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One of the most important aspects of the hospitality industry is cultural diversity. Whether its customers, staff or location, it is important to consider the diverse culture and gain knowledge about it. Cultural misunderstanding happens when we are lacking knowledge on cultures outside ours. This includes social behaviours, religious values and traditions. At my last placement I was checking in tourists who have travelled from Romania and English wasn’t their first language. I found it very difficult to communicate and explain what is required of them and give general information. The customer was very confused and got nervous. I could tell they were very uncomfortable and this made me very uneasy too. This is known as language barrier, it is a linguistic limitation that creates confusion or prevents comprehension (Gratis, 2022). As said on HM Staff (2009) language barriers can cause a variety of problems in the workplace, especially in hospitality, where communication is key. Communication skills is one of many skills that is important to have in the hospitality industry. Bilingual skills are very beneficial, if I had learnt basic Romanian then I could have communicated better with the customer. Learning more than one language can come use at any time. 
Cultural misunderstandings happen because of lack of knowledge on different cultures. Staff should receive cultural diversity training and gain more knowledge on different cultures. It is important to understand that what you believe doesn’t necessarily mean the other person will believe the same. I know not to make any assumptions based on what I believe. When there is a misunderstanding, it is very important to remain calm and patient, listen to what the customers are trying to say and try and keep communicate as simply as possible. When a customer leaves unsatisfied, this reflects on the reputation of the hotel. Especially in the service industry such as the hotel business, guest satisfaction plays a vital role in assessing a firm’s performance (Pizam, 1999). This is why it is important for all staff to receive the correct training. 
To prevent this from happening again in the future, I will try and learn the basics of different and most common languages. I will try and be calmer and speak more simply, direct the customer to our website and show the terms and conditions so that they can read it themselves. I should have also asked my team to see if anyone spoke Romanian. I do think the hoteliers should employ staff from all backgrounds to create a more diverse team. It will also help staff to understand each other’s cultures and social behaviours. It will help develop their knowledge further. This will prevent any future misunderstandings, it will create a good relationship between the staff, customers and the business, which will mean we have more satisfied and happy customers. Happy customers mean positive feedback and more revenue for the business. 
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