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Introduction
The present paper is my professional reflection after a demanding circumstance happened during my working hours. As a Front of House employee in a hotel in London, my workplace is a multicultural space where diverse cultural misunderstands can occur. Professional reflection is an important tool for every employee who wants to improve in his career, because reflecting and analysing different actions or challenging experiences can lead to identify personal strengths and areas for improvement.  

[bookmark: _Toc148655941]Analysis and Reflection
      During one of my days at work I faced a challenging situation when a guest from Czech Republic approached me in at the reception desk asking for assistance in German language.The guest contacted the front desk with a query regarding the room service menu. The person was unable to speak English or French, languages which I can speak, fact that made me very nervous and concerned. Because of the language barrier, I was unable to communicate effectively with this guest to understand their needs and help him, resulting a cultural misunderstanding.
Samovar et. al (2017) argued that cultural misunderstanding is failure in communication or a misunderstanding of language, cultural norms, values, behaviours, or beliefs between individuals from different cultures. In this scenario, my limited knowledge of the guest's language prevented effective communication, leading to confusion and potential frustration for both parties involved.
After reflecting on this unwanted situation, I decided to start improving my language skills, cross-cultural awareness and my patience and flexibility.
	Improving my language skills in commonly spoken languages by hotel guests can considerably increase my communication skills.Gudykunst & Kim (1997) describing learning a new language an unvaluable ability that will help the person in personal and professional future. Considering German languages is spoken in three different countries (Germany, Austria and Switzerland) from where our hotel has a lot of guests, I decided to start a German language course.
Cross-cultural awareness refers to having knowledge, understanding, and appreciation of different cultures and their impact on communication, behaviour, values, beliefs, and customs, according to Hofstede & Hofstede (2005). Cultivating a deeper understanding and appreciation of diverse cultures will allow me to be more sensitive to guests' customs, traditions, and expectations. This includes being aware of verbal and non-verbal communication differences, social norms, and greetings specific to different cultures.
Approaching situations with patience and flexibility will help me adapt to their needs and find appropriate solutions. Guests have different expectations or approaches to problem-solving so, being patient and flexible.
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As a Front-of-House employee, it is essential for me to have a broad understanding of different cultural preferences and expectations. 
In conclusion, being culturally sensitive and responsive allows me, as a Front-of-House employee, to better helpguests, address their needs, and provide them with an improved experience during their stay to our hotel.
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