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Cultural misunderstanding between front-line hotel staff and customers.
[bookmark: _Toc148142977]The tourism and hospitality industry attracts international travellers from different parts of the world. The language proficiency, communication style, greetings and cultural awareness level of these tourists do not match that of the front-line workers in the hotel industry (Irwin, 2020). I have been working in a hotel in the UK for some time. French travellers are one of the common groups that visit our hotel. Though the UK and France are located in the same proximity, the cultural differences between these countries are significant (Maheshkar and Sharma, 2018). I have realised that French travellers like to engage in small talk while in the UK we are not comfortable communicating with strangers much. At the beginning of my tenure here, I did not understand this factor and now I believe many customers thought of me as being less friendly. French travellers, especially elderly people prefer to speak in French (Worlddata.info, 2023). Though they can speak English very well, the proficiency level of the tourists is low in English. Therefore, sometimes I have failed to convey the general instructions of the tour hotel to the visitors politely. As front-line hotel staff, we have to consider the customer experiences during each interaction. The lack of understanding of the French language and the communication style of the French travellers affected the customer experiences at some times (Mariani et al., 2020). The lack of understanding regarding the formal addresses in French and their cultural aspect also restricted me from delivering the desired level of customer service to the French customers. The ratings and review given by the customers on the official website and third-party applications regarding our hotel reflected their experiences. 
Skills and behaviour that can prevent cultural misunderstanding.
I must improve my communication skills further to make the customers feel comfortable during their stay in our hotel. I would try to improve my speaking skills and learn common words and greetings in some European languages including French, Spanish, Italian, etc. I would also focus on improving my non-verbal communication skills (Pantano et al., 2021). This skill can improve the experiences of the customers while interacting. The lack of language proficiency can be covered by the application of this skill (Deresky, 2017). I will also work on changing my behaviour while communicating with the customers. I believe active listening and changing the questioning techniques can help me in understanding the issues faced by the visitors. I would notice the tone and voice of the people from different cultural backgrounds. These cultural cues can be useful in understanding international visitors, even when there is a lack of language proficiency (Hampden-Turner and Trompenaars, 2020). I would also ask open-ended questions and keep an open-minded approach to take the opinions of the customers positively. This will help me learn new things about customer service and ways to satisfy foreign visitors including French travellers. I will work on improving my cultural awareness level by learning about different cultures from several online and offline sources. I would focus on respecting cultural differences and developing empathy for different cultures. 
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