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In my placement as receptionist at Premier Inn front desk, I have seen a situation where one employee addressing to a Japanese guest, asked a general question about Chinese, assuming the guest is Chinese, even named him Chinese. The guest just corrected, précised the fact he is a Japanese indeed, visible irritated, my colleague apologised, and everything luckily finished, but incident could evolve worse than that in different circumstances. Mistaking a Japanese guest for being Chinese is a serious cultural misunderstanding and can be offensive. Japan and China are two distinct countries with different cultures, languages, and histories. Making such an error can be perceived as a lack of cultural awareness and sensitivity.
Why it happened? The receptionist may have made an assumption based on the guest's appearance or name. Assumptions about a person's nationality or ethnicity can lead to incorrect identifications and cultural misunderstandings. The receptionist may not have had enough knowledge about the differences between Japanese and Chinese cultures or may not have been adequately trained in cultural sensitivity. Sometimes, such errors can occur due to a lack of attention or care when interacting with guests. This type of mistake can be seen as disrespectful and inattentive.
How to repair such situation? Immediately acknowledge the mistake and apologize to the guest. Be sincere and express regret for the offense caused. Politely ask the guest about their correct nationality or background. For example, you can say, "I apologize for the mistake. Could you please clarify your nationality?" Give the guest an opportunity to share their feelings or concerns. Be a good listener and show empathy. If appropriate, offer to rectify the situation. For instance, if you misinformed the guest about local attractions based on their assumed nationality, provide them with accurate information or assistance. Beyond the common sense, in reception of a hotel have to possess a multicultural sensitivity confronting on that job with anyone from any country or culture. After the situation is resolved, consider recommending cultural sensitivity training for staff to avoid such mistakes in the future.
So how to avoid this in the Future? Instead of making assumptions about a guest's nationality or ethnicity, it's best to ask if they are comfortable sharing this information. For example, you can say, "May I ask about your nationality or background. Ensure that all front desk staff receive cultural sensitivity training to become more aware of different cultures and how to interact respectfully with guests from diverse backgrounds. Encourage staff to be more culturally aware and sensitive. Provide them with resources or guidelines on how to handle cultural differences and potential challenges. Encourage the use of respectful and neutral language when referring to guests. It's best to refer to guests by their names or titles rather than making assumptions about their nationality. Create a friendly work environment, multicultural permissive, such tendencies could help the hotel continually improve its service and cultural sensitivity.
Cultural misunderstandings can be common, but with proper training, awareness, and a commitment to respectful communication, these situations can be minimized and effectively addressed because “A greater understanding of cultural differences in non-verbal communications and body language will help improve interpersonal relationships.” (Mullins, 2019, p.154)
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