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Culture can be defined in a multitude of ways, one of them being that culture is the integrated pattern of human knowledge, belief, and behavior that depends upon the capacity for learning and transmitting knowledge to succeeding generations. Climate, language, legal systems and religion are environmental factors of the culture. (Christiansen, B., Branch, J.D. and Karmowska, J. 2020, p. 145)
Cultural misunderstandings can have different causes, such as the diversity of multiple languages and cultures, but also due to gender and age differences between interlocutors. When two people or groups with different culture and conception find it difficult to understand each other, in this case a misunderstanding takes place. ( Deresky, H. 2017, p.108) 
 Cultural misunderstandings can occur in various places, and those produced in the hospitality industry can occur at the reception, at the restaurant, in the parking or in any place that the hotel employees and guests interact, language being one of the most common reasons. ( Sizzo, Steve. 2008)
During my placement period at the hotel as a member of the front office team, I witnessed an incident, that now I realize that it was a cultural misunderstanding between guest and employee.
A guest from China, a culture that places a high value on formalities and respect for authority arrives at the hotel, which has a more relaxed and informal attitude with guests. In their home culture, it is customary to greet and address people with formal titles and last names, and they expect the same level of formality in return. Upon check-in, the front desk employee address the guest by their first name in a friendly, informal manner, asking “ How are you this evening Mingze? ” The guest interpret this as a lack of respect and professionalism, as they are accustomed to more formal language and interactions. This cultural disconnect can lead to an uncomfortable check-in experience for the guest who may feel that their expectations for formalities are not being met, while the hotel staff may be unaware that their casual approach is perceived as a sign of disrespect. The guest was deeply affected, through his facial expressions we could read wonder, confusion but also indignation, because of the too friendly attitude and slightly indiscreet question of the front desk employee.
 To prevent such misunderstandings, hotel staff should be trained to recognize and adapt to varying cultural expectations in terms of formality and greetings, ensuring that guests are comfortable with the level of formality they receive during check-in. Diversity raining can increase employees’ awareness of cultural differences.
Also other way to prevent cultural misunderstandings is a global mindset, which increases intercultural empathy and makes it easier to integrate and work across multiple cultures.
In my opinion, the most important communication skills that a front of house employee should have and should try to improve during his hotel experience in order to avoid cultural misunderstandings when interacting with guests from different cultures are: understanding customers‘ behavior, using the appropriate body language, dealing  appropriately  with  the  unexpected  situations  and  trying to solve  customers’ complaints with diplomacy, asking in an adequate way for further information and using an appropriate voice tone.
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