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Cultural misunderstandings in the hospitality industry, especially between front desk staff and hotel guests, can lead to unpleasant situations and affect the overall guest experience.
In this reflective essay, I will describe a situation involving a personal experience with cultural misunderstandings, explain how those misunderstandings occurred, and reflect on the skills and make the necessary behavioural changes to avoid them in the future.

As a receptionist at a prestigious hotel, I personally faced a memorable situation.
A foreign guest with limited English skills approached me at the reception desk.
This customer flashed a friendly smile and tried to convey his request by saying, “Hot towels.

However, due to the language barrier and temporary lack of understanding, I misinterpreted what they said as a request to "tour the hotel".
To their surprise, I quickly gave them a stack of neatly folded towels, even though they were expecting the soothing sensation of a warm, cool towel.
This experience served as a catalyst for me to reflect on cultural misunderstandings in the hospitality industry.

Cultural misunderstandings can be complex and multifaceted, often stemming from differences in language, nonverbal communication, customs, and expectations.
In my personal case, the language barrier played a central role, leading to misunderstandings between “hot towels” and “hotel tours.
Nonverbal communication plays an equally important role in cultural misunderstandings (Yurur, et. al, 2021).
Gestures, facial expressions, and body language can convey different meanings in different cultures.



A seemingly harmless gesture in one culture may have offensive connotations in another.
Without awareness of these nuances, receptionists may accidentally send the wrong message or misunderstand the guest's intentions.

Additionally, customs and cultural norms can vary greatly from region to region.
Failure to recognise and respect these cultural differences can lead to discomfort or offense on the part of customers.
Guests from certain cultures may have specific expectations regarding service, amenities, and interactions with hotel staff.
If these expectations are not met, it can lead to dissatisfaction and misunderstandings (Walker, 2021).

To avoid such cultural misunderstandings in the future, my personal experience has highlighted the need to develop essential skills and make meaningful behavioural changes.
Firstly, mastering the language is essential.
Improving my language skills, especially those commonly used by customers at hotels, became a top priority (Davras and Caber, 2019).
The ability to communicate fluently with guests from diverse linguistic backgrounds can bridge the gap that often leads to misunderstandings.
Language courses, language exchange programs, and cultural immersion experiences are valuable tools to achieve this goal.

It is essential to be more aware of different customs and practices to avoid unintentional cultural insensitivity.
This training covers aspects such as greetings, gestures, and customs specific to different regions, helping me to recognise hidden cultural elements that may cause discomfort or offense.





Active listening skills have become essential to ensure accurate communication.
Additionally, maintaining a friendly and patient attitude has become necessary.
Patience has proven to be a virtue when working with clients who have difficulty expressing themselves in a foreign language.
By remaining calm and collected, I can create a more comfortable environment for clients to communicate their needs effectively.
Additionally, staying informed about world events and being culturally aware has become the norm.


























In conclusion, my personal experience with cultural misunderstanding is a valuable lesson. It emphasised the importance of improving language skills, cultural sensitivity, active listening skills, and maintaining a friendly, patient attitude to avoid such misunderstandings in the hospitality sector.
Continuous self-improvement and a commitment to understanding and respecting diverse cultures have become an integral part of delivering a positive and inclusive customer experience.
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