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AI Acknowledgement
I acknowledge the use of Grammarly (https://www.grammarly.com/) to check my work using the prompt(s):  
1. Please check the following text for readability, grammar and syntax.  
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.

Component One: Reflective Journal
[bookmark: _Toc214992555]EXPERIENCE
Communication Skills was the topic that we discussed during the first week of the Business Skills module. I was surprised to find that this particular session had a more profound effect on me personally than I had anticipated. My perception of communication has always been that it is "natural," but the activities that we participated in demonstrated to me how simple it is for meaning to be misread, perverted, or disappeared entirely. 
We started off by investigating both verbal and non-verbal modes of communication. It was demonstrated through the slides that communication is not limited to the use of words alone; it also involves the use of tone, posture, gestures, and facial expressions. When I broke these components down, I was able to comprehend why there are instances when communications in the hospitality industry do not reach their intended recipients, even when the speaker "says the right thing”. 
The experience of composing a response to a complaint made by a guest was the most crucial one that occurred during the week. A scenario was presented to us in which a dissatisfied guest had written to the hotel about the terrible treatment they received, and we were required to compose a professional written response to the situation. At first, I felt confident in myself because I have previous experience working in the hotel industry and interacting with customers. Nevertheless, when I discussed my response with my classmates and compared it to theirs, I realised that my response sounded more straightforward than what one would often anticipate in a context that is associated with British hospitality. My cultural upbringing is likely to have played a role in the occurrence of this as well. As a result of the fact that I am fluent in Spanish (and Latin in general), I have a tendency to speak in a manner that is more straightforward and succinct, which is considered to be more efficient in my culture. On the other hand, in the United Kingdom, being straightforward may be perceived as being either too harsh or not soft enough. 
Immediately after becoming aware of this discrepancy, I made the necessary adjustments to my answer. I rephrased some of the words in order to create a tone that was more measured, I added expressions of empathy, and I made sure that the acknowledgement of the guest's concerns was more polite and explicit. My response was able to conform more closely to the communication norms that are anticipated in a British service setting as a result of this modification.
This exercise helped me understand the importance of cultural sensitivity in professional communication, particularly within an international industry such as hospitality. It also made me more aware of the need to adapt my communication style to meet guest expectations and maintain the standards of professionalism required in a global service environment.

[bookmark: _Toc214992556]REFLECTION
As I reflected on the activities that we had completed during the first week, I came to the realisation that communication is a great deal more sophisticated and deliberate than I had previously believed it to be. After being given the responsibility of resolving complaints from visitors, I was compelled to investigate the ways in which the tone of communication, the language used, and the cultural expectations of the audience all play a role in how the message is perceived. After hearing what my students had to say about it, I became aware of how easily my natural Spanish directness may be seen differently in a manner that is more British. I used to assume that I spoke English in a manner that was both polite and professional. However, after receiving feedback from my classmates, I realised that this is not the case. This event helped me understand what she means when she says that effective communication is not just about delivering information, but also about thinking about how the message can be perceived. Thomson (2018) says that good communication is not only about providing information. 
Furthermore, the activity prompted me to reflect about the nature of my career in a setting where people from a variety of cultural backgrounds are present within the same area. According to Mullins (2019), communication has an impact on the sense of teamwork, motivation, and the overall mood of the workplace. Communication also has an effect on the general atmosphere of the workplace. I suddenly became aware of the fact that the way I operate could potentially have an effect on my coworkers, who come from a wide range of different backgrounds. People who come from other cultural backgrounds can regard something that I consider to be "clear and efficient" to be impolite rather than clear and efficient. Consequently, I came to the conclusion that communication involves more than simply being explicit; it also requires sensitivity and flexibility. This was a realisation that I came to because of this. 
In conclusion, in the process of reflecting on the entire session, I came to the realisation that the significance of the value of nonverbal communication should be enhanced. According to Walker (2021), when it comes to hospitality, guests frequently care more about the way in which something is presented than they do about the content that is spoken. I learnt that my body language, facial emotions, and tone of voice all require equal attention to what I say. This was something that I learnt throughout the first week of the training. 

I have gained a better awareness of my capabilities, my cultural habits, and the adjustments that I need to make in order to improve my communication skills in a British hospitality environment as a result of this reflection. In general, this reflection has helped me.

