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A Reflection on Cultural Misunderstanding in a Hotel
Being a Front of House employee at a hotel, I experienced a cultural misunderstanding with a Japanese guest. I started speaking English with the guest as he checked in. It was clear he did not understand me even though he smiled. I tried again speaking more slowly and clearly, but he still could not understand me clearly. As soon as I understood the problem, I tried utilising Google Translator to communicate with him. With this technological help, the guest was able to check in without any more trouble. So, how do cultural misunderstandings like this occur?
Numerous factors can lead to cultural misunderstandings and language problems are one of the main reasons. Even individuals who speak the same language may have various accents or use words that make it hard to understand each other. Not knowing each other's cultural norms is another common reason for cultural misunderstandings. For instance, in some countries, it is rude to look someone straight in the eyes, but some others may find it rude if we avoid eye contact (Henstock, 2017). Let’s focus on the skills and behavioural changes I need to make to avoid these cultural misunderstandings in the future. 
In these situations, being aware of the different cultures of our guests is important to avoid misunderstandings. I can do this by talking to people from other countries and reading books and articles about them. It is also important to respect people from every culture. According to Ying et al. (2018), these include being aware of and staying away from cultural stereotypes, as well as paying attention to my tone of voice and body language.
To avoid this kind of situation in the future, I need to learn a few basic phrases in popular languages from where we get guests often. In addition to helping me deal with everyday tasks like greeting guests and getting check-ins, this will show our guests that we value them so that a positive mindset about our hotel can grow in their minds (Jain and Pareek, 2019). I can also take part in some cultural sensitivity training programs. These programmes can help me become more respectful and teach me a lot about other countries, traditions, and ways of communicating. 
Another behavioural change I might do is improve my active listening skills which is very important for making good customer relationships (Lee and Oh, 2014). I must listen carefully to what the guest is saying, and ask questions to make sure I understand and care about what they need. And if I am unsure of something, I will ask. Along with that, using technological tools like Google Translator, and visual aids like maps, pictures, etc. can help guests who do not speak the same language understand better. Sometimes, talking to co-workers who might understand the guest's language or culture is also on my consideration list here. According to Carnevale and Smith (2013), a good guest experience depends on everyone on the team working together to provide them with the best service and not make any mistakes. 
By working on these skills and changing how I act, I am sure I can provide a more welcoming and culturally sensitive service to our foreign guests. This will help avoid misunderstandings and encourage positive interactions between our hotel's diverse guests.
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