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In my role as Front of House employee in a hotel, I recently encountered a scenario that shed light on the importance of cultural sensitivity and effective communication. This incident involved a cultural sensitivity misunderstanding with a hotel guest, primarily arising from language differences. 
The scenario unfolded when a guest from non-English-speaking country checked into our hotel. While I am proficient in English, I soon realised that the guest’s command of the language was limited, and they struggled to convey their needs and preferences. Frustration quickly mounted as I attempted to assist the guest with their check-in process   and provide information about the hotel amenities. Despite my best efforts, we encountered several roadblocks in our communication, resulting in less-that-pleasant check-in experience for the guest.
Upon reflective on this incident, I came to understand that cultural misunderstanding can occur in various ways, with language being a primary barrier. Here are some insights into how these misunderstandings can take place:
1. Language Barriers: Language differences can lead to misinterpretation, confusion and frustration. In this scenario, the guest’s limited English proficiency hindered effective communication, making it difficult to meet their needs and expectations.
2. Non-Verbal Cues: Cultural variation in non-verbal communication, such as body language, gestures, and facial expression can also contribute to misunderstandings. Certain gestures that are harmless in one culture may convey disrespect or offence in other. 
3. Cultural Norms and Expectations: Differing cultural norms and expectations related to hospitality and customer service can lead to misunderstandings. What one guest considers polite and accommodating might differ significantly from another guest’s perspective. 
To prevent such cultural misunderstandings from happening in the future, I recognize the need to develop specific skills and make behavioural changes: 
 
· Language proficiency: Improving my language skills, particularly in common languages spoken by international travellers, will enable me to better assist non-English-speaking guests. This includes learning key phrases and using translation tools if necessary. 
· Cultural Sensitivity Training: I plan to undergo cultural sensitivity training to gain a better understanding of diverse cultural norms and practices. This will help ma adapt my communication and service style to accommodate guests from various backgrounds. 
· Active Listening:  Developing active listening skills will allow me to better understand guest’s needs, even when there are language barriers. I will focus on using open-ended questions and paying attention to non-verbal cues to bridge communication gaps. 
· Cross Cultural Communication: I am to become more aware of cultural differences in communication styles and preferences. This will help me tailor my approach to each guest, ensuring they feel comfortable and valued during their stay.

In conclusion, the incident with non-English-speaking guest served as a valuable lesson in the significance of cultural sensitivity and effective communication in the hospitality industry. By proactively developing language skills, cultural awareness, and improved communication techniques, I am committed to preventing future cultural misunderstanding and providing exceptional service to all guests, regardless of their cultural background. 
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