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While working as a Front of House employee on a busy afternoon I wasn’t feeling particularly well that day, having a cold with a runny nose that was making communicating effectively a difficult task due to having to blow my nose very often. A Japanese client wanted to make a request regarding the amenities included in his room reservation, and while discussing the available options with him, I excused myself to clean my nose and I did so in front of him, which he found very offensive. 
After the incident, while discussing the issue with our Manager, I realised my mistake and that I needed a more in-depth understanding of proper etiquette while interacting with foreign clientele. Many cultural misunderstandings can occur due to differences in body language, gestures, mindsets, manners and norms between cultures. A person’s cultural background is influenced by his demographic background including factors such as age, education, ethnicity etc. The employee will subconsciously bring their own expectations, behaviours and communication methods with them into their workplace. (Hofstede,2011) . While in other countries blowing noses or keeping eye contact while communicating can be a normal thing to do, in others can be highly offensive. Hand gestures can differ from country to country. For example, the OK sign it’s a normal thing to do in most countries but in Iran is considered an insult. Manners are just as different from country to country as gestures or body language. Embracing is an acceptable way to greet people all around the world except in East Asia where it is considered rude. Intercultural misunderstanding can also occur the other way around when a client can do something considered respectful in their country, but the employee can take it as an insult. 
In order to prevent any future conflict arising from intercultural differences, I requested to attend diversity training where I can achieve a better understanding of said differences and have a greater appreciation for diversity. As society becomes more diverse through migration, diversity is often reflected in the workforce as well. We can use this opportunity to improve our skills in interacting with diverse clientele through celebrating the cultural differences within our workplace such as honouring significant events for all the religions at work. Just as effective as diversity training and celebratory events in preventing cultural misunderstanding would be to train employees on basic social and political etiquette while greeting or assisting customers. A good first impression is extremely important in attracting and maintaining good relationships with customers. That is why it is very important to understand their background, so we know how to handle a situation without creating any hostile environment mistakenly while trying to be too friendly. Another etiquette mistake often overlooked in the hospitality industry is the use of slang words or idioms while conversing with a customer. Sometimes even natives don’t have a comprehensive understanding of the idioms or slang used in the specific region the employee is originally from.(Gullestrup, 2006)
In conclusion, in order to avoid intercultural miscommunications, I would suggest further training in the use of proper etiquette, developing skills such as speaking slowly, practising active learning, being careful with humour, avoiding closed questions and most importantly making sure you encourage the customer to express any discomfort might have as well as being supportive of the customer’s needs and worries. (Dolly, 2020)
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