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Cultural Misunderstanding 
In a hotel front house, cultural Misunderstanding, especially language, can cause miscommunication with guests, customer frustration, service delays, cultural insensitivity, and ineffective practices in the hotel (Mohsin, 2006). Ultimately, cultural Misunderstanding can lead to negative reviews from guests, harming the hotel's reputation. In this essay, we will discuss how cultural Misunderstanding can occur and provide a reflection on the skills necessary to develop essential behavioral changes to prevent cultural Misunderstanding from happening in the future. 
Having worked as a front house employee in the Premier Inn London, I have experienced cultural Misunderstanding, particularly the language barrier. One day, a guest from Vietnam checked in, and I was responsible for assisting them throughout their stay. The guest seemed reserved but spoke limited English; after greeting them, I started the check-in process and gave them a form to fill out and read the hotel policies; the language and cultural Misunderstanding became evident. The guest looked hesitant and confused despite my trying to speak clearly and slowly. The guest nodded politely to show they understood instead of asking questions. During their stay, it became more evident that their struggle was beyond language barriers. They didn't comprehend the services in the hotel, such as room services and breakfast options. They also missed out on other amenities they were permitted due to Misunderstanding and their inability to effectively communicate their needs. 
This situation demonstrated the interplay between culture and language. The language limitations of the guests were not isolated, instead entwined with their background since they came from a culture where expectations and communication norms were different from the Western hotel environment. Their reluctance to ask questions and reserved behavior might have been founded in their cultural norms that do not allow assertive communication. In this context, the concept of cultural shock became evident as guests were thrust into a culture that differed from their own. Their confusion and discomfort in the unfamiliar environment, added to their language limitations, demonstrated a cultural shock experience. The guests might have felt out of place and isolated due to the difference between their culture and the Western hotel environment.
Reflecting on this incident underscored the need to bridge language gaps as well as foster cultural sensitivity. In the hotel setting, it's vital to identify and appreciate guest cultural diversity and understand that effective communication is further than language proficiency. This situation served as a reminder that accommodating guests from various cultural backgrounds requires awareness and empathy of the cultural nuances that can influence their experience.
To prevent cultural Misunderstanding from happening in the future, I will invest time in improving my language proficiency, particularly common languages, especially those of the guests who frequently visit the hotel. I can use language-learning apps or enroll in language courses to enhance my language skills. This will enable me to communicate effectively and develop a connection with guests who are not fluent in English (Moran et al., 2023). Additionally, the hotel management should also consider providing language classes to the employees. The hotel employees should go through cross-cultural awareness training, which involves information about common cultural customs, norms, and communication styles of different guests from different regions (Maheshkar et al., 2018). This training will enable me to understand better the preferences, expectations, and needs of diverse guests. 
In conclusion, by developing these skills and executing the changes, as a front house employee in the hotel, I can contribute to a more welcoming and inclusive environment and ensure all the guests feel understood and valued, regardless of their cultural background.  
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