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[bookmark: _Toc149164107]Scenario
I worked as a Front of House employee at a high-end hotel in a cosmopolitan city. One daya guest from Japan checks in. I greet them with a warm smile and say, "Welcome! How can I assist you today?" The guest responds with a polite nod but appears reserved. I try to make small talk about their journey as I escort them to their roombut they seem uncomfortable and respond with brief answers. Later, I learn from a colleague that in Japanese culture it's considered impolite to engage in overly personal conversation with strangers especially in professional settings.
[bookmark: _Toc149164108]Cultural Misunderstanding
There was a misunderstanding due to a lack of understanding about different culturesin this situation. Intercultural competence means being able to communicate and interact well with people from diverse cultural backgrounds (Kim and Gudykunst, 2009). I made a mistake because I didn't consider the cultural factors at play.
My behavior was influenced by my own culture.Which values being warm and friendly in customer service. However, I didn't realize that the Japanese culture has a different way of communicating. They use a high-context style which relies on implied signals and non-verbal cues (Hall, 2019). I come from a low-context culture that emphasizes clear and direct verbal communication. This difference in communication styles made the guest feel uncomfortable because they thought I was being too intrusive.
Additionally, there's a concept called "power distance" which looks at how people in a society accept unequal distribution of power. In Japan, there's more acceptance of hierarchy and authority. My informal approacheven though I meant to be friendlymight have seemed disrespectful to the guest (Hofstede, 2015).
Looking back on this, it's clear that I need to develop better intercultural skills for effective customer interactions. This means not only understanding cultural differences but also adjusting how I act and talk to match the guest's cultural expectations. I can make sure that future interactions are culturally sensitive and lead to better guest experiences by respecting high-context cultures and the importance of hierarchy
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This situation shows how important it is for meas a Front of House employee to be aware of and respectful of different cultures. Cultural sensitivity means understanding that guests may have different customs and ways of communicating based on their cultural background (Abramson et al., 2018). In this case, I made a mistake because I assumed everyone likes a warm and friendly approach like I do.
I realized that I need to learn how to interact well with people from diverse cultural backgrounds. This means not only knowing about different cultures but also being able to adjust how I talk and act to make guests comfortable.
I should educate myself by attending workshops, seminars, and reading about cross-cultural communication to get better at this. This will help me understand the values, beliefs, and social norms that influence how people from different cultures behave. I also need to get better at reading non-verbal signals like facial expressions and body language which can tell me how a guest feels.
It's also important for me to be open to feedback and ask my colleagues and supervisors for advice. They can help me improve my communication skills with people from different cultures.I can make sure every guest feels welcome and respected during their stay by always trying to learn and get better.
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