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Scenario - Language Barrier Between Staff and Guest


I work at the front desk of a luxury high end hotel in the United Kingdom. A French guest arrives and tries to explain to me that he has a hotel reservation. 

The guest is an elderly man from France with limited english vocabulary. The English that he does speak is quite pronounced and tends to use basic expressions. 

After a good amount of time, 20 minutes to be precise, with a lot of confusion, unnecessary stress and time wasted, I finally understood that the French gentleman had a reservation which was made specially via telephone as there were specific personal demands regarding the room itself, therefore it took longer for the guest to explain.

Once all this was finally understood, the guest was escorted to their room, after shaking his head in embarrassment over the language barrier drama which occurred.

I tried my very best to be helpful although there was a lot of frustration between the both of us. The guest’s French accent was so prominent that trying to grasp the pronunciation of the words was quite difficult. Although, I remained calm and was apologetic due to my training, the language barrier between us caused a lot of stress for the guest.

The cultural misunderstanding stemmed from language and pronunciation differences, highlighting the importance of patience and clear communication when dealing with guest from diverse linguistic backgrounds. 

So, after analysing the uncomfortable situation that had occurred, I felt that I needed to develop them accordingly on the changes I needed to make for better relationships between guests and myself.

By improving my skills as a front desk employee this will build a positive experience which will maintain a guarantee of a returning customer.

To help me understand better, I refer to the iceberg theory. Edward T. Hall’s Cultural Iceberg model developed in 1976 (Singanamalli, 2022). I felt that I had dealt with the situation quite well with the skills that I already have but that was just the surface of it. My skills must be improved within and expanded to a wider level.

They are 4 points which I believe are necessary in achieving the above, effective communication, cultural sensitivity, personalised service, and overcoming barriers (Brosix, 2023).

I would need to do my research in terms of the guests arriving to the hotel. Providing a language interpreter for any foreign guests would help with communicating effectively. Understanding your guests cultural background and catering on a personal basis will help with any sensitive issues as how a person that particular country prefers to be greeted and addressed. Some forms of greetings/salutations May offend people of other countries so it is crucial that you do your research and give importance to cultural awareness especially within the hospitality industry, were having cultural awareness will help in behavioural aspects and working together with diverse guest.

It is essential for the future to prevent these cultural misunderstandings from happening if you wish to maintain relationships and to continue with others cultural backgrounds for your business to expand (Tobago Hospitality and Tourism Institute, 2023). 
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