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  This reflective report is based on my knowledge I got so far at the UWTSD on the academic and employability skills. I will describe some of the tasks such as communication, verbal, listening and nonverbal. How important communication is in order to solve conflicts in the workplace, increase employee engagement and create great relationships with customers. Also, I will explore the reasons why nonverbal communication is important and how to apply this skill, take an advantage of it in our workplace and in general. I will talk about the listening skill, probably the most important communication skill, and the reason why it is so important, why we should improve it and how to apply for best results. 
Analytical thinking is the next task to be descripted and analyzed. Analytical thinking is important for problem solving, improving effectiveness and achieve better results. It is the ability to be able to take data and break it down in smaller pieces to be analyzed in detail for better results (Doyle, 2019). Cover letter writing is another important subject that I will view in this paper. By creating a great cover letter, we are able to introduce ourselves to the company and include information that we cannot include in the CV. This gives us a chance to complement the CV and highlight the important hard skills we have, the soft skills, our dynamic personality and why we are the best candidates for the position. I will present how the tasks were taught in the university and how effective the learning was for me. I will analyze the values, meaning and the importance of those tasks and how this knowledge is important and useful in my academic life, in my workplace and in my life in general.
 Finally, I will describe how I am planning to use the knowledge I had gained from my studies. In my own words, reflection is a reaction in an action. Reflective writing, according to Johnson& Johnson (2008), is focusing on previous events. By using academic writing, we talk about the event specifically, when took place and why. It should be written in the first person by using “I”, “me” and “myself” because the report is a reflection based on our own experiences and events. In addition, we discover and recognize the deficits, the gaps and the weaknesses of the situation and provide the feelings, thoughts and emotions we felt. Following this process, we do self – criticism which is to criticize the event and even other people involved in this case. The critical estimation of all those must be addressed to an event that happened in the past which could help improve future situations. Thus, in reflective writing, we must provide strong evidence and proof to maintain what we say about what, how and when it happened, what was said and done, including the reasons, the results and outcomes.
 To write reflectively we must do reflective thinking in the first place. There are some models of reflective thinking. Boud’s, Gibbs’, Atkins & Murphy’s models. In this paper I will apply the Gibbs’ model. 
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Employability skills
The skills of different type of communication that I will analyze below are called transferable skills as I have learned at this module at the first term. They are important and necessary for every kind of job and position in workplace.     
Verbal communication
The great Greek philosopher Aristotle was the first expired the idea of verbal communication model (Juneja, 2015). His model says that the speaker has the main role. By choosing the right words and putting them in right order, the speaker transmits the information to the audience with purpose. The purpose is for the listeners to give back and respond. Moreover, he was talking about receiving feedback. On his model of communication, are based the modern models of communication of Berlo’s, Shramm’s, Shannon and Weaver’s, which we use today. By studying the verbal communication skills, I realized their importance. With the power of good communication skills, we are able to solve effectively conflicts and build strong relationships with customers. It also increases employee engagement. 
Conflict in the workplace usually comes from many different sources. Strong personality, misunderstanding, emotions, personal interests and profits, different characters.  According to Lytle (2015), by using strong communication skills, in the end, both parties must agree. They must receive each other’s feedback and see the subject from a different point of view. By setting rules and making sure that the conflict has been resolved, the parties are ready to go forward. 
According to Bosworth, (2016) if the organization adopts a culture of good communication it increases employee engagement. This will make them more effective and productive. After all, communication connects people. It is not just about speaking. He continues by saying the leader can take advantage of the communication by understand the needs, motives and goals of the individuals. The leader will be able as well to achieve their talents and skills and make them be suitably to the organization’s goals. 
According to Bosworth (2016), employees with good communication, can resolve effectively conflict with clients. The communication skill gives them the advantage of understanding of their own needs, presenting new information about products or services and make the customer feel understood. Because a satisfied customer will give positive feedback which means loyalty and probably new customers for the organization. 
Listening 
According to Schilling (2012), good listening skill are a rare gift. However, we can improve and develop those skills in a few steps. By doing that we will be able to resolve problems, build relationships and solve conflicts. It helps ensure understanding. To develop listening skills, first of all we must face the others and maintain eye contact. This is the basic characteristic of effective listening. Pay attention to the speaker. Try to keep an open mind and draw a picture by listening the words. Do not interrupt and try to feel the speaker’s feelings and provide your comments or feedback only at the end of the speech. 
Nonverbal communication 
We know nonverbal communication as body language. Without words, body language speaks louder according to Segal et al., (2019). Eye contact is extremely important and shows interest, attraction and affection. The voice shows sarcasm, anger, joy, excitement and depending of the tone may shows confidence and self-esteem. Other types are the face expressions, body movement and posture and gestures. Body language is very important type of communication because if it matches with our words, we increase the clarity and trust. However, people send wrong signals by using incorrectly the body language without even knowing it. This may cause confusion and misunderstandings. 
Analytical thinking
Breaking down information to components and estimating their functions separately and together by analyzing them, it means that we do analytical thinking according to Patel (2018). The analytical thinking is crucial because it is rational, clear and flexible to make logical connection between ideas. Albert Einstein, Marie Curie and Sigmund Freud are some of the analytical thinkers. They approached the subject analytically and focused on the details by using this resolution to define the best solution. Analytical thinking is valuable to define new ideas.
