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Reflection on Cultural Misunderstanding
When working in a multicultural workplace, cultural misunderstandings are common. In the hotel sector, understanding the cultural differences of guests is crucial to providing excellent customer service (Koc, 2021). A common scenario an F&B employee might face leading to a cultural misunderstanding is if they fail to address a guest from a cultural background where the use of formal titles is important. For instance, unlike many cultures like the American culture, people from European countries like England, France and Germany are very formal. When addressed without a proper title like Mr. or Dr. or Professor, it is considered insulting (Ledeneva et al., 2018). If an F&B employee disregards the title of a guest from such cultures and simply calls them by their first name, it can be considered insulting and lead to cultural misunderstandings or conflicts. On the other hand, being aware of these differences and using the appropriate forms of address when addressing guests from different cultures can build trust and respect with guests from different cultures. 
We all have different cultural backgrounds, values and beliefs. Failure to respect such beliefs can lead to cultural misunderstandings. This is something I have observed before when visiting a hotel. A guest worked in the hotel reception to check in to the hotel room they had booked. Like how the receptionist was used to addressing other American hotel guests, they addressed a guest from France by their first name and the guests became angry claiming a lack of discipline and respect from the hotel’s staff. The guest became angry and demanded to see the management for an apology. While being addressed informally may be something minor to others or something fun, it was not minor to the guest. They genuinely felt offended and disrespected and kept repeating that the hotel guest should have at least used the honorific, “Mr.” when addressing them even if they did not use any other honorific. 
To prevent cultural misunderstanding, it is important to have a range of skills. One of the most important skills to address cultural misunderstandings and avoid them in the future is cultural awareness. Dreasher (2021) argue that cultural awareness enables people to recognize differences in communication styles, values, and beliefs of people from different cultural backgrounds. Cultural awareness enables an individual to flexibly adjust to the behaviours and communication styles of people from different cultural backgrounds. Another key skill is effective communication. The ability to effectively communicate with others makes it easy to communicate and deal with people from diverse backgrounds. Conflict resolution skills are also important to avoid or address cultural misunderstandings when they occur. Conflict resolution skills make it easier to mediate disputes arising from cultural differences (Dreasher, 2021). Active listening is also key to avoiding cultural misunderstanding. Active listening skills enable an individual to actively listen to what other people are saying without interrupting them which can help avoid many cultural misunderstandings (Moran et al., 2010).
Training Plan
According to Rogue and Ramos (2019), cultural awareness and competence enable employees to make insightful, well-considered decisions, communicate better with and show respect to colleagues and guests, acknowledge diversity, build rapport, attract and retain customers and ensure and improve visitor satisfaction and guest experience. Thus, it is important to train staff on cultural awareness and diversity (Rogue and Ramos, 2019). According to Koc (2021), cross-cultural training benefits local staff since it enables them to operate at maximum efficiency when dealing with foreign guests. Local staff in a hotel may understand local cultures and how to best interact with local guests, but they may lack an understanding of how to deal with foreign guests. Cross-cultural training improves their knowledge and skills to serve foreign guests better (Koc, 2021).  Buckley (2023) argues that cross-cultural training is crucial for increasing productivity and efficiency in the hospitality sector. It helps employees to work more effectively with colleagues and customers from diverse backgrounds which consequently leads to improved communication and collaboration (Buckley, 2023). Table 1 below shows a cross-cultural training plan for F&B employees to help avoid or deal with cultural misunderstanding when interacting with colleagues or guests from diverse cultural backgrounds. 
Table 1: Three-Week Training Plan
	Day
	Topic/Skill
	Time
	Training Format 
	Trainer
	Expected Benefit 
	Estimated cost ($) 

	WEEK 1

	Monday
	Culture and impact on life and work
	9:00 am- 12:00 pm
	All staff training
	Third-Party trainer
	Improved understanding of how culture affects one’s life and work
	$100

	Wednesday
	Styles, approaches, and expectations in working relationships
	9:00 am- 12:00 pm
	All staff training
	Internal Trainer
	Improved understanding of different styles, approaches and expectations when dealing with colleagues or guests from different cultures. 
	$100

	Friday
	Cultural Differences in Management 
	9:00 am- 12:00 pm
	Managers/directors
	Third-Party Trainer
	Improved understanding of management techniques and expectations in different cultures
	$100

