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Component One: Reflective Journal 1000 words 

Experience:
From Week 2 to Week 8 of the Business Skills module, I’ve been on a bit of a journey — one that’s helped me build confidence and sharpen the communication and presentation skills I’ll need in the hospitality industry. Each week brought something new, from hands-on activities to group discussions, and I found myself learning not just from the content, but from the people around me.
One of the most memorable moments was the role-play exercise, where I played a receptionist dealing with a guest complaint about room service. To be honest, I was anxious. However, after I started, I realised how much body language, tone, and empathy matter. A calm voice and a genuine smile went a long way. Another highlight was the origami communication task. We all got the same instructions, yet our results were wildly different. It was funny, but also eye-opening. It showed how easily things can be misunderstood when there’s no chance to ask questions or clarify.
Later in the module, we shifted focus to presentation planning. I learned how to structure a presentation properly, use visuals to support my message, and deliver with confidence. Creating a visual aid helped me see how images and charts can make complex ideas easier to grasp. Practising in small groups also helped me feel more comfortable speaking in front of others — something I used to dread.
Additionally, we looked at vocal, nonverbal, written, and digital forms of communication. and how each plays a role in hospitality. I hadn’t really thought about how much hotels rely on digital platforms like TripAdvisor or Instagram to connect with guests. These tools aren’t just for promotion; they’re part of the guest experience. That was a real lightbulb moment for me.
Reflection:
Looking back, I can honestly say my understanding of communication has deepened. Before this module, I thought it was mostly about speaking clearly. But now I realise that non-verbal cues, like eye contact, gestures, and tone, can be just as powerful, if not more. During the role-play, I saw how a simple nod or smile could make someone feel heard, even before I said a word.
The origami task really stuck with me. It demonstrated that conveying instructions is only one aspect of communication; another is ensuring that they fully understood. Without the chance to ask questions, it was easy to misinterpret what was being asked. It made me think about how important feedback and active listening are, especially in hospitality where misunderstandings can lead to unhappy guests. As Petty (2023) points out, good communication in hospitality is about inclusivity and mutual understanding, something I now appreciate much more.
When it came to presentations, I used to focus only on the content. But now I understand the importance of having a clear structure, using visuals, and engaging the audience. I’ve learned to rehearse properly, manage nerves, and use body language to support my message. I also realised how useful it is to define the purpose of a presentation, whether it’s to inform, persuade, or inspire, because that helps keep everything focused and relevant.
One of the biggest lessons for me was about digital communication. I hadn’t considered how hotels use social media, websites, and online reviews to shape their image and connect with guests. Now I see how powerful these tools are. According to SiteMinder (2024), communication in hospitality isn’t just about exchanging information, it’s about building relationships and creating seamless guest journeys. That really resonated with me.
I also started thinking more about how communication affects teamwork. In hospitality, staff often work under pressure and across departments. Miscommunication can lead to delays, mistakes, and stress. Learning about written communication, like emails and reports, helped me understand how clarity and tone are just as important internally as they are with guests.
References:
Petty, L. (2023). Communication in the Hospitality Industry: Skills, Importance & Tips. High Speed Training. Available at: https://www.highspeedtraining.co.uk/hub/communication-in-the-hospitality-industry [Accessed 4 Nov. 2025].
SiteMinder. (2024). Communication in the Hospitality Industry. HospitalityNet. Available at: https://www.hospitalitynet.org/explainer/4120248.html [Accessed 4 Nov. 2025].
























Component Two: Action Plan

Looking ahead, I’m excited to put the skills I’ve developed into practice, both in my studies and in my future career. In group projects, I’ll make a real effort to communicate clearly, listen carefully, and make sure everyone feels included and on the same page. I’ve also become more aware of how my body language and tone can affect others, especially when things get stressful, so I’ll be more mindful of that moving forward.
Presentations are another area I want to keep improving. I’ll continue rehearsing and using visuals to make my points stronger, but I also want to keep audiences engaged by asking questions or adding short interactive moments. Nerves are still something I deal with, but I’ve found that simple techniques like steady breathing and visualising success really help me stay calm and confident.
I’m also keen to explore digital communication more deeply. I’m particularly interested in how hotels respond to online reviews and use social media to build their brand. With so many guests relying on digital platforms to make decisions, reputation management has become a vital part of hospitality (VisitBritain, 2023). I’d like to learn more about how hotels adapt their communication across different platforms to stay consistent and earn trust from their audiences.
Written communication is another skill I’ll keep working on. I now understand how important tone, clarity, and structure are when writing emails or reports. These skills will help me not just in hospitality but in any professional setting where clear, respectful communication matters.
Research and referencing are also on my radar. The InfoSkills we covered showed me how valuable credible sources and proper Harvard-style referencing are (Public Health Wales, 2014). Using these tools will make my work more professional and reliable. I plan to explore academic databases more thoroughly and use referencing tools to stay organised, so my assignments are well-supported and accurate.
Overall, the Business Skills module has been a genuinely positive experience. Through practical activities, teamwork, and reflection, I’ve gained a stronger understanding of communication and presentation in hospitality. The ERA model was especially useful, helping me break down what I learned, how I felt, and how I’ll adapt in the future.
Whether it’s handling guest complaints, preparing a presentation, or responding to online feedback, I now feel more confident and prepared. Communication isn’t just about speaking — it’s about listening, understanding, and building connections. Those qualities are at the heart of great hospitality.
I’m grateful for how practical this module has been. It didn’t just give me theory; it gave me the chance to practise, reflect, and grow. I now feel better equipped to face real-world challenges and contribute positively to any hospitality team I join.
References: 
Public Health Wales (2014). Harvard Referencing Style Guidance. Cardiff: NHS Wales. Available at: https://www2.nphs.wales.nhs.uk/LKMSDocs.nsf/($All)/5C431A69495EB03080257F790033D5AB/$File/20141407HarvardRefstyle.pdf?OpenElement
VisitBritain (2023). Our marketing and campaigns. London: VisitBritain. Available at: https://www.visitbritain.org/our-marketing-and-campaigns
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[bookmark: _Int_voGA2ecP]Component Four: Using the information prepared for your CV, present a 5 minute presentation on the key attributes that a person working within the hospitality industry should possess.

This Presentation will be completed in person on site. 

Place your presentation time below.

Timeslot: 13:05
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