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A major cultural misunderstanding with a guest I experienced when working as a front desk employee at the famous and private The Goring Hotel in London revealed the demand for better awareness of culture and relationships in the hospitality sector, and I thought at first the Japanese visitor was bored because of the protected way he communicated. A greater awareness of cultural differences might have prevented the minor stress that these misconceptions created throughout our time together (Hsiao et al., 2023).
I noticed an urgent need to enhance several significant skills and changes in behaviour with the goal of preventing such differences in culture in the future. First of all, I recognized just how crucial the need was for me to completely involve myself in cross-cultural training to truly comprehend the range of cultures, like nuances of nonverbal interaction and to be able to encourage successful interactions with visitors representing a wide range of social and cultural backgrounds. It would involve learning related to Japanese communication methods, which greatly vary from the much straighter Western style of communication that is preferred in the UK. This includes the importance given to quiet and conversation that is indirect (Yang et al., 2022). 
Furthermore, I discovered the worth of being calm as well as listening, allowing guests to express themselves at their personal tempo, supporting their verbal preferences, and avoiding any rushing to judgments or forming quick judgments. I identified that it was important to give the person who came the opportunity to express their ideas and concerns showing a genuine interest regarding and care about their point of view, and making assured they seemed valued and respected. I knew well the value of speaking abilities, especially for the languages that the regular visitors of hotels from abroad use. I ended up being aware that increasing my command of language, especially in the languages that were represented by our guests, especially Japanese, would positively impact communication while providing an additional accepted environment for visitors from other nations. This means being able to communicate verbally and in written form, encouraging easier conversation and improving the happiness of visitors (Maslakci & Sesen,2019).
Additionally, I acknowledged what was required to present cultural respect and understanding and the value of being aware of differences in social conventions and ways of interacting. A much more welcoming and flexible atmosphere for visitors from the beginning can be achieved by recognizing different cultures among the hotel's staff, encouraging a safe atmosphere, and honouring festivals of culture (Wagner, 2022). This approach may improve the hotel's image as a welcoming, responsive, and accessible facility, which will boost its value globally and effectiveness in the tourism industry. It may also decrease misconceptions.
 Using these observations, I discovered the importance of cultural awareness for ensuring a pleasant experience with all kinds of visitors, improving their stay there, and enhancing The Goring Hotel's overall achievement and image as an internationally recognized top hotel for travellers from worldwide.



[bookmark: _Toc148472988]References 
Hsiao A.; Ma E.; Manfreda A.; Baker M. and Xu J. - 2023. A social exchange perspective on boosting customer loyalty through culturally competent servers. Journal of Hospitality Marketing & Management, 32(4), pp. 555-577.
Maslakci Ahmet and Sesen H. - 2019. Multicultural Personality Traits and Employee-Perceived Service Quality in the Hospitality Industry: - The Mediating Role of Cross-Cultural Psychological Capital. Revista de Cercetare si Interventie Sociala, 65.
Yang H.; Cheung C. and Li W. - 2022. Intercultural communication competency practices in the hotel industry. Journal of China Tourism Research, 18(1), pp.162-184.
image1.png
Prifysgol Cymru
¥ Drindod Dewi Sant

University of Wales
Trinity Saint David





