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There are many ways that culture can be defined, but overall all mean the same thing. Culture refers to the set of shared beliefs, values, practices, customs, traditions, and behaviors that characterize a particular group of people or society. ( Deresky, H. 2017)
Cultural misunderstandings occur when individuals from different cultural backgrounds interpret or respond to a situation, behavior, or communication in ways that are influenced by their own cultural norms, leading to confusion, misinterpretation, or unintended offense. These misunderstandings can arise due to differences in customs, values, traditions, social norms, communication styles, or expectations, and they often result from a lack of awareness or sensitivity to the cultural perspectives of others. ( Gursoy D., Maier T.A., Chi C.G. 2008)
Cultural misunderstandings are unavoidable in international organizations such as hotels, due to the variety of people from different corners of the world with different cultures and values.    The example of cultural misunderstanding that I choose, is when a guest from Germany, a culture that values punctuality arrives at a hotel in Norway for his reservation and present at front desk for check-in procedures. In their culture, being on time is highly regarded, and arriving at the scheduled check-in time is essential. However, due to unforeseen delays like transportation issues, the guest arrives at the hotel slightly later than their reservation time. 
Upon check-in, the guest is met with an unfriendly attitude from the front desk employee. The staff may have interpreted the guest’s tardiness as a lack of respect for their time or a sign of irresponsibility, as punctuality is highly valued in the Norway culture where the hotel is located.
In contrast, the guest may feel that he have arrived within a reasonable time frame and that the staff’s reaction is unwelcoming and both attitude and expression make the guest feel guilty about the situation. This misunderstanding occurs due to differences in cultural expectations around punctuality. To prevent such misunderstandings in the future during check-in, it’s crucial for hotel staff to be culturally aware and empathetic, understanding that guests may have different perspectives on time and punctuality based on their cultural backgrounds. Effective communication and a welcoming attitude with a smiley face can help bridge these cultural gaps. Training can be made with this purpose.
In my opinion the most important soft skills that the front of house employee must possess and improve throughout his career in order to prevent situations like this or to make them as unpleasant as possible for the guests are keeping calm and effectively managing problems, the ability to apologize and empathize with his clients and respect for all cultures. I believe that personal opinions or inappropriate facial expressions are not appropriate for a front desk employee, who needs to show a professional and pleasant attitude in front of the client. The receptionist represents the image of the hotel in front of the guests and must be like a mirror of it, to reflect the quality of the services offered.
In hospitality, cultural conflicts avoidance is part of good quality service that makes the guests to came back. Main soft skills for a front desk employee are the ability to understand client’s behaviors, deal with their cultural differences and use the body language in a good way. (Wahyanti, Caecilia Tri . 2018)
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