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I work as a front-of-house employee at a five-star hotel in London. The primary role of FOH in hotels or restaurants is to attend to staff members on their arrival and interact with them on a daily basis (Lin and Mattila, 2021). On one busy evening, a Chinese guest arrives at the hotel. When guests approach the front desk, they are welcomed with a smile and provided assistance. However, a language barrier quickly gives rise to a misinterpretation of culture. Upon reflection on my interaction with our Chinese guests, I can see how easily cultural misunderstandings occur. The primary issue at hand was the linguistic barrier. The visitor spoke very little English, and even though I speak it well, I am not proficient in Chinese. I think it is important to recognize the value of effective communication skills in the context of multiethnic hospitality first. Remembering that guests from other countries could speak English to varying degrees is crucial (Rao, 2019). To improve my communication skills with non-native English speakers, I should reduce the number of words in my vocabulary and avoid using idioms and complex sentences. I also need to improve my communication abilities by using visual aids such as pictures and maps. I also have to remember the importance of tolerance and kindness. I saw the level of irritation increase from the visitor as they tried to express their needs and comply with my instructions. I think I should not have let my own nervousness keep me from being understanding. 
Enhancing my cultural competence is achieved by gaining knowledge about the customs, behaviours, and preferences of guests from many cultural backgrounds. For example, the bow is a welcoming and respectful gesture in China. Gaining the confidence of visitor have been greatly aided by a little bow or head nod (Dussault, 2022). In order for me to modify my behaviour correctly, I need to understand more about these cultural differences. Another essential skill I need to develop is active listening. When conversing with someone who does not speak the same language as me, it will be easy to assume the worst or draw judgments before completely understanding the other person. As for practical choices, I could also look into the translation services and apps on my phone and at the hotel front desk. These communication channels allow me to express to guests how much I want their stay to go well (Jhaiyanuntana and Nomnian, 2020). But, because other individuals prefer analogue techniques, I have to use such technologies with tact and consideration. Consequently, this experience has taught me the value of ongoing development as a front-of-house employee. I must prioritize effective communication, cultural sensitivity, patience, and active listening if I want to prevent such cultural misunderstandings. Regardless of where they are from, I can assure all of our guests that they will have an amazing time at our hotel by developing these skills and keeping an open mind about different cultures.
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