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Introduction

Cultural identity is the foundation of how we view ourselves and engage with the world. 

My cultural identity is deeply rooted in being British, born to Irish parents, shaped by historical, geographical, and social influences. In this reflective essay, I will explore my cultural origins, the key characteristics of my cultural heritage, the impact of family and community, cultural adaptation, and the influence of my identity on my relationships with others. Using academic perspectives, I aim to critically examine the factors that have shaped my worldview and personal values.
























Cultural Origins

The duality of being British born to Irish parents has profoundly influenced my cultural identity. 

Historically, Ireland and Britain have shared a complex relationship, marked by colonisation, migration, and political tension (Coakley, 2020). 

My parents’ move to Britain reflects this history, as waves of Irish migration to the UK were driven by economic necessity and political unrest. Geographically, my identity bridges the rural traditions of Ireland and the urban culture of Britain, giving me a sense of belonging to two worlds. Socially, the Irish diaspora in Britain often formed tight-knit communities to preserve their heritage, which shaped my upbringing.





















Key Characteristics of My Culture

Language, traditions, and values are central to my cultural identity. English is my first language, but I was exposed to Irish Gaelic phrases and expressions, connecting me to my heritage. 

Traditional Irish music and dance were integral to family gatherings, reflecting a vibrant cultural expression that remains significant. 

Values such as hospitality, resilience, and a strong sense of community were passed down from my Irish heritage. 

Simultaneously, growing up in Britain exposed me to multicultural influences and a more individualistic approach to life, which sometimes created a tension between collectivist and individualist values (Hofstede, 2001).

Customs such as celebrating St. Patrick’s Day in Britain highlighted my cultural duality. 

While this day is widely celebrated globally, my family imbued it with personal significance, connecting us to our Irish roots. 

Additionally, the British emphasis on punctuality and politeness influenced my daily interactions, creating a blend of cultural traits unique to my upbringing.











Influence of Family and Community

Family played a pivotal role in shaping my cultural identity. 

My parents passed down stories of Irish folklore, which instilled pride in my heritage. 

They also maintained practices such as attending Irish Catholic Mass, which reinforced our cultural and spiritual identity. 

My grandparents often shared experiences of rural Irish life, teaching me about farming traditions and a simpler way of living that contrasted with the fast-paced urban environment of Britain.

The Irish community in Britain served as a cultural anchor. 

Through local Irish clubs, music sessions, and community events, I learned the importance of preserving cultural traditions. 

These experiences fostered a sense of belonging and pride, helping me navigate the complexities of being part of two cultures.










Cultural Adaptation

Over time, my cultural identity has evolved due to exposure to diverse cultures and societal changes. Growing up in a multicultural city introduced me to people from different backgrounds, which broadened my perspective and encouraged inclusivity. 

This exposure allowed me to appreciate shared human values while maintaining my cultural roots.

The Irish community in Britain has also adapted, blending traditional practices with modern influences. For instance, while traditional Irish music remains popular, younger generations have integrated contemporary music styles, creating a fusion that reflects cultural evolution. 

This adaptability mirrors my own journey of embracing both my Irish and British identities.

Furthermore, historical shifts, such as the Good Friday Agreement in 1998, have influenced perceptions of Irish identity in Britain (English, 2006). 

This political milestone eased tensions and fostered a more inclusive understanding of Irish heritage, which has positively shaped how I view my cultural identity.
















Personal Reflection

My understanding of my culture impacts how I interact with others and shapes my behaviour and values.

Being part of two cultures has taught me the importance of empathy and open-mindedness when engaging with people from diverse backgrounds. For instance, I value storytelling and connection, which are deeply rooted in Irish culture, and I often use these skills to build relationships.

At the same time, my British upbringing instilled a respect for individual autonomy and inclusivity. 

This dual perspective has helped me navigate cultural differences in academic and professional settings, fostering collaboration and mutual respect. 

Understanding my cultural identity also allows me to address biases and challenge stereotypes, particularly about the Irish diaspora.




















Conclusion

Reflecting on my cultural identity has revealed the rich interplay of historical, geographical, and social influences that have shaped who I am. 

