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Introduction
Working in a multilingual workplace has given me the chance to grow personally in the areas of language and cultural understanding. To highlight the difficulties of cross-cultural communication, this reflection will centre on a particular incident that happened at the hotel where I work. This circumstance called for a better comprehension of cultural quirks in addition to testing my linguistic abilities.
Kolb's Learning Cycle
Concrete Experience
The situation in question happened while I was giving a British visitor a room assignment. The given room number was 13, a number traditionally associated with superstition and bad luck among the British (Pratt, & Kwan, 2019). I was initially perplexed by the guest's response because I was unfamiliar with this superstition. It turned out that there had been a miscommunication and the visitor thought I was deliberately giving him a bad room.
Reflection observation
I was confused by the event and became conscious of how crucial cultural sensitivity is to my field of work. Although I was not aware of the British superstition surrounding room number 13, it was evident that this guest's understanding was firmly ingrained in his cultural convictions. This demonstrated how important it is for hotel employees to understand and be considerate of the various cultural backgrounds of their clients (Li, Ye, & Law, 2013). It was difficult for me to manage the nuances of cultural superstitions and beliefs as someone who was learning English. I needed to be clear and adaptable in my approach to minimise any possibility of miscommunication.
Abstract conceptualization
I realised that it was essential to educate myself on common cultural beliefs and superstitions held by guests from different origins to prevent such misunderstandings in the future. Even while I was unable to foresee every possible cultural nuance, I could proactively take steps to increase my cultural awareness. This could be as simple as researching the cultural customs and superstitions of the most frequent visiting countries, or it could entail attending training courses (Minnaert, 2007).
Active experimentation
I worked hard to improve my sensitivity to and understanding of other cultures after this experience. I began by being acquainted with the most common cultural practises and beliefs of the visitors we usually welcomed. I also started having polite and candid discussions with my coworkers, offering my knowledge and experiences about cultural variances and how to best serve our varied clientele.
I improved my ability to identify possible cultural misconceptions and provide appropriate responses because of this active testing. To show our appreciation for their comfort and preferences, I also started providing alternatives to room 13 to visitors when I realised that their culture might view it as unlucky.
Conclusion
I learned a lot from this experience about how communication and culture are intertwined in the hospitality sector. It reaffirmed the notion that cultural sensitivity is a necessary talent for hotel employees rather than merely a nice-to-have one. I turned this misunderstanding into a chance for professional development and advancement by using Kolb's learning cycle, making sure that I could give each one of our guests a more warm and enjoyable experience.
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