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Presenting a situation that happened to me as a receptionist working for Premier Inn, I will explain what happened, how did I managed to get out of the situation and what can be done to avoid it. 
The way you show yourself as a front-of-house hospitality staff affects how consumers see not only you, but the company. The development of many skills, such as effective interpersonal skills, is vital for achieving success in delivering exceptional customer services. Effective time management skills, coupled with the capacity to multitask, are indicative of the attributes possessed by exceptional employees. However, it is important to note that these traits alone are not sufficient for ensuring their success.
Every situation requires verbal communication, yet translation can render words meaningless. Someone may misinterpret a word if they don't know its exact meaning, causing a conflict of ideas. (Global Leadership Magazine, 2019). In any environment, misunderstandings can happen. Having a wide understanding about the world’s cultures could help employees to avoid most of the misunderstandings. In the hospitality industry, especially on the front office, misunderstandings that could happen is usually referred as language barrier. When the visitor in front of the desk does not speak the language of the country he is visiting, is causing the biggest misunderstandings. The same problem is reflected by the fact that the front office employee might not fully understand the person in front of them, not because they do not speak the language, but because they might use slang, or accents from different parts of the country.  Almost every county has its own single accent. (F, 2023).
When a customer came visiting our hotel in Bedford, it happened to me to not understand too much from what he has telling me as it was a Scottish person and the accent used by him put me in a bad situation, as I was not able to solve his problem because I could not understand what he was telling me. I had to ask another colleague to attend and take me out of that situation who made me feel useless by not being able to fix the problem.
This is the worst scenario for me as receptionist who does not fully comprehend the customer's accent, which is possibly the most prevalent issue that arises when there are cultural differences. The language was not the problem, but the accent and some specifically Scottish words.
For a front office employee to be able to meet the expectations of their customers, and to avoid cultural misunderstandings, I believe they need to participate in multiple trainings, probably once a year, that are focused on improving their communication skills. The ability to correctly understand what the individual in front of you is attempting to convey, explain, or wish for, is a critical component in providing excellent customer service. (Learning, 2020).
In conclusion, to provide outstanding customer service, it is necessary to have interpersonal skills, good time management, and the ability to multitask well developed. Cultural differences exists and misunderstandings can happen, and this is especially true in the hospitality industry, where language hurdles and different accents can lead to confusion. The training provided by companies will help employees to be able to avoid and overcame these situations in the future.
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