Cover letter 
The cover letter is a valuable document going along with the CV. It gives us a chance to introduce and present ourselves as the best employee for the position. According to Smith, (2019) the cover letter must be written and suitable specifically to the position we apply. It should be complementary to our CV but not duplicating it. By writing the cover letter we must be aware that we should not be confused with personal statement, which is a different kind of document. The purpose of the cover letter is highlighting our skills knowledge and experience. You can see an example of a cover letter in the appendix. 

During the studying of communication, verbal and nonverbal, problem solving, listening, analytical thinking and cover letter writing, at the university, I use the module and keep notes taking from the lectures. The lecturer provided me with useful information and sources to use. The father of philosophy Socrates used to say that he is doing the same job with his mother who was a midwife. Moreover, she delivers life, and he delivers the knowledge from his students by asking them questions on the topic. He forced them to think and come up with the answers. My lecturer used to practice the same technique. This technique was more effective because I went through the process of thinking and reaching the answers by myself. I enriched my knowledge on those topics by taking notes, which helped me afterwards in order to think back on the lecture and analyze the topic more effectively. I could ask more questions during the class because I found out that some of the notes were not clear enough. In this case, I turned to the module and got more information. In general, I found the learning style very interesting and helpful. It was interesting because most of the tasks deal with human behavior and personality. 
During the class I felt that I changed. I developed my employability soft skills. The skills of communication, problem solving by analytical thinking and listening. I earned valuable knowledge. Knowledge is power, and I felt more powerful and confident. I increased my objectivity and self-knowledge. Furthermore, in my personal life, but mostly in my professional life, I always try to tackle the subject and analyze it, discover the problem or the issue, detect the cause and make the right decision to solve the problem or take the right decision in general. But this action is not always successful. Given the fact that until now I was not aware that analytical thinking is in fact a skill, I learned the process, the structure and the right way to apply and practice analytical thinking during the class. The lesson was very useful because it helped me a lot to understand and develop this skill. Moreover, I was already using this kind of thinking and it was familiar to me, but I did not know the right way use it. Analytical thinking helps focus on the details. Most of the time, even very small details could make a big difference. Thanks to this lesson, I learned to break down the information, to sort it, to analyze it, focus on the details and define the problem in order to be able to find the best solution. This lesson was one of the most important ones because I reached the conclusion that if I have this skill, I will benefit greatly. I will be a more marketable, more effective, better problem solver. I will be able to come up with new ideas by focusing on the details and approach issues from a totally different point of view. My kind of thinking will be more flexible and more open. 
Conclusion 
In this paper I presented my learning at the university by taking online classes, lectures and studying the modules. Specifically, the tasks for the skills of conflict solving by communication, nonverbal communication, listening, analytical thinking and cover letter writing.  Those were explained and analyzed based on my knowledge that I earned through the course. Then, they were analyzed reflectively. I focused on the where and how I got the knowledge. Also, how I felt about the topics, my concerns, how they affect me, and their causes. I also mentioned what I did in the process and what I could have done better. For example, I should ask more questions to collect more crucial and significant information. I have been using citations to support the paper and be more specific and effective. I explained how each of the topics are important, what I have learned, and mostly how I can use them in the future. This learning leads me to conclusion that I will be a valuable member of the team on my workplace, because I have better problem - solving skills, analytical thinking and good communication in general. This learning is very important in my personal life as well. It helps me understand people’s characters, behaviors, actions and feelings. By understanding the social environment better than before, I will be able to react correctly and effectively. 
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Tsvetelina Viktoria Tsvetanova
BSA Associate Marriott bonvoy
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Hiring Manager’s Name
123Company Address
Post Code
Phone number
email@address.com 
Dear (Hiring Manager’s Name),
I am interested in the vacant position of BSA (Brand Standard Audit) at the central office of the Marriott Bonvoy, London and I am writing to apply. I have more than 6 years of experience at Marriott Hotel. My professional experience in different positions at the hotel is rich and useful. I was member of a team which used to achieve more than 10m pounds per year and an employee at the Marriott Hotel Canary Warf which was in the first position on the BS in London and 12 position globally for the year of 2020.
Because of my previous positions in Marriott Hotel at the housekeeping department, F&B department and as a host I have very good knowledge of the brand standards and the point system for each of them. I acquired very good employability skills like communication, time management, team - working and decision making at Marriott and develop them during my studies at the University of Wells Trinity Saint David. Those skills are transferable, and they will be very useful for me in my new position as BSA and will make me a valuable member of your great team. 
The Marriott brand was been very successful so far because of its mission and vision for great hospitality. It will be more successful in the future because of its great team and management. It will be a great honor for me to be a part of this team and a significant opportunity to apply my skills and help Marriott Bonvoy being more successful in the future and keeping its standards at a high level. 
It will be an honor to discuss your BSA position in more details and I will be pleased to come to meet you when is most convenient for you. Thank you for your time and I am looking forward to hearing from you.
Kind regards,
T. V. Tsvetanova.
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