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When I was in Placement at the Delta by Marriott Hotel in Bristol, I had the opportunity to work at the front desk department for 4 weeks. Had a lot to learn from the personnel there but a lot to learn from everyday experiences with clients. One of the days they let me at the front desk by myself. Have a lot of experience speaking with people from my previous jobs but this one has made me think a bit more about cultural awareness. A guest from the Middle East had check-in and he approached me with enthusiasm speaking very loudly and gesturing a lot with his hands. His English was not good, and I was trying to understand why he was angry. My first response was a step back and probably a very strange look on my face as I felt somehow harassed and yelled at for no reason. The guest had noticed my discomfort and suddenly lowered his voice and the gestures calmed down as well but, in a way, I felt that he was disappointed.

In this scenario, I have tried to highlight a misunderstanding of cultural behaviour and differences in communication styles. The guest was from a Middle Eastern country his behaviour indicated enthusiasm and warmth, but because I come from a Western country his behaviour seemed to me very impulsive and distressed. My reaction was wrong and offensive to the guest because of my cultural perspective and because I don’t have a very vast cultural awareness.
The concept introduced in Vaughn’s (2019) book is that we, as humans, tend to conserve our cognitive resources by thinking in simplistic and overgeneralized ways. This means that our worldviews can be limited, and we may struggle when incorporating alternative perspectives. Additionally, we may make errors in attributing reasons for other people's behaviour. The lack of knowledge can sometimes lead to feelings of fear and discomfort.
To avoid cultural misunderstandings in the future, I need to improve my skills and behaviour. I should enhance my cultural competence by studying the cultural norms, communication styles, and etiquette of guests from various regions, especially those that are frequently represented among our guests. Understanding that different cultures express enthusiasm and warmth in diverse ways is crucial(Hofstede,2001).

The best way for me to respond to a change is to adapt and be open-minded, instead of reacting with discomfort. To better interact with guests from diverse backgrounds, I must be more accepting of varying communication styles and recognize the positive intent behind enthusiastic behaviour (Gudykunst et. all,2003)

Developing empathy and understanding is essential in preventing cultural misunderstandings. By putting myself in the guest's shoes and considering being mindful of how my reactions might be perceived, I can tailor my responses to suit different cultural preferences(Matsumoto,2016)
Employees should receive cross-cultural training that emphasizes effective communication and cultural awareness with guests from diverse backgrounds.
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