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I work as a Front of House employee at a luxury hotel in a tourist hotspot. One day, a guest from Japan checked in. They were reserved and polite, which is common in Japanese culture. As part of our usual check-in process, I attempted to make small talk, asking about their trip and what they planned to do during their stay. However, my well-intentioned effort to engage in friendly conversation backfired, leading to a cultural misunderstanding.

Cultural Misunderstanding Caused by: The cultural misunderstanding was caused by the different communication styles of Western and Japanese cultures. In formal contexts like a hotel check-in, people in formal settings like Japan tend to be reserved and may not engage in prolonged small conversation with strangers. I believe the guest thought my effort at conversation was rude or unprofessional. On the other side, I was engaging with guests during check-in, which is a customary Western hospitality approach. Edward T. Hall postulated in 1976 that culture was like an iceberg. He suggested that culture had two components, only approximately 10% of which, or surface culture, is plainly observable, and the remaining 90%, or internal culture.
Reflection on Skills and Behavioural Changes:

1. Cultural Sensitivity Training: I'm aware of how crucial it is to go through cultural sensitivity training in order to avoid future instances of these cultural misunderstandings. I would be better able to comprehend and respect the cultural customs and preferences of visitors from various origins thanks to this training. To increase my knowledge and understanding, I can look for materials, workshops, or courses that include cross-cultural communication and etiquette.
2. Active Listening: I need to work on my active listening abilities rather than presuming that all guests appreciate a conversational and cordial check-in procedure. To do this, I must pay great attention to the indications and reactions of the visitors and modify my strategy as necessary. I should have noticed the guest's reserved manner in this situation and tailored my conversation to suit by keeping it official and succinct.
3. Multilingualism: Making visitors feel welcome can be achieved by learning a few basic phrases in the languages they use most frequently, such as greetings and thank you. Without the need for lengthy speech, this can assist in breaking the ice.
4. Cultural profiles: Hotels may keep tabs on the common nationalities of their visitors. Information on usual tastes and communication styles would be included in these profiles. I would be able to adjust my approach to each visitor's cultural background if I had access to such profiles.

This situation, considering its conclusions, emphasizes the value of cultural sensitivity and awareness in the hospitality sector. I should invest in cultural sensitivity training, work on my active listening, and think about picking up some fundamental phrases in other languages to prevent cultural misunderstandings in the future. The ultimate objective is to make sure that every visitor, regardless of cultural background, feels at home and valued while they are there.
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