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The importance of cultural diversity in the hospitality industry is very important. The hospitality industry welcomes all kinds of people from different backgrounds, cultures and religions. Not all customers speak English as their first language and the cultural behaviour is also very different. Cultural misunderstandings can lead to poor customer service and loss of potential customers. Recently a customer was very unhappy with the receptionist because they wanted a bidet in the bathroom which is very popular in many cultures such as the Asian and Italian culture. Unfortunately, the receptionist had never heard of a bidet and was very confused and struggled to handle the situation. As I come from an Asian background, I jumped in to help calm the situation. I apologized and offered an alternative. The misunderstanding happened because the receptionist was lacking knowledge of the customer’s culture. She also found it difficult to communicate with the customer because of the language barrier. This was making the customer very uncomfortable and angry. This had a negative impact on hotel because the customer left unhappy and unsatisfied by the service received. It is highly unlikely that they will return or leave positive feedback. 
In order to prevent this from happening in the future, it is very important to provide adequate training to all staff so that they can understand differences in cultures and behaviours. By understanding these cultural differences, staff can avoid any unintentional offense or discomfort for guests (Jospeh, 2023). It is very hard to communicate when there is a language barrier, I believe employing staff from diverse backgrounds will benefit the business and their values. Innovation is driven by different perspectives and by having staff and guests from diverse backgrounds, you’re more likely to inspire innovation (Lacalle, 2021). The knowledge and experience you can receive from diverse backgrounds is far greater than just providing training. As Grobella (2015) made a suggestion to create challenges such as diversity training within the study program in the hospitality industry. This will provide students a real-life opportunity to gain a better knowledge of cultural differences and also enhance language and communication skills, also the ability to work in a sociocultural and linguistically diverse environment. Learning different languages is a great skill, it will make communication easier when dealing with foreign customers. It is also key to have good listening skills, speaking slowly will help the customer stay calm and understand you, having patience when dealing with difficult customers is also very important. 
I believe it is important to not make any assumptions when communicating with others. It is not necessary that the customer is feeling or thinking the same as you so listening to what they are asking for is important. Learning about each other’s cultures will give you more knowledge, it will help you understand religious needs, cultural behaviours, traditions. This will not only benefit you but also the hotel because customers will be happy with the service received and most likely return, which means more revenue for the business. 
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