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Scenario Location
[bookmark: _Int_e0yhRSGO]Each shift at the Premier Inn Hotel in London presents unique complexities that teach us about cultural diversity. As a Front of House staff member, I believed I was excelling in maintaining professionalism and a warm attitude. An interaction with a Muslim guest reshaped my understanding of cultural nuances and my professional approach within the hospitality sphere.

The Incident That Sparked Reflection
During a casual room orientation, while discussing the amenities, I unintentionally made a cultural mistake. By accident, I sat with crossed legs, exposing the soles of my shoes to the guest. This action is highly offensive in Muslim cultures, indicating disrespect (Al-Omari, 2008). The guest's initial discomfort signalled the beginning of a journey towards increased cultural sensitivity and personal growth.

Reflection for Personal and Professional Development
This incident prompted me to confront my cultural ignorance and commit myself to learning. I realised the importance of understanding our guests' diverse cultural etiquette. Understanding the underlying reasons for cultural practises became necessary for performing routine tasks. Engaging with recent scholarly insights like Ting-Toomey's (2009) study, widened my perspective and fostered my perception of inclusivity.
I viewed the hotel-guest relationship as more than transactional. Each interaction impacted our hotel's reputation and guest loyalty. I found that being attentive to non-verbal cues, as discussed by Zsofia K. and Zsofia S. (2017), was important. Subtle exchanges can convey more than spoken dialogue, affecting guest comfort and experience.
Gesture awareness is crucial in industries, particularly in culturally diverse locations such as London. I learned that behaviour considered normal in one culture may be seen as disrespectful in another as Wunderle, (2016) discussed in his study. This awareness was important for both avoiding mistakes and establishing trust and comfort, which are crucial in the hospitality industry.
Additionally, I supported and engaged in extensive training programmes. Yager (2009) proposes that this type of initiative can provide staff with the necessary tools for navigating cross-cultural interactions, creating a welcoming environment for a global clientele. Proactive learning is essential for my professional development, helping me stay updated and competent in cultural matters.
I strongly supported feedback mechanisms for guests. Real-time feedback is valuable for identifying and rectifying shortcomings, and preventing cultural misunderstandings from escalating (Nardon, 2017).

Applying Insights in Practise
The incident involving the Muslim guest revealed the fragility of cultural norms. It increased my dedication to ongoing learning, empathy, and adjusting communication styles. These skills are crucial for a hospitality professional's personal and career growth.
This experience was not solely about rectifying an error, but rather about establishing interpersonal relationships. It has taught me a philosophy that goes beyond typical hospitality service, valuing and honouring cultural diversity. I now approach my duties with a renewed perspective, prioritising the genuine value and respect that all guests deserve, which I believe is essential for a strong guest-hotel relationship.
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