


Professional reflection


Cultural differences can create significant challenges for front-of-house employees, as they may struggle to adapt to the dynamic and sometimes unpredictable changes in guest expectations and behaviours throughout the day (Madera, Dawson, Neal. 2011).
A group of people from Japan came to our hotel one evening, just like most Japanese guests, they were nice and polite. I created a misunderstanding when, wanting to give great service, I tried to start a friendly chat, like I do with most guests. What was your day like? Have you visited our beautiful town? I asked them and suggested some of our signature meals. The guest body language indicated irritability, to my surprise, also looked confused and did not say much in response. I could tell they were tense because they did not look relaxed. Body language often easily to read when pay attention is to the sign of the person hand, body posture and face (Borchgrevink, Ninemeier, Mykletun 2001). Upon reflection of the events, I realised I created a cultural misunderstanding, because being polite and quiet are especially important in Japanese society. People often feel awkward or offended when they must make small talk or are asked personal questions, especially with strangers. In western culture opening conversation is being classed as friendly (Massay et al. 2023). In Japan, people talk to each other subtle by reading between the lines and using body language. My direct way of starting a talk could have come off as too pushy or bothersome. Japanese society puts a lot of weight on following the rules and showing respect for those in charge (Karuga 2019). In the perspective as a front desk worker, it is my job to serve guests, so my attempt to start a talk could have been seen as crossing lines. I need to learn about the communication styles and cultural norms of the people we often serve, this will help me figure out when to make small talk and when to keep my interaction short when is needed. Cultural differences can create unpleasant experience for both server and customer’s and cultural awareness can help me to be more sensible and read the situation better. I must become adaptable to change how I do things because I know that each guest is different. I should not take a one-size-fits-all method, Instead, I should make sure that my interactions with guests are based on their needs and preferences. It is especially important to follow culture rules, to make sure that I act formally and professionally with everyone I meet, especially guests from countries that value these things.

The misunderstanding I had with my Japanese guests taught me a lot about how important it is to be sensitive to other cultures and able to adapt in the hospitality business. I want to make sure that all our people, no matter what culture they come from, have a better time by constantly improving these skills and being aware of cultural differences.
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