The combination of Irish traditions and British upbringing has provided me with a unique perspective, blending collectivist and individualist values. 

My family and community have played a crucial role in preserving cultural heritage, while adaptation and exposure to other cultures have enriched my worldview. 

Ultimately, my cultural identity is a dynamic and evolving aspect of my life, influencing how I engage with others and navigate the complexities of a multicultural world.
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Introduction

The global hospitality industry thrives on delivering exceptional guest experiences.

A critical understanding of culture and communication is essential in meeting the diverse needs of hotel guests. 

This report explores how cultural awareness, effective communication, and training in cultural competence can elevate guest satisfaction.

 It also highlights real-world examples to support the discussion.























Cultural Influences on Guest Expectations

Culture significantly shapes individuals' expectations and preferences, especially in a service-oriented industry like hospitality. Values, traditions, and customs impact guests' perceptions of quality, comfort, and service standards. For instance, Asian cultures often emphasise respect and politeness, expecting service that demonstrates humility and attentiveness (Huang & Crotts, 2019). 

Conversely, Western guests may prioritise efficiency and direct communication.

Cultural awareness enables hotels to tailor their services to meet these expectations. Recognising the dietary restrictions of Middle Eastern guests, for example, or offering personalised greetings in the native languages of guests, demonstrates sensitivity and respect (Solomon, M.R. (2017). 

Such practices not only enhance guest experiences but also build loyalty (Mattila, 2019).

Hotels that integrate cultural nuances into their operations foster a welcoming atmosphere, addressing the unique preferences of diverse guests. 

For instance, offering both Western and Asian breakfast options caters to different tastes, reflecting an understanding of global clientele (Reisinger & Turner, 2012).










Communication Styles and Guest Interaction

Effective communication is pivotal in delivering exceptional guest service. 

It includes both verbal and non-verbal strategies that bridge cultural differences. Verbal communication involves language clarity and tone, while non-verbal communication encompasses gestures, facial expressions, and body language. 

These elements can vary significantly across cultures.

For example, in high-context cultures such as Japan, indirect communication and subtle cues are valued. 

In contrast, low-context cultures like the United States prefer straightforward and explicit communication (Hall, 1976). Misunderstandings may arise when staff are unaware of these differences. 

A Japanese guest might interpret overly direct communication as rude, whereas an American guest might appreciate the clarity.

Hotels can adopt strategies such as multilingual signage, language translation apps, and employing staff proficient in multiple languages to overcome verbal communication barriers. 

Non-verbal communication training is equally important. 

Simple actions like maintaining appropriate eye contact or understanding the cultural significance of hand gestures can enhance interactions and avoid unintended offense (Ekman, 2003).

Positive communication fosters trust and rapport, leading to higher guest satisfaction. For instance, Ritz-Carlton’s personalised greeting protocols demonstrate how attentive communication can create memorable experiences for guests (Ford & Heaton, 2000).
Training and Development for Cultural Competence

Cultural competence training equips hotel staff with the knowledge and skills to navigate cultural differences effectively.

Such training includes learning about cultural norms, communication styles, and customer service expectations. 

It also emphasises adaptability, empathy, and problem-solving in multicultural contexts.

A lack of cultural competence can lead to service failures and dissatisfied guests. 

For instance, failing to recognise a guest’s religious practice or dietary requirement can result in negative reviews and lost business (Nickson, D. (2013). 

Conversely, staff who demonstrate cultural sensitivity can turn potential conflicts into opportunities to showcase exceptional service.

Hotels like Marriott International prioritise cultural competence in their employee training programs. 

Marriott’s “Spirit to Serve” initiative emphasises understanding and respecting cultural differences, enabling staff to provide personalised and inclusive services (Baum, 2015). 

Similarly, Hilton Hotels integrate diversity training to prepare employees for interacting with international guests.

Investment in training also boosts employee confidence and job satisfaction. Well-trained staff feel more equipped to handle diverse situations, contributing to a positive work environment and better service delivery (King et al., 2017).


Case Studies and Real-World Examples

Accor Hotels: Accor has implemented cultural awareness programs for its staff, particularly in regions with high tourist traffic. The company’s strategy includes familiarising employees with local customs and providing multilingual support. 

