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Reflection on Cultural Misunderstandings

Undoubtedly, understanding and adapting to cultural details within the hospitality industry, particularly in a dynamic environment such as Novotel Wembley, is a continuous and evolving educational experience. An experience that significantly influenced my professional approach was encountering a language barrier while interacting with some guests who spoke French. This event highlighted the importance of being culturally adaptable and the ongoing requirement for personal growth in communication abilities. 
[image: Mimes]During this encounter, my attempts to assist our guest through what I perceived as clear, slow English did not resolve the confusion. Instead, it enhanced the guest's discomfort, potentially making them feel patronized rather than supported. On the contrary, it appeared to increase the discomfort experienced by the guests, potentially leading them to feel condescended to rather than assisted. Upon further contemplation of this interaction, I realized that the problem extended beyond simply the obstacle of language differences. It dealt with the absence of an inclusive communication plan that took cultural diversity into account. According to Shen et al. (2020), successful communication in the hospitality sector necessitates a grasp of cultural expressions and linguistic subtleties, implying that a guest's comfort and sense of being valued frequently rest on personalised communication tactics.
[image: Free vector education learning concept love of reading people reading or students studying and preparing for examination in library book lovers readers modern literature flat cartoon vector illustration]Following this encounter, I saw an urgent need for abilities that, while somewhat underemphasized in conventional employee training, are critical for professionals working in culturally diverse organisations. Cultural intelligence is one such talent, which entails comprehending diverse cultural backgrounds and efficiently modifying one's behaviour and methods appropriately (Ang et al., 2015). This episode taught me that I needed to improve my cultural intelligence to avoid future misunderstandings, improve the guest experience, and develop a better hotel-guest connection.
In addition, the event taught me the importance of empathy and active listening. Rather than believing that consistent communication strategies would suffice, I discovered the value of being aware of the guest's verbal and nonverbal clues and reacting with empathy. Shrivastava's (2014), research backs this up, stressing the need for empathy and emotional intelligence in hospitality situations, particularly in multicultural settings like Novotel Wembley.
Moving forward, I began to make behavioural modifications, such as learning common words in languages commonly seen at the hotel and knowing various cultural etiquettes. I also lobbied for more extensive cross-cultural communication training for our team, emphasising that this is about respect and inclusion, which are crucial for guest satisfaction and loyalty - something that I learned through the work of Ariffin and Nameghi (2015).
Finally, the awkward yet illuminating conversation with the French-speaking visitor was a watershed moment in my professional career. It instilled a commitment to continual learning and cultural sensitivity, underlining the need for such skills in an environment like Novotel Wembley. I hope to contribute to a culture of respect, personalised guest experiences, and a positive global reputation for our hotel by incorporating cultural intelligence, active listening, and empathy into my professional skill set.
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