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Description
I worked as a front of house employee at a luxury hotel and there a Japanese guest checked in few days ago. The speaking language of the guest was Japanese and he spoke using limited English and I experienced difficulties to effectively communicate with him due to having limited understanding of Japanese. The guest requested a traditional Japanese breakfast in his room. 
Feelings
After this event, I felt a sense of anxiety and frustration as I tried to communicate with the guest and as a response, I also found frustration and discomfort of the guest due to having cultural or more specifically language barrier as he struggled significantly to convey his request appropriately. I identified the situation as uncomfortable for both of us. 
Evaluation
In the said circumstance, one positive thing that I think I have managed well is using my empathetic behaviour and calmness to listen to the person and try to respond to him as much as I could. However, the negative aspect of the event is linked with my inability to maintain the patience over a long period of time and this made me anxious as I was struggling to meet the request of the guest. 
Analysis 
According to Grobelna (2015), cultural misunderstandings are prevalent in hospitality sectors mostly due to the lack of effective communication ability among staffs, specifically in a multicultural and international setting like a hotel. In this instance, my poor skills of language hindered my ability to comprehend and meet the request of the guest in an accurate manner. The anxiety and fluctuation in the confidence level was mostly because of the failure of mine to attain the guest by using effective language skill that include effective verbal and non-verbal communication skill. According to Yang (2010), providing proper services and receiving feedback from clients through the use of effective communication approach often helps in improving the sense of accomplishment and satisfies both service provider and clients. Moreover, culturally sensitive practice for guests in hospitality service provision is also considered essential to assure the comfort and satisfaction level of guests (Tabari et al. 2016). 
Conclusion 
Considering the above identified gap, I think I need to develop my skill on some essential aspects that are required to provide better service to my clients at luxury hotels. These areas are non-verbal and verbal communication and cultural sensitivity. Developing such skills may help in preventing such misunderstanding and conflicting situations in the near future.  
Action plan 
To develop such skills, I will focus on attaining online and offline workshops on effective verbal and non-verbal communication and set SMART goal to get specific outcome on my effort. Moreover, I will also practice meditation to improve my confidence level and manage anxiety at difficult positions. To improve cultural sensitivity, I will invest my time on watching different documentaries of different cultures and communicating with peoples from different background to know about their food habits and other life-style and cultural preferences. 
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