This approach has improved guest satisfaction scores across its global properties (Reisinger & Turner, 2012).


Four Seasons Hotels: Known for its personalised service, Four Seasons adapts its service standards to align with local cultural expectations. For example, in its Bali property, the hotel incorporates Balinese traditions into its offerings, such as greeting guests with traditional rituals, creating a unique cultural experience (Baum, 2015).


Hyatt Regency Dubai: Located in a multicultural hub, this hotel trains its staff to cater to diverse religious and cultural needs. 

By offering Halal-certified meals and prayer facilities, Hyatt Regency ensures a comfortable stay for Muslim guests, demonstrating a strong commitment to cultural inclusivity (Mattila, 2019).

These examples underscore the importance of integrating cultural understanding and communication strategies into hotel operations. 

They also illustrate how such practices lead to enhanced guest satisfaction and business success.






Conclusion

Culture and communication are vital components of exceptional guest service in the hotel industry. 

Understanding cultural influences allows hotels to tailor their services to diverse preferences, while effective communication bridges gaps between staff and guests. 

Training in cultural competence empowers employees to navigate these complexities, enhancing both guest experiences and staff performance. 

Real-world examples highlight how leading hotels have successfully embraced these strategies
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                                       Understanding Cultural Diversity

[image: A group of hands around a globe
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Why Cultural Awareness Matters:

· Builds trust and respect with guests.

· Improves guest satisfaction and loyalty.

· Helps avoid misunderstandings and fosters inclusion.


Key Aspects of Cultural Diversity:

· [image: A black and white rectangular object

Description automatically generated with medium confidence]Language Differences: Be patient with non-native speakers. Use simple words and avoid slang.

· [image: A black and white handshake

Description automatically generated]Cultural Norms: Respect varying attitudes toward personal space, gestures, and communication styles.

· [image: A fork and knife crossed

Description automatically generated]Dietary Preferences: Understand common dietary restrictions (e.g., halal, kosher, vegetarian).


Dos and Don’ts:

· Do: Research and learn about common cultural practices of frequent guest demographics.

· Don’t: Make assumptions or stereotype guests based on appearance.


Effective Communication & Guest Service Tips
[image: A cartoon of people at a reception desk

Description automatically generated]
· Active Listening: [image: A black and white icon of a person with speech bubbles

Description automatically generated]Focus on understanding the guest's needs.

· Body Language: [image: A black and white of two people sitting

Description automatically generated]Maintain open, friendly posture and avoid gestures that could be misinterpreted.

· Use Visual Aids[image: A cartoon character holding a black board

Description automatically generated]: Maps, menus, or pictures can bridge language barriers.

· Speak Clearly: [image: A black line drawing of a person's face

Description automatically generated]Use a polite tone and pause for questions.



Practical Guest Service Tips:

· Personalisation: Address guests by their preferred title or name.

· Flexibility: Adapt to diverse needs and special requests.

· Feedback: Encourage guests to share their experiences to improve service.


Handling Challenges Gracefully:

· Language Barriers: Offer translation tools or apps.

· Cultural Sensitivities: Apologize sincerely if a cultural mistake is made.

· Stay curious and open-minded.

· Enhance Guest Experiences with Empathy and Professionalism! 


For additional support or training, contact [Your Hotel's Training Department
                                                        Element Four
Culture misunderstanding scenario
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Cultural Misunderstanding Scenario: Navigating Irish English Identity Conflicts

Experience and Reflection

Growing up in the UK with Irish parents, I often found myself caught between two cultural identities. 

This duality became especially apparent during family visits to Ireland. 

My English accent and exposure to British culture sometimes alienated me from my Irish relatives, who viewed me as an outsider despite our shared heritage. 

At the same time, in England, my family’s Irish customs and traditions such as food, or religious practices were occasionally met with suspicion or disdain by peers.

One vivid example occurred during a family reunion in Ireland when a cousin openly teased my “English way of speaking,” implying I was not “truly Irish.” I responded defensively, which created tension and silences for the rest of the gathering. 

On reflection, I felt hurt, rejected, and torn between two identities. 

My cousin, I believe, likely felt justified in asserting a cultural boundary while unaware of the internal conflict their comments caused me.

