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[bookmark: _Toc148542759]Scenario
I work as a Front desk officer in a famous hotel situated in English-speaking country. One day a Japanese guest checked in, and I noticed they appeared hesitant and uncomfortable during the check-in process, they had a reservation for a room with a double bed. But unfortunately, I have limited knowledge of Japanese culture and language.
[bookmark: _Toc148542760]Explanation Culture Misunderstanding
According to this scenario, due to difference in cultural norms and expectation cultural misunderstanding occur. (Liu et al., 2022). For example: When the guest approached me with a specific request, due to their dietary preferences they requested a vegetarian meal, but due to the language barrier and my limited knowledge of Japanese customs, I unintentionally misinterpreted their request. Reflecting on this situation, I realize that cultural misunderstanding can occur easily. Here are some factors contributing to misunderstanding.
[bookmark: _Toc148542761]Factors that contribute in misunderstanding 
Language Barrier: Due to not being fluent in the Japanese language, misinterpretations and mispronunciation could lead to confusion I might struggle to understand the guest’s request accurately.
Different Dietary norms: I am not fully aware of Japanese culture, especially their dietary norms and preferences. I may not fully comprehend the importance of the vegetarian option it leads me to offer the wrong type of meal.
Non-verbal cues: All cultures have their non-verbal cues such as gestures or body language, which can vary across cultures. (Jhaiyanuntana and Nomnian., 2020). For example In Japanese culture before starting a meal they use polite phrases and in a praying motion, they bow their head to show gratitude towards the person who prepared that meal.
In future to avoid these cultural misunderstandings I need to develop the following skills and make behavioral changes.
[bookmark: _Toc148542762]Factor that need to develop
Language Proficiency: I should learn key phrases and expressions of commonly spoken languages of our guests. This will help me in communication and understanding guest’s requests. It will also demonstrate respect for their culture.
Cultural sensitivity training: To understand the culture norms and preferences I will participate in cultural sensitivity training programs especially related to customer dietary requirements. It will help me to better understand and serve guests from different backgrounds.
Utilizing resources: I should use translation services and resources to bridge the language gap and ensure accurate communication.
Active listening: I should become an active listener and pay close attention towards the guest’s request while saying and asking clarifying questions when needed. This will help me to fully understand their preferences and requests.
Empathy: In the hospitality industry empathetic listening is an important skill for front-line employees. (Nazarian et al., 2022).  I can demonstrate my commitment to personalized service, reducing the likelihood of misunderstanding that each guest’s stay is enjoyable and comfortable. It is crucial to put myself in the shoes of my guests to empathize with their situation. It will help me to understand their needs and respond to them effectively.
[bookmark: _Toc148542763]Conclusion
By developing these key skills and being more culturally aware, I can minimize the risk of cultural misunderstanding while interacting with guests from diverse backgrounds, ensuring a more respectful and positive experience for all. These tools provide a memorable guest experience in the multicultural and diverse world of hospitality.
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