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At a prestigious hotel in central London,while I was holding a front of house position, I encountered a situation that greatly impacted my professional growth and understanding of the relationship between hotels and guests. A Japanese visitor arrived in the evening. I greeted them warmly and enthusiastically, as we always do. Yet, I observed a clear caution in their behaviour, initially appearing as disinterest. Did I make a mistake that caused this unexpected reaction?
Upon reflection, after reading the study of Davies & Osamu (2011), I became aware of the significant cultural gap between my guest's expressions and my own interpretations. Japanese society values understated communication, politeness, and humility. My guest's behaviour was culturally communicative - respectful, non-confrontational, and subtle. My training focused on being outgoing and friendly to make guests feel welcome. This clash of cultural expressions strained our hotel-guest relationship due to my misunderstanding of the guest's comfort level.
This event pointed out the need to develop various skills within myself.
 I recognize the importance of deepening my cultural intelligence. Understanding diverse communication styles is important for respecting guests' comfort zones as Astuti et al. (2018) wrote in their study.
 This situation taught me that listening transcends hearing spoken words. It's about perceiving unspoken communication, the subtle cues that indicate a guest's true feelings or thoughts as Rovinaru M., Rovinaru F. are telling us in their study (2010).
 I learned that flexibility isn't just a strategy but a necessity, as Grobelna et al. (2015) mentioned in their study. Adjusting my approach, including enthusiasm level and conversation topics, can enhance guests' comfort.
 In the future, I will make an effort to empathise more, gaining a better understanding of situations from the guest's point of view. Empathy fosters trust, transforming short interactions into enduring relationships (Grobelna et al., 2015).
 I support ongoing cross-cultural training in our hotel. Being aware of cultural trends and communication styles helps us serve a global clientele better, improving their overall experience (Rovinaru M., Rovinaru F., 2010).
My reflection on this encounter is not just academic, but rather a necessary understanding of how these little details impact the hotel-guest relationship. Guests' discomfort or misunderstanding has lasting effects beyond their current stay. It may impact their future accommodation choices and online reviews, which are crucial in the hospitality industry as we seen in the study of Ting-Toomey & Dorjee, (2018). By identifying my areas for improvement, I am enhancing both my personal growth and the hotel's reputation and guest satisfaction.
In conclusion, this reflection has influenced my professional development. Such encounters demonstrate that the hospitality industry involves more than operations, but rather encompasses human connections that surpass cultural boundaries. I am dedicated to learning, growing, and prioritising guest satisfaction to foster a positive hotel-guest relationship.
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