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[bookmark: _Toc148178882]Cultural Misunderstandings in the Hospitality Industry
Cultural misunderstandings are widespread in the dynamic hospitality industry and can result from various factors, including language limitations (Disilvaand Arun, 2017). A language-related incident might occur when a Front of House employee encounters a cultural misunderstanding with a hotel visitor.
Scenario:Consider Sarah, a Front of House employee in an upscale hotel in a global city that often welcomes international visitors. A visitor from a Mandarin-speaking country comes to the hotel one day. Sarah is fluent in English but not Mandarin. Mr. Zhang, the guest, wants to order lunch from the hotel's restaurant.
[bookmark: _Toc148178883]How Cultural Misunderstandings Occur
Language is frequently a leading cause of cultural misunderstandings. The possible challenges are evident in this scenario:
· Language Barrier:Mr Zhang's Mandarin language abilities could be more robust than Sarah's. The language barrier becomes evident as she attempts to express the menu selections and inquire about his preferences (Teck and Karuppiah, 2020).
· Non-Verbal Cues:Aside from words, nonverbal cues play an essential role in communication (Abo-Murad, Abdullah, and Jamil, 2019). Sarah may use gestures or facial expressions to help with comprehension, but they might need to be more understood owing to cultural differences.
· Cultural Norms:Dining etiquette and cultural standards, such as polite or impolite, can highly vary. Mr. Zhang may have specific expectations concerning how the food should be delivered or presented that differ from the hotel's regular procedures.
[bookmark: _Toc148178884]Reflecting on Skills and Behavioural Changes
To avoid future cultural misunderstandings, it is important to master particular abilities and makes behavioural changes:
· Language Competency:Language skills are essential in an industry that caters to foreign guests. Sarah might think about improving her language skills, particularly in languages hotel visitors use, such as Mandarin. Language classes and training programs might be advantageous.
· Cultural Awareness:Understanding the cultural subtleties and customs of visitors from various origins is required. Sarah should learn about the habits, traditions, and expectations of visitors from other locations. Dining manners, communication styles, and typical gestures are all covered.
· Effective Communication:Language barriers may be bridged by developing efficient communication tactics, such as translation applications or multilingual menu guides. Sarah should proactively search for solutions to enable transparent and respectful dialogue.
· Empathy and Adaptability:Each guest must be approached with sensitivity and an open mind. Adaptability and willingness to tweak service delivery to fit a guest's cultural preferences, as long as it correspond with the hotel's standards, should be among the behavioural modifications.
Preventing cultural misunderstandings is not only the visitor's duty in the hotel sector but also an essential aspect of the hotel staff's responsibilities. Employees like Sarah can deliver a more welcoming and accommodating experience to customers from varied cultural backgrounds by gaining language skills, cultural awareness, practical communication skills, and a sympathetic attitude.
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