Understanding Cultural Misunderstandings

Cultural misunderstandings arise when people interpret others’ behaviours, communication styles, or traditions through their own cultural lens. In this scenario, my cousin’s view of “Irishness” excluded those with English influences. 

Conversely, I assumed that familial ties would transcend these distinctions. 

This misalignment highlights key factors contributing to such conflicts:

Differing Communication Styles: In the UK, politeness often involves indirect speech, whereas Irish humour and camaraderie can involve playful teasing.

My cousin's remarks were likely intended as light-hearted, but I interpreted them as personal criticism.


Cultural Norms: Irish nationalism and the historical relationship between Ireland and the UK create strong cultural distinctions. 

My English accent unintentionally symbolised a history of colonial tension, which likely influenced how I was perceived.


Stereotypes: Assumptions about cultural identity played a significant role. 

My cousin likely stereotyped me as “too English” without considering my lived experience of balancing both cultures.



Skills and Behavioural Changes

Reflecting on this experience highlights the importance of developing the following skills:

Active Listening: Improved listening could help identify underlying feelings behind teasing or criticism. 

Asking clarifying questions such as, “Why do you feel that way?” might have revealed my cousin’s perspective without escalating the tension.


Cultural Awareness: Understanding the historical and cultural factors shaping Irish attitudes toward English identity would allow for greater empathy. 

Learning about Ireland's struggle for independence and its impact on identity could help bridge the cultural divide.


Non-Verbal Communication: Recognising cues like body language and tone could provide more context to interpret remarks accurately. In this case, my cousin’s teasing tone might not have been meant to hurt but to connect through humour.
























Conclusion

This experience underscored the complexities of navigating dual cultural identities. 

By reflecting on the misunderstanding and committing to developing intercultural communication skills, I can better navigate future encounters. 

A more empathetic and informed approach would allow me to honour both cultural heritages and build stronger connections across cultural divides.
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Introduction 

Culture plays a pivotal role in the hospitality industry, shaping guest expectations and service delivery. As the hospitality sector increasingly caters to a diverse global clientele, understanding and embracing cultural differences becomes essential for delivering exceptional guest experiences. My cultural background is rooted in bring dual nationality been born in the UK and having Irish parents which has shaped my initial perspectives on communication and service norms. However, through this module, I realised that my worldview was limited by my cultural lens.

Understanding my own culture and learning about others has illuminated the importance of cultural sensitivity in hospitality. Diverse cultural norms and expectations affect how guests perceive service quality, and adapting to these expectations is crucial for success in this field. This reflective essay, structured around Gibbs’ Reflective Cycle, will explore my learning journey, analysing a significant interaction and evaluating its impact on my understanding of culture in hospitality. By reflecting on these experiences, I aim to demonstrate how my knowledge will shape my approach to serving guests from varied cultural backgrounds.
















Reflective Cycle

During this module, one specific experience highlighted the significance of cultural understanding in hospitality. As part of a group project, we analysed service expectations in different cultures, focusing on communication styles and guest preferences. I looked at for this report the preferences of Asian guests, particularly their emphasis on politeness and non-verbal communication. Our group included peers from various cultural backgrounds, which enriched my thought process.

I thought about what if there was a disagreement regarding how service staff should approach guests who avoid direct eye contact—a behaviour I initially perceived as disinterest. Say someone from Japan explained that in their culture, avoiding prolonged eye contact is a sign of respect rather than rudeness. This is something I never though about before, as I realised how deeply my cultural assumptions influenced my perceptions of guest behaviour (King, C., Murillo, E. and Lee, Y.J. (2017). 

This experience underscored the importance of questioning stereotypes and adopting a more open-minded approach to cultural diversity. It set the foundation for my ongoing exploration of how cultural awareness can enhance guest service delivery.















Feelings

Reflecting on this experience, I felt a mix of discomfort and curiosity. Initially, I felt uncertain about my ability to engage with culturally diverse peers and understand their perspectives. My assumption about eye contact as a universal standard of respect was challenged, which made me question other unconscious biases I might hold ( Lashley, C. and Morrison, A. (2013).

