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[bookmark: _Toc148665318]Professional reflection
[bookmark: _Toc148665319]Introduction
[bookmark: _Hlk148664547]The below-mentioned portfolio will highlight the drawbacks of cultural misunderstanding and its impact on the hospitality industry. As the hospitality industry deals with a wide range of customer gatherings and customer satisfaction is the main criteria of this industry, the report will highlight specific skills each front office staff needs to develop to serve their customer better service as per their requirements. Furthermore, the portfolio will also provide a presentation that highlights the benefits of multilingualism in the hospitality industry. Importance of language awareness in the cultural aspect of the UK as well. Finally, through a self-orientation session, the portfolio will also serve the entire self-improvement process that has been conducted by the front office manager to serve better performance for their corporate hotel industry promptly.

[bookmark: _Toc148665320]The scenario of an issue caused by the difference in cultural misunderstanding. 
[bookmark: _Hlk148664558]During my time working as a front office manager in one of the renowned hotels in the UK named Diversity Hotel and Spa, I have faced vast consequences of language differences with an international customer (Rebello, 2023). The guest was from Spain and was not well aware of English culture. Similarly, as a resident of the UK, I am not accustomed to the Spanish language. The result caused several consequences related to customer service as the customer got offended with the checking process operated by me. During that time both of us could not figure out the requirements of the other. Eventually, it caused dissension between us as well. 

[bookmark: _Toc148665321]The core cause of cultural misunderstanding 
[bookmark: _Hlk148664569]Cultural misunderstanding mainly indicates a certain situation in which a variety of individuals use the same language but their gesture towards others conveys a different meaning. Languages generally carry social and cultural aspects of a country by the inhabitants who communicate in those languages. The hospitality industry is the epitome of a wide range of cultural assortment as this industry deals with customers from different countries (Ray, 2023). During this period several situations can create grievous cultural discordance such as, while interacting with a front office manager of a hotel, diversity among their language barrier can create serious issues that eventually affect the entire business as well. Unsatisfied service by the hotel staff may directly decrease the profit range of the certain organisation.

[bookmark: _Toc148665322]Self-improvement that needed to mitigate these situations
[bookmark: _Hlk148664585]The above incident has showcased the interpersonal drawbacks of myself that affect my career. One of the most important skills that I need to improve is my communication skills which provide me with a certain ability to conduct effective communication with foreign guests (Lee, 2023). The entire hospitality industry is based on customer satisfaction and serving them premium quality service. It is one of the obligatory requisites for me to understand a foreign language. As Diversity of Hotel and Spa is accompanied by a wide range of Spanish customers, my key intention should be to increase my public speaking skills that contain Spanish learning relatively. Along with the skill development section, I also devoted my attention to ameliorating my behaviour aspects while treating any international guest in our prestigious hotel as well.
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