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PROFESSIONAL REFLECTION
A substantial part of my fascination about travels has for a very long time revolved around the insightful interactions with foreign employees at the hotel where I used to stay. Over the years, I have come to enjoy the decorum that greets their interaction with customers. Until I witnessed a scenario that made me believe otherwise. 

A woman had just checked into the main reception as soon as I sunk into a comfortable seat at the lounge. As much as I could notice. She was speaking to someone who seemed to be a long-time friend. Being within earshot, I got this cue judging by the jovial and sarcastic tone with which they conversed. Standing in front of the receptionist, she was asked to go through some documents and right in the middle of appending her signature, she blurted out “You sly fox, your Chinese friend sold me out the other day. I guess its your turn now”. This remark did not sit well with the receptionist whose furious countenance showed she took it way too personal. Unfortunately, the Chinese culture classifies reference to a fellow Chinese as a fox as totally disrespectful. Also, referring to another Chinese in the same sentence got the receptionist very angry. Unknowing that she was in fact speaking to her intimate friend who is listening on via a microphone attached to her blouse. The receptionist responded in a fiercer and disrespectful manner. Within minutes, both women were gnawing at each other. I learnt some profound lessons from this episode which also applies to the topic of this discourse. 

Taking a closer reflection at this instance, it can be explained based on the research findings of Phumpho and Nomnian, 2019 where they highlighted that communication challenges often occur in the hospitality industry as a result of lack of cultural knowledge, awareness, as well as the indirectness and subtleties pertaining to other people’s culture. This most often creates misunderstandings, and lack of communication between front of the house employees and hotel tourists (Jhaiyanuntana and Nomnian, 2020). 

To solve this problem, Hsu et al., 2017 recommended that the time has come to desist from giving unnecessary emphasis to curricular development and the other factors that facilitate efficient classroom learning. Rather, they noted the need for students and most especially undergraduates in the tourism industry to acquire hands on, industry specific practical, onsite skills and experience (Suebwongsuwan and Nomnian, 2020). Unfortunately, even though the chinese receptionist had thought she was in fact the one being referred, yet, unknown to the woman who visited the hotel, the use of words like “Fox”, “Snake” in Chinese holds a much derogatory and insulting meaning. Hence the reason for the altercation.

In a recent study, (Yang et al., 2022), also noted the need for hotels to conduct intercultural communication competency on employees before hiring them. They further pointed out that the measurement scale for this will comprise cultural diversity perceptions, basic understanding of multicultural nuances etc. 
(Daskalaki, 2020) also opined that the whole challenge can be effectively laid to rest through the provision of training and language support by hotel organizations, as this would go a long way in enhancing their awareness and knowledge about other culture, thereby expanding their scope and perception in human relation.
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