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[image: ]My experience at Marriott in downtown London has provided a glimpse into various cultures and customs in the hospitality industry. Front of House staff must possess a deep understanding and appreciation of cultural subtleties to ensure that all guests feel respected and valued during their stay. After considering a recent guest interaction, I have realised the crucial role that cultural sensitivity plays in the hotel-guest relationship and my professional development..

Reflective Account
I recently encountered a cultural misunderstanding that significantly changed my perspective. Mr. Chen, a Japanese guest, arrived at our hotel and greeted us with a bow, showcasing his cultural customs (Hofstede, 1980). Unfamiliar with this custom, I mistakenly interpreted his gesture as a simple act of politeness rather than a formal greeting rooted in reverence and politeness. I offered a handshake, assuming it to be a universally recognised gesture. My cultural unawareness offended Mr. Chen, negatively impacting his initial experience at our hotel. This incident was a significant turning point in my hospitality career.

Personal Development and Professional Learning
The discomfort evident on Mr. Chen's face was a lesson in itself. The look on Mr. Chen's face was itself a lesson. I accidentally insulted a guest, which showed that I had a lack of cultural knowledge, which led me to look into more ways to avoid similar problems just like I read in Trompenaars & Hampden-Turner’s (1997) study.
[image: A person with arms crossed and a tree of leaves on their head

Description automatically generated]I learned that understanding cultural diversity transcends textbook knowledge. It involves immersing oneself in different customs and traditions, which I now actively pursue by researching and interacting with individuals from diverse backgrounds. I didn't realise from Jandt's (2016) study that such practises would improve my cultural intelligence and hotel visitor happiness. I had to experience it.
The encounter with Mr. Chen showed me the importance of active listening in overcoming communication barriers that go beyond language. I used to pay less attention to them even if I came across Burgoon’s (2016) study, but now I see they're just as important as words when communicating with others. By improving my ability to listen actively, I may better understand the hotel's visitors and meet their needs and expectations.
Reflecting on how my actions affected, Mr. Chen helped me realise the need to develop empathy and an open mind. One of the most important aspects of my professional growth has been keeping an open mind towards all forms of cultural expression. Hotel-guest relationships may be strengthened by the development of a more intimate interaction with guests (Manzur & Jogaratnam, 2007).
Cross-cultural training is something I've been looking at as a means of developing my career. These trainings, which are suggested by recent studies, provide me with the practical experience I need to understand and deal with cultural challenges in the hospitality industry. 

Impact on Hotel-Guest Relationship[image: Free photo hotel receptionist at work]
This reflective journey has not only been about personal growth but also about understanding the dynamics of the hotel-guest relationship. When guests like Mr. Chen feel understood and respected, it establishes trust and loyalty, factors that are paramount for repeat business and positive word-of-mouth (Valenzuela & Vásquez-Párraga, 2006). 

The cultural misunderstanding with Mr. Chen was an eye-opener, highlighting areas needing improvement in my professional journey. It propelled me towards a path of self-improvement, with a focus on cultural intelligence, empathetic service, and effective communication. As I continue to grow within the hospitality industry, these learning experiences shape my approach, ensuring inclusive, respectful, and personalized interactions with our guests.
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