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This reflection will discuss the importance of learning about foreign cultures and developing cultural awareness to provide an appreciable customer experience to the hotel guests. The hotel provides accommodation to the people who travel to visit a destination place, with tourists generally come from diversified cultural backgrounds, meaning that ensuring customer satisfaction is vital in maintaining a high hotel reputation. However, due to the wide range of cultural backgrounds found within tourists, there is a high chance of rising conflicts between the hotel staff and the guests regarding cultural and lingual differences (Deresky, 2017). Throughout my work and placement experience within hotel front offices, I have watched several conflicts that arose from cultural misunderstandings. Foreign tourists with a lack of English knowledge fail to communicate with receptionists. The tourists cannot explain their problems and thoughts to the front office executives.  Furthermore, they sometimes develop the wrong idea about the hotel offers and discounts, which generates tension between the front office desks and the clients as they are unable to fulfil the clients’ requests. In my placement hotel, I have witnessed guests have the wrong demands of granting discounts and providing more facilities. Sometimes, the intonation and speaking tone of the receptionists are misinterpreted due to differences in the cultures. I have observed, despite the polite tone and behaviour of staff, some tourists of foreign cultures may misinterpret the behaviour and create in a conflict with the staff, as such behaviour is forbidden in their culture. I have also received some complaints about the process of greeting the guests in reception. 
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These issues can be mitigated by developing proper skills. Firstly, I need to improve my communication skills. Communication skills are the ability to increase the connection with surrounding people (Kyawet al., 2019). Communication skills can help me to understand the behaviour of the guests and what type of gratitude they expect from the front office. Communication skills increase the efficiency of speaking and improving the tone of speaking. These skills would also allow me to  train front of house staff to communicate with and respond to guests accordingly, such as by responding to guests more personally rather than cordially, which would modify the welcoming processes according to cultural expectations. To do this, I also must increase my knowledge about the different cultures. The conceptions across different cultures are the main reason for cultural misunderstandings, especially between collectivist and individualist cultures (Kashima et al., 1995). Hence, gathering knowledge about social interactions across cultures can avoid cultural misunderstandings. Additionally, language skills must be developed. Language skill refers to the capability of expressing thoughts to other people (Abramson and Moran, 2018). Language skills can be developed by learning key phrases or communications in a wide range of languages. I must learn about foreign languages to mitigate the misunderstandings between hotel staff and guests. Language skills will help me to convey my ideas clearly to the guests. Additionally, in utilising this knowledge, hotel advertising strategies can be changed. The advertisement of the hotels could be given in different languages to make the discounts and offers understandable to foreign tourists. Overall, my reflection and experience leads me to conclude that although cultural misunderstandings occur frequently, communication and language skills could be developed to mitigate the issues and create a popular, harmonious environment within hotels. 
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