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[bookmark: _6j4t51lx13nz][bookmark: _Toc148009646]Professional Reflection
[bookmark: _tkqc9koh3jpa][bookmark: _Toc148009647]1. Introduction
Front-of-house employees interact with customers daily to meet the needs of consumers properly. Several foreign guests visit hotels and they face challenges in communicating with the staff because of language barriers. This situation creates cultural misunderstanding and reduces customer satisfaction levels significantly. This portfolio will discuss a scenario of cultural misunderstanding in detail. The processes of cultural misunderstanding will also be assessed. Finally, a few skills will be explained that can assist in preventing cultural understanding properly.
[bookmark: _tq0tfbw9n3j3][bookmark: _Toc148009648]2. Brief scenario of cultural misunderstanding
As a front-house-office employee, I communicate with a range of foreign guests in hotels. Several times, they cannot understand my words and get confused. Alternatively, employees also face challenges in communicating with foreign customers because they cannot speak English properly (Perlton, 2020). Once, I totally got confused when a Chinese customer was trying to communicate with me while checking in. That customer could only speak Mandarin and he was able to speak English quite limited. I was not able to help that person at that moment and called my senior executive for help.  Later, I was able to know that the guests were inquiring about available facilities in hotel rooms. 
[bookmark: _5niqmq6rg4wy][bookmark: _Toc148009649]3. Processes of occurring cultural misunderstanding (language barrier) 
Lack of communication: Customers visit hotels for their personal purposes and they do not communicate with staff properly (Nation, 2019). Hence, front-house-office employees may fail to identify the requirements, queries and issues of guests. This situation will lead the hotel to offer the customers poor services and experiences. 
Wrong assumptions: Language barrier is one of the main components that can lead communicators to assume situations wrongly (Nation, 2019). It can create misunderstanding, poor communication and bad relationships with guests. 
Lack of language knowledge: It is quite tough for a person to learn different languages to communicate with foreign customers. Hence, poor knowledge of foreign languages makes the effectiveness of communication weak (Nation, 2019). Employees of the hotel cannot provide proper services to customers because they fail to acknowledge the requirements of guests properly. 
[bookmark: _sl15zmutwjsu][bookmark: _Toc148009650]4. Required skills and behaviour to prevent cultural misunderstanding (language barrier) 
Academic skills: People need to have strong academic knowledge about any language and its grammar. Vast knowledge of any specific language also boosts the presence of any person in vocabulary (Rubin and Jernudd, 2019). I can also read books in different languages to enhance my knowledge of them. 
Non-verbal communication skills: I may also try to identify the body language of guests to answer their queries. This technique will assist me in supporting customers without speaking a single word. 
Customer-focused behaviour: The queries and issues are required to be listened to carefully while they communicate with us. It will be effective to find out the needs of customers and implement proper solutions to resolve them easily (Rubin and Jernudd, 2019).
[bookmark: _tmehz5jxud4e][bookmark: _Toc148009651]5. Conclusion
Sufficient knowledge of different languages can assist front-of-house employees to communicate with foreign customers easily. Language barrier is a cultural misunderstanding and it affects communication processes negatively. This portfolio described a scenario of cultural misunderstanding. The procedures for creating cultural misunderstanding and the required skills to resolve this issue have been assessed in detail. 
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