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Professional reflection


Working as Front of House in a hotel in the UK, I was recently exposed to an incident that pointed out the need of cultural awareness even inside the borders of a single country. A Welsh visitor to the hotel introduced himself to me in his own language. I did not realise the significance of Welsh to Welsh culture, so I answered in English, describing the amenities available at the hotel. Clear signs of unease from the guest made me realise my earlier exhibit of cultural insensitivity. In the service industry, where connections between employees and guests are crucial, cultural aspects have a key role in influencing corporate success, as Christiansen, Branch, and Karmowska (2020) indicate.
The culture mistake that happened in this case occurred because I had no idea how important the Welsh language is to Welsh culture. Wales has its own language and set of cultural norms, which are essential to the country's character (Maheshkar and Sharma, 2018). By not greeting the guest back in his original language, I unintentionally contributed to a lack of cultural awareness by giving the idea that Welsh tradition may not be as important as English culture.
As Abramson and Moran (2018) stress out, this incident shows that miscommunications between cultures can arise not just across nations, but also among various regions of the same country. These misconceptions have lasting effects on the hotel's brand and its relationships with its clientele. Christiansen, Branch, and Karmowska (2020) observe that organisations that are culturally aware have an advantage since they are able to respond to the demands of a range of international customers.
Several competencies and behavioural modifications should be created to handle these sorts of cultural issues in the future. Training that considers local variations in the United Kingdom is a first necessity. Learning to thrive across cultures includes familiarity with the subcultures inside a country, as Deresky (2017) argues. For instance, trying to learn some simple Welsh words might be an excellent gesture to signal Welsh visitors that they are welcome. One further case in point is recognising and appreciating the importance of community to Welsh culture. Welsh guests could appreciate it if the staff made an effort to learn their surnames and make an effort to convey the hotel's local Welsh connections.
Second, it is critical that employees understand the role that cultural prejudice plays in their work. This is what Hofstede et al. (2010) call "cultural programming," and it influences our thoughts and actions in small but significant ways. By becoming aware of our own cultural conditioning, we may better appreciate and respect those of other cultures, leading to a more welcoming environment.
In conclusion, my interaction with the Welsh visitor offers an example of the nature of cultural variety, which  cover distinct local cultures and identities. It highlights the need of having a solid understanding of other cultures in the contemporary workplace. The hotel's cultural competence, and  its ability to attract and retain guests, would benefit from the inclusion of such understanding into the training of its personnel.
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