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In today`s globalised world, cultural diversity is becoming increasingly prevalent, especially in the hospitality industry. Hotel reception employees often encounter situations where language barriers lead to cultural misunderstandings with guests. Language plays a crucial role in communication, and when hotel reception employees and guests do not share a common language, misunderstandings can arise. These misunderstandings can arise from differences in cultural norms, customs, and even non-verbal cues. Understanding cultural diversity is very important for the hospitality industry as this can be beneficial for both businesses and guests because can bring more capital for businesses and better experiences for hotel guests (Baum et al., 2007, p. 238).
When I joined the workforce one of my favourite jobs was as a Hotel Guest Experience Supervisor and I remember many times in different situations myself and my colleagues from all departments had to use our skills to resolve different situations due to cultural misunderstandings. One situation that I remember very well was when one of my colleagues at the Front Desk reserved one Accessible room for one American citizen using a wheelchair. The guest requested a first-floor room but in America, a country with differences in culture and language the first floor is the ground floor for us in the United Kingdom. My colleague did not know this language difference and reserved for the guest one room at the first floor. When the guest came to check in, he was very disappointed and frustrated as this caused him a lot of stress. Cultural misunderstanding is an important challenge in our continuously changing world. Sometimes it can occur due to language barriers, different cultures, and life values or it can occur due to a lack of knowledge about other cultures. As we interact with people from different cultures it is very important to develop skills to prevent cultural misunderstanding and to avoid uncomfortable situations (Moran, 2014, p.12).   Active listening is a very important skill for me as this involves paying attention to verbal and non-verbal cues. By actively listening I can avoid misunderstanding guests' intentions and I can act accordingly (Davidhizar, R. 2004, p. 23). Another necessary skill for me as a Guest Experience Supervisor is cultural sensitivity. It is very important to understand and respect different cultures and their values and norms. By being aware of guests` cultures I can show respect for their culture, and this can help me to avoid offending others. Working in the hospitality industry is essential to develop open-mindedness skills because this skill helps us to accept diversity. By being open to diversity I can appreciate other cultures and interact easily with hotel guests (Kriegl, 2000, p.67).
Promoting and educating skills such as active listening, cultural sensitivity, and open-mindedness in the hospitality industry is very important because in this way we can build stronger relationships between our colleagues and our guests also this is one way to exceed guests' expectations and provide them quality services. 
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