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Scenario: 

In my role as a Front of House employee at a hotel, I recently had a cultural misunderstanding with an Italian guest. The guest was a middle-aged Italian man who arrived at the hotel with his family. During the check-in process, I extended a friendly handshake as a common Western greeting. However, the guest seemed uncomfortable and took a moment to respond. I also recommended the hotel’s English breakfast without considering that Italians typically prefer a light breakfast, such as an espresso and pastry. These actions unintentionally conveyed a lack of cultural sensitivity.

What happened?

The cultural misunderstanding occurred during the initial interaction with the Italian guest. I offered a handshake, a customary Western greeting, but the guest seemed unsure about how to respond. Later, when discussing breakfast options, I suggested the hotel’s English breakfast, which was met with a polite but hesitant agreement from the guest. This scenario highlighted a cultural lack of misunderstanding and not exceeded customer expectations.

Why does this experience matter?

This experience matters significantly from the hotel-guest relationship perspective. The hotel industry revolves around delivering exceptional service and ensuring guests feel comfortable and valued. Cultural misunderstandings can lead to discomfort and potentially offend guests. In this context, it's crucial to consider the hotel-guest relationship (Pizam & Mansfeld, 1999).

Cultural insensitivity in the hotel-guest relationship can result in negative guest reviews, decreased satisfaction, and potential damage to the hotel's reputation (Hofstede, 1980). Failure to resolve these cultural misunderstandings can impact guest loyalty and discourage return visits. Trust is a fundamental element of the hotel-guest relationship, and when guests perceive a lack of cultural awareness, it may lead to questions about the hotel's commitment to understanding and accommodating their needs.

How will you apply your new insights in the future?

To prevent cultural misunderstandings in the future and enhance the hotel-guest relationship, I plan to take the following steps:

Cultural Sensitivity Training: I will invest in cultural sensitivity training to deepen my understanding of the customs and norms of the most common guest nationalities. This training will enable me to approach interactions with more awareness and respect for cultural differences (Hofstede, 1980).

Personalized Service: I will try to offer more personalized service. I will ask more open-ended questions to understand their needs and preferences, whether it's about greetings or meal choices.

Effective Communication: I will focus on improving my active listening skills, paying close attention to non-verbal expressions during interactions with guests. This will help me adapt my communication style and behaviour to ensure guests are comfortable and happy.

Continuous Learning: I will commit to ongoing education and staying updated on cultural norms and customs. This could involve regularly sharing cultural insights with colleagues to create a more culturally aware team (Pizam & Mansfeld, 1999).

By applying these new insights, I aim to create a more inclusive and culturally sensitive atmosphere in the hotel. This will lead to stronger hotel-guest relationships, improved guest satisfaction, and a positive impact on the hotel's reputation and success (Sturman, Ford, & Heaton, 2018).
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