As I thought about it more, I began to appreciate the depth of insight my peers brought to the table. Their perspectives highlighted the importance of considering cultural nuances when interpreting guest behaviour. This realisation evoked a sense of humility and eagerness to learn more about different cultural norms. It was a powerful reminder of the value of active listening and empathy. By the end of the module, I felt more confident in my ability to engage with guests from diverse cultural backgrounds. The discomfort I initially felt transformed into a sense of accomplishment as I developed a deeper understanding of how cultural sensitivity can enhance guest interactions (Reisinger, Y. and Turner, L. (2012)


















Evaluation

Evaluating my approach during this experience, I recognise both strengths and areas for improvement. One aspect that worked well was my willingness is to engage in discussions and challenge my assumptions. By listening actively to my peers, I gained valuable insights into cultural differences that I might have overlooked otherwise. This openness fostered a collaborative environment where everyone would feel comfortable sharing their perspectives.

However, I also realised that my initial reactions were shaped by unconscious biases. For instance, I judged certain behaviours, such as avoiding eye contact, through the lens of my cultural norms without considering alternative explanations. This limited my ability to interpret guest behaviour accurately. Although I eventually recognised and corrected this bias, the experience highlighted the need for greater self-awareness in my interactions (Mattila, A.S. (2019).

Another strength was my ability to apply theoretical concepts. For example, I looked at (Hofstede’s cultural dimensions theory (2010) to analyse how high-context and low-context communication styles influence guest expectations. This theoretical framework helped me understand why Asian guests might prioritise subtle, non-verbal cues over direct communication.

To improve, I could have prepared more thoroughly by researching cultural norms beforehand. Additionally, developing strategies to manage biases, such as seeking feedback from peers or mentors, would enhance my ability to respond effectively in cross-cultural situations.











Analysis

The experience reinforced the importance of several key concepts and theories covered in the module. Hofstede’s cultural dimensions theory provided a useful framework for understanding how cultural values shape guest expectations. For instance, the discussion about eye contact highlighted the difference between high-power-distance cultures, where deference to authority is emphasised, and low-power-distance cultures, where equality is prioritised (Hofstede et al., 2010).

Another relevant concept was (Hall’s (1976) high-context versus low-context communication styles. In high-context cultures, such as Japan, much of the communication relies on implicit messages and non-verbal cues. This contrasts with low-context cultures, where direct and explicit communication is the norm. Understanding these differences is critical for interpreting guest behaviour accurately and tailoring service accordingly.

Theories of cultural competence also played a significant role in shaping my reflections. Cultural competence involves developing awareness, knowledge, and skills to interact effectively with individuals from diverse backgrounds (King et al., 2017). This module emphasised the need for ongoing learning and adaptability to navigate cultural differences in hospitality settings.

I also gained insight into the importance of empathy in guest service. Empathy involves actively understanding and responding to guests’ emotional and cultural needs, creating a sense of trust and connection. This aligns with (Mattila’s (2019) findings that culturally sensitive service enhances guest satisfaction and loyalty.

Overall, the experience deepened my understanding of the complexities of cultural diversity in hospitality. It also highlighted the need for continual self-reflection and learning to improve guest service delivery in multicultural contexts (Lovelock, C. and Wirtz, J. (2016)




Conclusion

Reflecting on this module and my experiences, I have learned several valuable lessons about culture and communication in hospitality. Gibbs’ Reflective Cycle (Gibbs, G. (1988) helped me analyse my initial assumptions, evaluate my responses, and identify areas for growth. The experience of working with culturally diverse peers underscored the importance of questioning biases, practicing empathy, and adapting to different cultural norms.

Key takeaways from this module include the significance of cultural awareness in enhancing guest service, the impact of communication styles on guest interactions, and the role of theoretical frameworks in understanding cultural diversity. I also realised that effective guest service requires a combination of technical skills, cultural knowledge, and emotional intelligence (Solomon, M.R. (2017). 

This newfound understanding will inform my future approach to hospitality by guiding me to adopt a more open-minded and flexible mindset. By prioritising cultural sensitivity, I aim to create positive and inclusive experiences for guests from diverse backgrounds. This commitment aligns with the industry’s goal of fostering meaningful connections and exceeding guest expectations.
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