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PROFESSIONAL REFLECTION 

 I am part of the front of house team at the Premier Inn Hotel and every day I have to deal with all kinds of people with different cultural backgrounds than mine. It’s challenging and I must pay attention to each one of them but sometimes mistakes or cultural misunderstandings happen, and this can cause embarrassing situations. I have an example for that.

      	 Yesterday I was checking in some guests and one of the guests was from Iran, Armin Masoud. We had a little bit of difficulties regarding our conversation because I am not a native English speaker and neither was he. I wanted to break the ice and when I saw his name, I made an innocent joke regarding his first name because he is close to my age. I told him his name is the same as the well-known DJ Armin Van Buuren and I laughed. He wasn’t pleased with my joke, and I could barely see a smile on his face. I moved on with all the steps regarding his check in and gave him the card access to his room. Before leaving the reception, I wanted to be nice and make him forget about the joke I made few moments earlier, so I showed him “Thumbs up” sign and wished him a lovely stay with us. His face changed and I could see he got very angry with me. I asked him to explain to me what I did wrong, and he told me to make research regarding the gesture I just did, and he left to his room. That was the moment when I realized I made the biggest mistake possible and that I wasn’t aware about different cultural stereotypes, languages or religions.

I searched about what “Thumbs up” sign could mean in Iran and it has the opposite meaning than I was thinking. Of course, I felt horrible, and I realised I didn’t prepare myself enough to be in the front of house team.  This wasn’t enough for me, so I went to his room door to apologise and let him know I didn’t want to offend him in any way. Also, I assured him that this situation will not happen again because I already started my research regarding different cultures, and I will be more prepared. He accepted my reconcile offer and told me to pay more attention to cultural behaviours when it comes to the guests. 
During my research, I found a sentence worth keeping in mind “We may have different religions, different languages, different colored skin, but we all belong to one human race."-Kofi Annan. What I’ve learned from this story is that I must adapt to each guest and to make sure that I don’t miss any detail that could lead to a cultural misunderstanding.

Also, I’ve learned to be positive and to temperate myself. The best way to understand each guest is to "put yourself in someone else's shoes"—but what exactly does this mean? It's actually a request to see the perspective from the other person's side and empathize with them. It can be a tough skill to learn at first, but we've got your back. Read on to learn some useful tips and tricks about practicing empathy, so you can find the middle road to compromise, acceptance, and perhaps even friendship.
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