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Front house employee greeted a Chinese guest in Japanese assuming that Japan is where they are from. Although the initiative of learning other cultures and languages can give an advantage to front house employees it can be detrimental when used at the wrong time. Japan has a history with China as Japan's invasion of Manchuria in18,1931 is well documented and shaped the relationship the two countries have now (W. McGee, 2021). Therefor there maybe deep seeded resentment due to the past and guest would find being greeted in Japanese offensive. It is vital that front house employees are aware of how they communicate with guest in all forms let it be verbal, body language etc. 
None verbal communication can also play a part in cultural misunderstanding as up to 55% of human communication is physical (Islam and Kirillova, 2020). By understanding that not everyone is the same and different cultural practices and religion will avoid cultural misunderstanding. The easiest way that cultural misunderstanding can occur is that as humans we copy the social norm that is the majority and in practise, if the majority act in a certain way than the rest will follow suit (Handley and Mathew, 2020). To understand this if we follow Jasper ERA cycle, experience, reflection, and action framework (University of Hull, 2013) in this situation, Then the experience will be negative for guest, reflection will be what the guest may want to look for other options, action will be the guest booking with competitor after a complaint is made.
As front house serves as the first point of contact for guests it is vital that all interactions between guests and front house is of a high standard. Although the physical product that hotels sell are accommodation, food and beverage when simplified to its basic form, it is the peoples desires of an exceptional experience that is the key selling point for all hotels (Manthiou, Hickman and Klaus, 2020).
Cultural misunderstanding can be avoided if employers provide in depth information to potential employers as although the equality act 2010 is a legal requirement for all companies and organisation in the UK to follow as it covers age, race, religion, sex etc (Gov.uk, n.d.). An understanding of what the equality act 2010 covers, examples and refresher courses should be available to remind employees of this. Multi-cultural employees will expose each other and others to new experiences as in food, cultural norms, different religions etc.
The skills I need to work on when reflecting on my experience at front house when doing my hotel placement is that I need to be mindful of my body language and tone of voice. As front house is a very busy department where we had to coordinate room repairs in time with bookings, deal with customer complaints and try to resolve them, validate car parking , busy check-ins  while also maintaining tidy, clean area can be allot .There for I need to be aware of my body language as I may not be aware I am giving negative body language by not having good eye contact, unintentionally ignoring.  not facing when booking in. Also my tone of voice may give a negative experience as I am quite shy and will avoid talking, it may appear that I am disinterested  in job and guest .
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