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Professional Reflection,
In my role as a Front House employee at a luxury hotel, I recently experienced a cultural misunderstanding with a guest from Japan that left me thinking about the importance of cultural sensitivity. The guest from Japan had booked a room with garden views. I, intending to provide an extraordinary service, assigned them a room with a breathtaking view of the hotel courtyard. It involves a beautiful space with vibrant greenery and a lovely fountain. However, as guests entered the room, their excitement turned to extreme disappointment. They quickly began to speak Japanese, which they do not understand, thus complicating the situation. However, I made several assumptions and understood that the problem was something related to the room itself. As a result, I offered them to change their room, thinking it might reduce their negative experience. However, doing so has been shown to exacerbate their frustrations, causing them to leave the front desk obviously angry. Reflecting on this incident, I understood that cultural misunderstanding is rooted in the fundamental difference in perceptions (Umarova, 2021). This constituted a "garden view". I have come to know that in Japanese cultures, a garden usually refers to a meticulously tended traditional garden found in Japan. Features of these gardens involve Koi ponds, gravel paths and felled trees. On the contrary, the Hotel offered such a garden, albeit beautiful, but not meeting the expectations of guests. This misalignment of perceptions led to the guest's disappointment and frustration.
This was a significant experience that reminded me of the importance of cultural sensitivity in my work role (Oriade et al ., 2021). This experience made me realize the importance of intercultural awareness. It's quite important for me to adapt more to these diverse cultural environments of guests. Understanding different cultures leads to unique preferences and diverse expectations, especially when it comes to room views and hotel facilities. This understanding allows us to anticipate potential misunderstandings and address them carefully, which improves the guest experience.
[bookmark: _n6tkumn55qc1]In addition, I learned the need for effective communication. While it was obvious that language is not only the main issue here, it became quite clear that it is very important to develop my communication and language skills and use more translation tools when dealing with guests. Understanding this issue and addressing it properly will help fill communication gaps and ensure that the interaction remains clear and accurate. Another aspect we've assigned is active listening, which is an essential skill you need to have while interacting with any guests. In this case, instead of offering solutions when the guest showed dissatisfaction, I could have taken a lot of time and listened carefully. Thus, this meeting with this guest showed me areas where I could improve my skills However, cross-cultural awareness, embracing active listening, improving communication, participating in cultural training, developing empathy and embracing the mindset to make improvements can alleviate such problems and these aspects make me confident that under similar circumstances in the future I would not make the same mistakes again (Jung et al ., 2021). It made me realise that as a front desk employee, my primary duty is to ensure that guests from diverse cultural backgrounds have a memorable stay and a satisfying experience.
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