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	I am a new employee on the Front of House team in a hotel. A couple of days ago I found myself in an unexpected and uncomfortable situation regarding a cultural misunderstanding with one of our guests. The reason for this misunderstanding was the “V” sign that I showed to our guest at the end of his check in. At the moment the guest was approaching to the reception desk, I have noticed his outfit was a Rock & Roll style and I was sure he will attend a Rock event that was organised that night in the town. Because on that day I was checking in already a lot of guests for that event, I thought that this guest is part of this music culture as well. When I finished his check in, I wanted to be kind with him, and I showed the “V” sign followed by the words “We will rock tonight”.
	The cultural misunderstanding started straight away because my nationality is Romanian and our guest nationality is Australian, and we have different meanings regarding that sign. He felt offended because he wasn’t going to attend that event, he was in a city break wearing his favourite cozy clothes. In Australia, United Kingdom or Ireland, the “V” sign is seen as rude and frequently used to signify contempt or defiance towards authority. This type of cultural misunderstandings can occur by hiring unprepared staff for this position or by lack of trainings regarding cultural education for employees. Also, they can occur by lack of knowledge or interest for other nationalities, religion, or languages.
	At the end of this situation, I apologised to our guest for all that happened, and I promised him that I will do my best to make his stay as good as possible. To avoid this kind of mistakes in the future, I decided to ask my manager for more information regarding any cultural misunderstanding situation. At the same time, I want to do more research about different cultural educations and behaviours.
	To gain more abilities regarding cultural misunderstanding, our manager obtained the approval to send his Front of House staff for a 2-day language and cultural course. During this course I managed to critically reflect on our own prejudices and biases that help us develop the skills needed for our interaction and engagement with different types of cultural backgrounds. Realizing that everyone has biases is an important step for building cultural competence. Our biases may stem our backgrounds, experiences, or personal demographics, and these biases exist whether or not we are aware of them.
	Now I know that cultural competence is referring to a set of similar behaviours, attitudes and policies that will help a group of workers or organizations to work with success in a multi-cultural environment. I believe now I can understand all the cultural stereotypes and the fact that - Most people are not Americans, or even WEIRD (western, educated, industrialized, rich, democratic; Henrich, Heine, & Norenzayan, 2010).
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