[bookmark: _Toc214992557]Component Two: Action Plan
I have made an action plan based on what I learnt in Week 1. The goal is to improve my communication skills and make the areas where I already feel confident even stronger. The goal is to be better at working in professional hospitality settings, especially those that are multicultural and have certain service expectations, like those in the UK.
One key area for improvement is my written communication tone. The guest complaint activity made me aware that my natural directness, typical of my Spanish cultural background, can come across differently in British hospitality contexts. To address this, I plan to actively practise adjusting tone by reviewing examples of professional complaint responses, comparing formal and informal wording, and consciously incorporating softer phrasing when appropriate. Thomson (2018) says that good communication means thinking about how someone will understand a message. I will start checking written communication for emotional tone, not just grammar and accuracy. My short-term goal is to apply this approach in all academic emails and written tasks, and my long-term goal is to use it consistently in guest communication when working in hotels.
A second area for development is active listening. The origami activity demonstrated how easily instructions can be misunderstood, even when the speaker believes they were clear. To get better at this, I'll do a few things: I'll wait a second before I answer, I'll rephrase instructions to make sure I understand, and I'll ask questions to make things clearer when I'm not sure. Cottrell (2021) says that active listening makes relationships with other people stronger and makes fewer mistakes. I plan to practise this in group work in the classroom and at work, especially when I'm doing quick tasks like handovers or shift briefings. 
I also want to learn more about how to communicate without words. Walker (2021) says that in the hospitality industry, guests often pay more attention to non-verbal cues than to the words themselves. My plan includes practicing open body language, keeping eye contact, speaking at a slower pace, and being more aware of how my face looks.
In addition to these areas for growth, I also see one strength that I want to work on: my ability to adapt. Recognising cultural differences in communication taught me that I can adapt quickly once I know what needs to change. Mullins (2019) talks about how being adaptable is an important part of good organizational behavior, especially in workplaces with a lot of different people. To build on this strength, I will expose myself to a wider range of communication styles, for example, by observing how different lecturers, managers or colleagues structure messages, and practise switching styles depending on context. Not only will this help me work better in teams with people from different cultures, but it will also help me reach my long-term goal of getting jobs that require leadership or guest relations.
To monitor my progress, I will use small reflective notes at the end of each week to evaluate situations where communication went well or needed improvement. This will help me link experience with growth and maintain accountability
                                                             WORD COUNT: 1,463
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www.linkedin.com/in/lara-medina-barcenilla-a5452b371
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LARA MEDINA BARCENILLA

CONTACT

R 07491296007

Q Swansea

¥ laramedinabar@gmail.com

EDUCATION

UWTSD

Hospitality and Hotel Management
2025-Current

UWTSD

CertHe Employability Skills
2024-2025

LANGUAGES

Spanish - Native
English - C1
French - B2
Italian - B2

SKILLS

Decision making

- Problem solving

- Self-management

-> Able to use initiative

- Guest services and
communication

- Time management

- Multitasking

CERTIFICATIONS

COSHH Awareness (Control of
Substances Hazardous to
Health) 2018

Level 2 Award in Health and
Safety in the Workplace
(Highfield) 2020

ABOUT ME

Motivated hospitality professional with extensive experience in
housekeeping, guest services, and hotel operations. Skilled at
maintaining high standards of cleanliness, supporting front-of-
house tasks, and contributing to smooth daily operations in both
boutique and branded hotels. Currently studying Hospitality &
Hotel Management while working part-time in housekeeping.
Known for reliability, attention to detail, and a positive, adaptable
attitude

WORK EXPERIENCE

HOUSEKEEPING ATTENDANT (WEEKENDS)
Oxwich Bay Hotel (2024-Current)

« Responsible for cleaning and preparing guest rooms to brand
standards.

« Maintain excellent organisation and time-efficiency while
handling high occupancy periods.

« Support the housekeeping team while balancing part-time work
with academic studies.

ALL-ROUND HOTEL ASSISTANT — AUSTRALIA & CANADA

(Two Remote Hotels)
2022 -2024

« Worked across multiple departments: housekeeping, reception,
and restaurant.

« Managed check-insfouts, guest enquiries, and reservation
support.

« Delivered breakfast service, bar support, and general F&B duties.

« Adapted to remote locations with reduced staffing, taking
responsibility for varied operational tasks.

HOUSEKEEPING SUPERVISOR

Hotel Indigo Cardiff (IHG)
February 2018 - November 2021

« Promoted after one year as Housekeeping Attendant.

« Supervised the daily work of up to 15 room attendants, ensuring
rooms met quality and brand standards.

« Conducted inspections, managed stock levels, and coordinated
with reception and maintenance

o Trained new staff and supported onboarding during busy
seasons.