	WEEK 2
	

	Monday
	Meeting and greeting styles in different cultures
	9:00 am- 12:00 pm
	All staff training
	Internal trainer 
	Understanding how to interact and greet people from different cultures
	$100

	Wednesday
	Business etiquette (Cultural Differences)
	9:00 am- 12:00 pm
	All staff training
	Internal trainer
	Improved understanding of business etiquette in different cultures
Improved understanding of how to deal with guests from different cultures with etiquette
	$100

	Friday
	Risks associated with cultural differences
	9:00 am- 12:00 pm
	All staff training
	Third-Party Trainer
	An increased understanding of risks associated with cultural differences such as reduced guest satisfaction & impact on hotel reputation
	$100

	WEEK 3

	Monday
	Cultural assimilation
	9:00 am-12:00 pm
	All staff training
	Third-Party Trainer
	Increased understanding of different experiences of intercultural encounters
	$150

	Wednesday
	Sensitivity Training
	9:00 am-12:00 pm
	All staff training
	Third-Party Trainer 
	Flexibility in attitudes when interacting with people from different cultural backgrounds
	$150

	Friday
	Cultural diversity skills
	9:00 am-12:00 pm
	All staff training
	Third-Party Trainer
	Cultural awareness
Active listening
Open and transparent communication
Conflict resolution skills
	$150



Reflection on Self-Development
Description of Experience
During this course, I learned a range of topics related to cultural misunderstandings in the hospitality sector. I learned about some of the most important cultural diversity skills and cultural differences and their impact on the hospitality sector. I worked on a portfolio examining examples of scenarios in which cultural misunderstanding can arise during interactions between hotel staff and guests. 
Feelings and Thoughts
When we started the course, I was excited. Anyone would have considering that the topic of differences in cultures in the workplace is an interesting one. Sharma (2016) argues that cultural differences in the workplace colleagues from different cultures bring with them different attitudes, values, behaviors and etiquette. Such differences can lead to the development of a diverse work environment, but they can also lead to cultural misunderstanding (Sharma, 2016). In the hospitality sector, Bedi (2016) argues that cultural differences affect guest experience and satisfaction. As we progressed with the course, I was optimistic and happy with the new knowledge gained during this course concerning cultural differences in the hospitality sector. 
Evaluation
One of the things that was good about this experience was that I learned a lot of new things about cultural differences in the workplace such as how cultural differences affect guest satisfaction and staff productivity. Another good thing about this experience is that I learned some of my strengths and weaknesses that I did not know. I learned that I am very good at communicating with others and that I have little understanding of cultural differences. I cannot think of anything that was not good about this experience. 
Analysis
A reason that things worked well during this experience is that I received a lot of support from the instructor. The provision of a range of learning materials and class notes also made it easy to understand the topics covered and complete the assignments given. 
Conclusion
I learned many things during this course. For instance, I learned that cultural awareness is critical in the hospitality sector. I learned that how employees from different cultures are treated when visiting a hotel significantly influenced their experience and satisfaction with the service offered. I also learned that cultural sensitivity plays a key role in ensuring that guests feel welcomed, respected, and understood. This makes an understanding of cultural differences critical for hospitality businesses to meet the unique needs and expectations of diverse guests. This course also helped me learn a range of cultural diversity skills that every hospital staff should have. This includes skills like cultural awareness, conflict resolution, communication skills, active listening, adaptability, and people skills (Dreasher, 2021). While I possess some of these skills, I have to improve in many of them. For example, I have strong communication skills, active listening skills and people skills. However, some of the areas for development include my cultural awareness, conflict resolution skills and adaptability. 
Action Plan
I will take many different actions to improve the cultural diversity skills I lack as shown in Table 2 below. 
Table 2: Action Plan
	Goal (s)
	Action(s)
	Deadline

	Improve my cultural awareness
	· Tour at least three new places each year
· Make local connections in local areas I tour
· Pay attention to non-verbal behaviors when interacting with people from different cultural backgrounds
· Ask foreign friends
	December 2024

	Improve my conflict resolution skills
	· Take an online course on conflict resolutions
· Learn to always listen first before making judgments
	September 2024

	Be more adaptable 
	· Learn to take risks
· Be open-minded
· Practice mindfulness
· Learn to embrace change in my life
	June 2024
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Multilingualism is important in the hospitality sector.
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