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[bookmark: _Toc37979625]Introduction
In hospitality companies, self-management, communication, teamwork, leadership, and interpersonal skills play a critical role in the provision of quality services to customers. Through a critical reflection, the pathway to the achievement of these skills can be traced, thus fostering future improvements. Reflection promotes learning from experience, which influences an increase in the level of competence of an individual (Wilding, 2008). Although, there are several methods of formulating a reflective report, Gibb’s (1988) Reflective Model is the most effective as it constructs the process through key stages that include description of event, feelings, evaluation, analysis, conclusion, and action plan (Wain, 2017). In this reflection, I have provided the encounters with team members in which I have considered ethical standards by practicing ethical standards and not mentioning the actual names of individuals involved. 
[bookmark: _Toc37979626]Description of the Event
Having had experience in the hospitality industry, I can attest that there are vital skills that employees require to influence the provision of quality goods and services to customers. Hilton Hotel is one of the multinational hospitality companies that I have had encounters with and had first-hand experience with how their employees, especially waiters and waitresses strive to offer quality services to customers. To skills exhibited by the employees of the organisation included time management, effective self-management, leadership, team working, and inter-personal skills. Apart from exposure to hospitality companies and how employees foster quality customer service through advance skills, I also managed to take part in a group project and practice knowledge of the aforementioned skills. However, while communication was one of the strongest skills in the group, interpersonal relations were unavoidably flawed, thus derailing timely and unanimous completion of the group presentation activities. 
[bookmark: _Toc37979627]Feelings
When I had an encountered with waiters as part of the workforce at Hilton, I expected provision of quality goods and services and this came to pass. However, in the process, one of the customers called the waiter that was attending to me to hear and the experience was awful because she kept on shouting at the waiter, citing that her meal was not the one she had ordered, thus she could read malice and incompetence among the waiters. The experience made me feel bad as having been to Hilton before, I knew the level of skills that the employees had. However, other employees bounced into action and through effective communication and teamwork, they managed to provide the customer with whatever she wanted, thus improving customer relations. From the start to the end of the encounter, I realised that meeting customer expectations in the hospitality industry requires specific skills, such as communication, teamwork and interpersonal relations that influence quality service provision. 
[bookmark: _Toc37979628]Evaluation
The good thing about the experience was that I was able to practically learn the importance of employability skills in hospitality companies in the meeting and exceeding of customer needs and expectations. From the experience, I also acquired the skills that I later researched on and effectively put them into use during the course presentation activities. However, the experience also had its negative effects as the customer’s mayhem attracted the attention of other customers, thus impacted on their previous good perception about the reputation of the company. It also impacted on my desire to work in the hospitality industry to avoid such incidences in the past although, I later learnt that through effective implementation of employability skills, I will be able to triumph.
[bookmark: _Toc37979629]Analysis
In implementing the learnt skills in group presentation activities, almost everything went well as we were able to communicate effectively to air out our points verbally, non-verbally and in written form. While I effectively took up leadership role and guided the rest of the team members to realise better results, group members also effectively adhered to team work as the core and guiding principle towards the achievement of quality presentation results. In analysing what happened and the reasons why they happened, the basic skills employed in the presentation activities will be considered and they include self-management, communication, teamwork, leadership, and interpersonal skills. 
Self-management refers to the process of making a choice about doing more that an individual actually thinks they can do and is mainly centered on building on the life and work competence of an individual (Palvalin et al., 2017). The main self-management skills that apply to the hospitality sector for companies such as Hilton include initiative, organisation, and accountability. At Hilton, during the incident, the employees exhibited this skill through their accountability of the situation and taking the initiative to help one of their own solve a problem that had irked the emotions of the customers. During my presentations, I always exhibited this skill by ensuring that my work was always organised and I also took accountability of all my contributions towards the work.  
Communication refers to the process of sending or receiving information through different modes that include verbal, non-verbal, written and non-written. Effective communication influences business success within an organisation as it enables employees and customers to effectively share information (Kondo et al., 2019). At Hilton, this skill employed by the other employees helped in the resolution of the problem. On the other hand, while working on the course presentations, with fellow team members, I always ensured that I communicated my points effectively so that they are capture in the final submission of group presentation. Without effective communication, consumer loyalty and relations are broken thus, possible brand damage. 
