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A French guest came to the Diversity Hotel and Spa London that morning, during his check in, the front desk manager happened to make a cultural misunderstanding with a French tourist during his check-in. 

The front desk manager was there to greet them, as standard procedure. The person was greeted with a kind grin, and the employee asks, "Good day, Sir. May I ask what your name is?" while maintaining a low voice. The guest expected that the employee would behave in the typical manner that they normally behave in their culture. Vice versa. As a result, the behaviour of the visitor was unresponsive, which raised the possibility that they were annoyed by the actions of the other person. In the culture of France, it is common practice to extend a cordial welcome by asking "Bonjour, comment ca va?" to new acquaintances upon meeting them for the first time. However, it is more common practice for close friends and family members to inquire about a person's state of health. This unintentional behaviour and communication resulted in a significant backlash from the general population and further worsened the cultural gap that already existed in terms of comprehension. 

Misunderstandings arise between different civilisations, because from one culture using a word, in another culture, would be deemed offensive. The manager was unable to offer the French guest the type of welcome he’d hoped for since he was unfamiliar with the greeting rituals for his French clients. The manager doesn’t know the culture and behaviour of the French. The inability to communicate clearly and effectively is the key factor that contributes to cultural misunderstanding (Amit and Schoemaker, 2021). This experience made the front manager realise and recognise, the importance of being culturally aware, especially when it’s about ensuring a healthy environment for the foreign guests. Understanding the emphasis of the culture efficiency and multilingualism factors for making communication better, so that in the future it doesn’t affect the reputation of the hotel’s success. 

Front of house employees must become proficient in the languages that are spoken by frequent visitors from other nations (Bak and Alladi, 2014). This will support with delivering a better degree of service to individuals from other countries. Basic understanding of their emotions can front house employees with delivering kind greeting to guests from different nations, that help communicate effectively.

Leadership of the hotel must have thorough awareness of the customs that are observed by the great majority of the world’s nations, given that most guests come from almost every location on the earth. It’s necessary since our customer base is so diverse. According to the study that Charnes, Cooper, and Rhodes conducted for the year 2020, found shows that it will allow him to react more effectively to any incident that may occur. For example, the administration could pick up some helpful information from the astute observations made by the guests. This will help him choose the course of action that is most suitable under the given circumstances.

Also, before the host responds to the guests' pleasantries, the management must make sure that guests have a chance to share their thoughts and opinions. It’s also essential for them to pause and adjust to help engage in discussion with the guests.
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