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[bookmark: _Hlk148018795][bookmark: _Toc119370605][bookmark: _Toc120009367][bookmark: _Toc121239835]This reflective essay is based on the cultural misunderstandings I have faced as a Front of House employee. I will define cultural intelligence to clarify the necessary behavioural and skill changes required to increase business performance as well as personal development. 
Personally, I faced cultural misunderstandings when guests from a different culture were checking in or out at the reception. There is still room for improvement in regard to cultural intelligence for me, as there is a need to increase the understanding of people from different cultures in order to provide efficient customer service. Once, a guest asked for a later check out I was unable to provide that, as the room was supposed to be cleaned due to being booked for the afternoon. The guest repeated that it was a religious matter and he was unable to check out at 12:00 AM. Hence, I asked him to come back no later than 12:10 AM without knowing that practically that was a period of prayer time for him. This caused misunderstandings and irritation for the guest, also showing a lack of cultural intelligence from my side; which could have caused a negative hotel image. 
Individuals who are aware of the cultural aspects lead to efficient interaction with people from different cultures (Nosratabadi et al., 2020). Taking this into consideration, I am a strong believer that cultural intelligence should constantly be updated and a skill that employees work on, especially the ones from the hospitality industry, in order to ensure that cultural differences are understood and respected from both sides. 
Reflecting back on the situation with the check-out guest, I consider that I lacked the ability to understand another culture, which could have affected me. I could have asked the guest to leave the luggage earlier at the reception, offering the required time to conduct his cultural aspects, allowing the business to look professional through my polite instant solution. Cultural intelligence is based on being adaptable to cross-cultural situations by understanding different motivations and behaviours (Yari et al., 2020). Hence, this experience motivated me to increase my knowledge of different cultures in order to deliver a high level of customer service to all guests. 
Bostan et al. (2021, p. 345) define cultural intelligence as being linked to interpersonal communication.  This is further defined as something crucial for business activities. Hence, by investing capabilities into developing cultural intelligence skills such as being able to learn about different cultures, I will understand different factors better; interpersonal communication will become more efficient, leading to strong personal development and allowing improvement of the delivered service. 
In conclusion, I decided to increase my cultural intelligence within the next six months, in order to ensure that I am able to communicate efficiently with a range of people from different cultures, in order to show respect and be professional in the workplace. This will be achieved by reading and investing time in research on different backgrounds.



























References 
Bostan, Z., Majdi, A.A., Honari, H., Karoubi, M. and Nikjoo, A. (2021) ‘The relationship between cultural intelligence (CQ), spiritual intelligence (SQ), and interpersonal communication skills: The case of cultural tour guides’, Tourism Culture & Communication, 21(4), pp.345-353. Available at: https://doi.org/10.3727/109830421X16257465701954 (Accessed: 17th October 2023).
Nosratabadi, S., Bahrami, P., Palouzian, K. and Mosavi, A. (2020) ‘Leader cultural intelligence and organizational performance’, Cogent Business & Management, 7(1), p.1809310. Available at: https://doi.org/10.1080/23311975.2020.1809310 (Accessed: 16th October 2023).
Yari, N., Lankut, E., Alon, I. and Richter, N.F. (2020) ‘Cultural intelligence, global mindset, and cross-cultural competencies: A systematic review using bibliometric methods’, European Journal of International Management, 14(2), pp.210-250. Available at: https://doi.org/10.1504/EJIM.2020.105567 (Accessed: 16th October 2023).
2

