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Reflection on cultural misunderstandings.
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This report will highlight my experience as a receptionist and how I cope with the situation.
Tracom Group (2023) points out that, the lack of emotional intelligence and the ability to understand others' feelings and needs can lead to misunderstandings, either cultural or in other domains. These can lead to, the company losing a lot of clients or the termination of one's contract if the problem is not solved immediately and the customer spreads the word about the bad incident.
Now, last week was full of different events, from parties to almost a fully booked hotel for a major wedding event around 500 rooms were booked for it.  I ended up being overly tired and of course irritated by almost everything that was happening, two or three of the staff members refused to take the next shift so I could rest, in other words, everything was chaotic. 
One customer was asking for something but had difficulty speaking in English. I knew he was a guest who was from Italy, but that day was just too much for me to handle and while he was trying to explain to me what he wanted, I joked around with my colleague who was passing by and heard my conversation, that perhaps he wants extra spaghetti or something similar. When I turned around to face my guest, I realised that what I did was a huge mistake, and now I was facing a furious customer who understood exactly what I said since he only had problems expressing certain words in English.
English Speaking Practice (2023) presents a series of situations where with a lot of patience and understanding one can solve every customer request or problem without any hesitation, no matter how the receptionist feels that day.
In my situation, I apologised immediately and offered my guest a full breakfast on the house, and I even went all the way and on my break time, I promised to show the guest the closest art gallery since I remembered hearing the night before how much they enjoy art.
Davis (2023) suggests taking a few minutes or seconds and think about the customer's experience. How is making the guest feel, is it a positive reaction, a bad one or even none? The better the interaction the customer has with the company, the bigger the chances to win a loyal customer.
In this case, the guest was happy and even left a positive review on the hotel's website that I work for, saying “Mistakes happen, it is a big plus if we know how to fix them”.
My conclusion is, if I ever encounter a situation like the one, I had, where lack of sleep, rest and even staff is a problem, I should make sure to take days off when needed, stop, and think before I speak even if my first impulse would be to react. 
Ask the right questions at the right time even though they might get the customer a bit upset at least I would have a proper explanation for them instead of mocking them.
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