Team Working mainly refers to the collaborative effort exhibited by a group of people towards the achievement of a common goal or objective. Through team work, individuals in the same group, taking the same task seek to ensure that they achieve the objectives of the task efficiently (Varela & Mead, 2018). During the encounter at Hilton, I learnt first-hand that teamwork strengthens the workforce as it enables employees to work unanimously towards the achievement of shared organisational goals. The skills was also exhibited during our presentation activities whereby individual members worked together and collaboratively under my leadership to realise positive team results. 
Leadership skill refers to the ability of an individual to inspire and influence others to follow a specific path. In leadership, individual take charge and help others to make the right decisions and head towards the right direction (Erickson et al., 2018). Although it is a vital skill in the service industry, I realised that during my presentation activities, the skill was tactical as while I was the leader, I encountered difficulties primarily due to my inability to fully consider the opinions of all members in the formulation of the task results. This was also promoted by some members that failed to keep the deadlines that were issued to influence their submission of their findings. This negatively influenced cohesion within the group as some members felt more inferior. 
Interpersonal Skills refer to the behaviors that a person exhibits during their interaction with other people. For hospitality companies, such as Hilton, this skill mainly entails the ability of an employee to work well with other and to also service customers well in a friendly but professional manner. The effectiveness of this skill can be manifested by how employees interact with their colleagues and their exhibition of empathy while dealing with customers (Schlegel et al., 2017). At Hilton, the first waiter failed to demonstrate this skill as despite the customer’s complaints, he was dumbfounded and failed to express empathy for the customer’s predicament to create an amiable environment. The same bad experience came out during my presentation activities whereby due to the numerous gaps and inefficiencies in leadership, the relationships among members were flawed, thus negatively impacted on the group’s ability to deliver quality by round one. 
[bookmark: _Toc37979630]Conclusion
Undeniably, during the group presentations, there were various areas that almost led to the collapse of the project as for instance, due to biased leadership, some of the members felt that their opinions were not accorded respect nor considered during the final formulation of the whole group task. However, to avoid this, it would have been pragmatically recommendable for me as the leader to ensure that I took into consideration all the suggestion and opinions on the group presentation activities that were offered by the members. This would have created a sense of belonging whereby, individual team members would strive to ensure that they contribute towards success of the team project as their opinion counts. Furthermore, I would have also encouraged positive interpersonal relations to ensure that members freely interacted in one accord with zero bone of contention among them. 
[bookmark: _Toc37979631]Action Plan
If exposed to a scenario that expects me to exhibit and put into practice my employability skills, I will primarily ensure that I effectively read and research about the skills and how to put them into practice. This will help me to be equipped with the necessary theoretical skills required for instance, in the fulfilment of group tasks. Additionally, I will ensure that I expose myself to more scenarios that help me learn that skills that individuals working in hospitality sector should have. For instance, I will attend more conferences and seminars to acquire improved knowledge on the skills. I will also embrace techniques, such as coaching and mentoring that will enable me to acquire additional aid and training from professionals on the skills that cannot only help in the realisation of the goals of an organisation but also in the fulfilment of group objectives. 
However, if exposed to the same scenario, there are things that I will not do differently but maintain what I had done already. For instance, I will maintain the effective communication to ensure that I send and receive information effectively, thus limiting confusion and distortion of the message. I will also maintain the good team working skills that I have obtained through the course and consequently exhibited through the presentation activities. The skill will play a vital role in creating unity among the team members and ensuring that they work in unison towards the achievement of shared group goals and objectives. 
[bookmark: _Toc37979632]Conclusion
In summary, the hospitality industry highly relies on the ability of employees to practice specific skills to influence improved provision of quality goods and services to customers. At Hilton, this can be demonstrated by the team work, leadership, communication, self-management, and interpersonal skills possessed by the workforce. Despite having encountered challenges in the realisation of best results during my group presentation tasks especially in the leadership and interpersonal skills, I take a personal conviction on ensuring that I highly research, practice and expose myself to situations that will improve my employability skills. For instance, I will embrace mentorship, coaching and attending seminars and conference as important avenues to sharpening these skills for the future. I will also ensure that I accord consideration to the views and opinions of other members of the team to influence a feeling of belong and further promote accountability. 
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