead of exercising empathy in my communication style, I relied solely on loudly proclaiming my rules - failing to recognize their distress while navigating a complex cultural situation (Teng, 2019).
My inability to understand my guest's accent and phrasing further contributed to our communication barrier. Unfortunately, I did not employ active listening techniques such as rephrasing, summarizing, or questioning to aid mutual comprehension (Hendricks 2019) - likely embarrassing him/her further.
My company's well-intentioned security policies caused unintended cultural barriers; however, as their implementor, I am responsible for applying them wisely and honing my intercultural skills so as to avoid further tensions escalation.
[bookmark: _Toc148650174]Development Goals
I aim to expand my cultural competence through several goals. First, I plan to educate myself on naming practices, visa documentation standards and communication dynamics of cultures such as East Asia that our hotel serves. Furthermore, understanding common sources of misunderstanding will enable me to avoid making assumptions (Moufakkir, 2022).
Second, during cross-cultural interactions I will practice empathy, patience and adaptability. Seeking first to understand rather than rigidly following rules without compassion (Teng, 2019) will be more productive (Humberto and respect will also be my guiding principles).
Thirdly, I will foster intercultural communication skills by verifying understanding through summation and clarifying questions. Furthermore, I will determine any languages our staff can assist with, request interpreters when necessary and suggest written communication if verbal comprehension proves difficult (Hendricks 2019).
Finally, I strongly urge our hotel to implement regular cross-cultural competency training to equip staff with knowledge to avoid and resolve misunderstandings (Moufakkir, 2022). My experiences demonstrate its need (Moufakkir).
[bookmark: _Toc148650175]Conclusion
My cultural miscommunication incident revealed areas in which greater cultural awareness, empathy, patience, adaptability and cross-cultural communication skills would have prevented further escalation. Although organization policies aimed at security and compliance can result in unintended exclusion of certain groups, frontline staff like myself must use those policies wisely, compassionately and culturally intelligently when applying them - an insight gained through reflection that allowed me to identify areas for growth towards providing every guest an inclusive, respectful hospitality experience; regular reflection will ensure cultural competence becomes part of my routine!
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