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Introduction 
In this reflective essay I will be discussing how my group presentation helped me to develop skills and gain new skills. I will also discuss how the group presentation helped me to use my learning and knowledge to have a successful business. I have created a learning log of how our group meetings went and how it helped me to stay on track with my work also keeping an eye on our performance.
About Our Mobile Shop Business
Opening a “phone shop” products which will be sold are cases, chargers, selfie sticks, phone repair, phone accessories etc. We will use range of ways to promote our business for example by using online to make awareness of our business and service.  Using the SWOT theory has helped use to find the strengths and weakness our business has and has given me opportunities to improve our business and threats that our business might face. Using the financial data such as cash flow and profit and loss has helped us to get a better understanding on how much we need to start our business and by how much we need to sell to make a profit. 
How can quality service be improved?
Its very important for a new business to have good service in order to stay on top of their competitors and to gain customers. For our business to succeed we need to first build a strong relationship with our employees in order for them to be satisfied with their role. This will help our staff to perform better and build good relationships with customers. For example:
Building trust
Having good relationships and trust between the employer and employees, when the staff have good relationships with the employer they tend to build good relationships with the customers. 

Good listener
Staff need to take their time concentrating on what the customers are saying, or what their needs and wants are. Asking the customer questions showing they have listened to their problems. This will show the customers that staff are here to help and showing them that they care. (Commandments of Great Customer Service).

Regular feedback
Getting regular feedback from staff members will make them feel involved, encourages them in making suggestions about how things could be improved.  As HR director there are a few ways in knowing what the staff feels like about the service that there are providing. For example, listening to their staff, regularl checks whether they happy or anything needs to be improved. Provide different methods that invite constructive criticism, comments and suggestions. (Commandments of Great Customer Service).
Treat employees well
Treating employees well is very important in order to have a sucessful business, because if they don’t get treated well they won’t care as much. They need to be shown they are appreciated and making them feel important. Letting them know how important they are creates good feeling and trust, by treating the staff with respect the chances are they will have a higher regard for customers. Treating customers and employees well is equally important. (Commandments of Great Customer Service).
Providing training
It’s very important for staff members get training as this will create opportunities to expand their knowledge. Staff may have some weaknesses in their work skills getting trained will allow then to strengthen those skills. Providing training will build the employee's confidence stronger and will help them to understand their responsibilities better. Getting tranined will help staff to work independently without constant help and supervision from others. Employees will feel appreciated and challenged through training opportunities may feel more satisfaction toward their jobs and it will show the employees they are valued and they perform better. It will also prevent knowledge gap, communication gap and service quality gap
Job Satisfaction 
For staff to be satisfied with their job, their shift hours and roles have a huge impact on service quality because being happy with the job can give them positive feeling, cognition and thinking. All these results in better service.
Customer’s satisfaction 
Service climate plays an important role specifically for improving customer satisfaction. Schneider et al hypothesis states that the work environment and service quality have a positive impact on customer satisfaction. (Padmakumar Ram, 2011). If the employees are satisfied with the organisation they will be more engaged with their work. The more satisfied the employees the better the service quality they will deliver. Employee engagement influences job satisfaction amongst organisation members. Employee job satisfaction is one of the important aspects that can affect the customer satisfaction. 
Teamwork
In order for staff to have high quality service they need to have successful teamwork. For example, to success the team members need to have strong communication skills and aiming to achieve the same goals. They need to work together effectively to produce successful teamwork. According to Belbin theory for a team to be high performing, it needs a balance or spread, of naturally occurring functional and team roles the ideal blend depends on the goal and tasks that the team faces.  (Fiona M. Wilson, 2010: 244). One cannot succeed unless the other members of the group succeed therefore every team members need to join in.  Therefore, all the team members need to listen and respect each other and being truthful in expressing their feelings, ideas and decisions. (Pina Tarricone, 2002). 

Motivation
Motivating staff members is essential. It creates a high level of innovation while producing higher quality work at a higher level of efficiency. Staff like to feel needed and respected. Therefore, keeping them happy they will perform better achieving their aims and goals. There are numbers of ways to motivate the staff to increase the service quality. For example when facing a challenging task there should be praise or reward such as bonus. Letting the staff to learn from their mistakes, giving them feedback to let them know where they went wrong. Increasing wages and bonuses will be the main motivation for employees.

Group presentation
The group presentation did not go according to my plan.  We had few weeks to completed our work however, most of my group members have kids to look after or had to go to work, therefore we never had the chance to meet up to discuss our work as a group.We didn’t get time to share our work for feedback or to discuss which topics needs to be included in our presentations.
Working as group improved my skills, such as decision making where we had to pick a business, planning how to present or layout our work, problem-solving and time management getting our done-on time. In addition I have also improved my leadership skills giving guidance to my group, and teamwork skills working together to achieve our goals.  According to Career Services (skills and abilities) these are the skills and abilities that employers want. Which I have gain and improved the skills through working as group. 
Learning
I have learnt that there are three different types of learning such as, cognitive learning theories are based on how people think (Ormrod, 2008).Cognitive we learn by doing tasks and learning behaviourism, also known as behavioural psychology. This learning involves by doing tasks, learning from your mistakes and working under pressure. 
From doing the group work i think my learning type is learning behaviourism becouse i learn better when im under pressure and i get my work done on time when i know i have deadline.

Time Management 
Time management is a very important skill.  Everyone needs to have in order to get better results. Time management skills can help with focusing and planning in order to get tasks better done. My timing for my part in group work was better than other team members as I finished my tasks on time. 
From this group work I have learnt that as a group we need to have a good team leader who will be able to guide us and give feedback on our performace, getting every team member involved and make sure that everyone attends the meetings or face consequenace because if one person is behind with their work then it brings the whole team down and slows the performance. 
Communication 
Communicational skills whether it is written or verbal are a very essential part of our life. We can see the relevance of my improved communication skill for example on group presentation. We had to meet up to discuss about the each part of presentation. Everybody expressed his own ideas and opinions.
When we were doing our group persentation the communication tool we were using was email and text. However, i think we should have communicated more to get a good understanding of what every team members was doing to avoid confusion.
Learning
I have learnt that there are three different types of learning such as, cognitive learning theories are based on how people think (Ormrod, 2008).Cognitive we learn by doing tasks and learning behaviourism, also known as behavioural psychology. This learning involves by doing tasks, learning from your mistakes and working under pressure. 
From doing the group work i think my learning type is learning behaviourism because I learn better when im under pressure and i get my work done on time when i know i have deadline.
People Skills
From the group persentation i have learnt that I have good people skills I communicate and listen to my group well. Improved my team building skills and i took responsibilites. According to Management Career (product management career, 2010) and Market Careers(Product Management skills) I need to have people skills in order to have a successful business.


Conclusion
Overall, to increase the level of service quality, it’s very important for the staff to deliver satisfing service, in order to perform better service, the staff needs to happy with their job because this will have great impact on service quality if the staff isn’t happy they won’t perform well resulting bad service. Employee’s need to build positive relationships between themselves and customers in order to have great customer satisfaction. 
The group work as help me to sharpen my skills such as communication skills, leadership, negotiation, problem solving skills and interpersonal skills and develop confidence. For the future, I would like to improve on my listening skills also to start my work as soon as possible, I have learnt my lesson for not leaving my work to the last minute. Also for next presentation I will pick team members who are reliable and who can get the work done on time without any hassle or excuses.
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