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Professional reflection on cultural misunderstandings

During one of the busiest shifts at the hotel she was working, one of the Front of House team members had a complaint to sort out, from a Japanese guest that wasn’t happy with his room and asked for it to be thoroughly cleaned again. The hotel associate quickly solved the situation by offering the guest another room, which was larger and had a better view, rather than having him waiting in the lobby whilst the housekeeping team finished cleaning. The guest was extremely happy with the outcome and expressed his gratitude towards the receptionist, and out of enthusiasm she shake his hand as a “Thank you” gesture. However, the guest reaction was extremely firm, he told her off for approaching him with a handshake, when it is very well known that in Japanese culture, hand shaking is disliked and considered inappropriate.
I consider it is a known fact that we are different as individuals and also, we are different from a behavioural aspect depending on our cultural background, and we act based on our cultural beliefs and habits. That is why the guest from the scenario didn’t agree with the handshake and expected the hotel receptionist to be aware of that fact, it a major component of the Japanese culture that instead of hand shaking they use head bows (Lewis, 2010, pg.22). Also, I strongly agree that it extremely easy for a cultural misunderstanding to occur as there are several cultures and we might not even be aware of their values, believes, and traditions, furthermore, what one individual from a certain cultural background might consider a normality, another individual from a different cultural background might consider rude or inappropriate (Samovar, Porter, 2013).
My opinion is that there are ways to ensure that cultural misunderstandings are prevented from happening in the future, and one of the main ones is to implement a strategy that involves culture-based learning, and there are multiple studies that prove the advantages of culture-based learning environment. (Taneo, Madu, 1999). The hotel can design an additional training for the associates where they can learn the main aspects of each culture, especially the culture that represents the majority of the hotel’s guests. 
In respect of the multicultural awareness, I believe it is fairly easy to improve and there aren’t any major steps that need to be taken or difficult skills to learn, on the contrary I believe that we just need to be consciously aware that we are different from many aspects and when we face a person with a different cultural background than ours, we need to think before acting. My opinion is that the best way to avoid unpleasant situations when two different cultures interact is to ask. For example, if I was to meet a French I would ask if he or she would mind certain gestures. Another way would be to make him or her aware prior, such as saying “Please excuse me if I will make any errors”, or “Please excuse me if the way I act will make you feel uncomfortable”. A final step would be to ask him or her not to take it personally if I was to make an error.
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