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An Essay on the Reflection of Cultural Misunderstandings
This professional reflection will analyse the scenario of when a front desk employee has a misunderstanding with a German guest and another analysis of the cultural misunderstanding will be discussed here. 
A front desk employee of Best Western York House, for instance, Sarah is working as a receptionist. On a fine evening Mr. Louvre, a Middle Ages businessman came to the reception to ensure the online booking of this one single room reservation. Mr. Louvre does not understand a single word that Sarah says because he does not speak English and only speaks German. So, he lost his temper and was involved in an argument with Sarah creating a bad misunderstanding in the reception. 
The way cultural misunderstanding occurs- I think Cultural misunderstanding will be created in the hotel because of different issues including different communication styles and this may create conflict among guests and employees. According to a number of studies, employees at the hotel believe that their own culture is superior, which may lead to misunderstanding (Anzai, 2020).
Reflection on Skill Changes 
Active listening: I think the employees need to develop the active listening of the employees mainly the front desk employees of 	Best Western York House because they need to listen first about the guest preferences. Active listening makes the guest more comfortable while communicating (Maxwell, 2018). 
Language improvement: The employees of the organisation give more importance to language development and improvement. In my opinion as the employees of Best Western York House deal with most of the European guests, they need to develop at least a partial modern language of Europe. 
Cultural competency training: The employees of Best Western York House should be provided with different cultural competency training so that they can understand other cultures at the same time. According to Maxwell (2018), a variety of business organisations have hosted seminars with the goal of improving the cultural competence and understanding of their workforce.
Reflection on Behavioural Change 
Change insensitive behaviour: I find it illogical that the guest's culture should be respected by the employees. Employees within the organisation need to ignore insensitive behaviour through the culture and beliefs of the guest (Deresky, 2017). 
Professionalism and courtesy: The employees need to be more professional and courteous about the needs and demands of the employees to make them comfortable. I think it is very common for customers to seek something weird or vulgar but the employees have to politely and professionally handle the situation. 
Empathic behaviour: I may prefer to be soft to the customers even if the employees need to say no to any situation or are unable to provide any services. The employees of the organisation need to be empathetic about different situations of the customers and guests (Umasuthan et al., 2017). 
Finally, the given situation is becoming a common scenario in the hotel business, but the hotel employees have to overcome these issues and the receptionist and the front desk officers are mostly responsible for these kinds of improvements in the hotel business. 
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