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[bookmark: _Toc213958527]Component One: Reflective Journal 
[bookmark: _Toc213958528]Introduction
The Business Skills module has been part and parcel of my first semester in the BA (Hons) Hotel and Hospitality Management programme. During weeks 2-8, I have been exposed to various activities which aimed at building my academic, digital, and professional skills – skills that are essential to becoming a successful employee within the hospitality sector. Based on the ERA model of reflection (Experience-Reflection-Action), I will be able to examine what I have learnt during this time, how this experience collaborated with my knowledge, and what I intend to do with this knowledge to improve my practice.
[bookmark: _Toc213958529]Week 2: Developing Information and Time Management Skills
Experience
During week 2, we addressed the areas of information literacy, academic integrity and time management. I also knew how to use the online library at the university and find serious academic sources to use in assignments (De Ruiter et al., 2017). Time management practices like having planners and having a schedule on what to do were introduced so that we could get a schedule on how to manage our time well.
Reflection
In the beginning, I did not attach much significance to academic integrity and referencing, thinking that it was nothing but a formality. Nevertheless, I learnt that to be credible and have ethical academic behaviour, I would need to adhere to proper citation rules and be intrinsic (Sajeevanie, 2020). I also learnt that bad time management may result in unwarranted stress and poor work.
Action
In the future, I will always have a weekly organiser map and practise my referencing techniques using the Cite Them Right guide that is offered by the university. This will guarantee the integrity of the academy and will provide competence in handling off-duty-related assignments.
[bookmark: _Toc213958530]Week 3: Digital Skills and the Basics of Referencing
Experience
In Week 3, we were exposed to digital literacy with the help of Moodle and referencing basics. We were taught to use tools in Microsoft Office and to look at online databases and the referencing system in Harvard.
Reflection
This session helped me understand the importance of digital competency in academic and industry success. Proper digital competency increases self-directed learning and employability. The in-text citation formats and type of reference list challenged me initially, but constant practice during in-class workshops helped build my confidence (Sanford, 2017). I also realised that digital fluency is not just applicable to university work; it is also helpful in the operational efficiency of hotels, not only in utilising property-management systems but also in creating professional presentations.
Action
To enhance my digital literacy, I aim to practise referencing and access LinkedIn courses that are available for learning regularly to strengthen my digital literacy (Ng, 2019). The development of such skills will equip me to handle hospitality systems of the contemporary world and work productively in the workplace.
[bookmark: _Toc213958531]Week 4: Writing, Paraphrasing, and Academic Communication
Experience
In week 4, the topic was on the creation of writing and paraphrasing skills. During the sessions organised by students and group discussions, we analysed how to organise the essay and prevent plagiarism through the use of our own words to express the ideas.
Reflection
This week was indeed a transformative one for me, as it helped me change my attitude towards writing, which was formerly about merely getting a task done, but this time it was about getting a message across with utmost clarity. The basics of learning how to paraphrase also led me to comprehend that writing is not necessarily about paraphrasing the text, but it also requires me to show that I understand and can analyse the text.
Action
I will also keep practising academic writing by investing in comments from tutors and fellow students. I will also strive to read more academic journals to sharpen my vocabulary and analytical communication, which will ultimately improve my academic and professional communication.
[bookmark: _Toc213958532]Week 5: Reflective Practice and LinkedIn Learning
Experience
The reflective models and professional networking solutions, especially LinkedIn, were presented to us in week 5. We reviewed the need to be self-aware and keep developing professionally.
Reflection
This experience was important because it enriched my knowledge of reflection as a developmental tool. Through the strength and weakness analysis, I realised why self-evaluation helps in a lifelong process of improvement. What was also powerful was the introduction to LinkedIn, which was used to demonstrate the power of online professional identity in displaying skills, as well as in connecting with other industry professionals.
Action
I have developed a profile on LinkedIn to emphasise my competencies as they progress and to network with professionals in the hospitality industry. I will also continue updating my profile and using industry-related material to enhance my online presence.
[bookmark: _Toc213958533]Week 6: Institute of Hospitality London Trip
Experience
Week 6 also entailed an educational field trip to the Institute of Hospitality in London. This gave practical experience of the industry's professional requirements and expectations.
Reflection
It was inspiring to go through the professional environment. I saw the practicalisation of theoretical ideas, including communication and teamwork, in the practice of service excellence (McMillan and Weyers, 2021). The visit highlighted the importance of hospitality operations not only as a functioning operations system but also in part as the need to maintain good relations and ensure ethical practices are upheld.
Action
I will also participate in additional industry visits and networking activities in order to understand more about professional practices. These are the opportunities that will break my prejudices on how academic learning relates to the realities of hospitality management.
[bookmark: _Toc213958534]Week 7: Bluestone Day Trip – Teamwork and Observation
Experience
In the week 7 Bluestone field trip, I was expected to learn to work with a team and engage in observational learning. We have discovered how hospitality organisations operate their plants and people.
Reflection
This was among the most interesting modules during this module. As a team player in the process of analysing operations, I realised the importance of communication, sharing work, and respect among teams. I have also observed that good teamwork requires emotional intelligence and cultural awareness, which is vital in a multicultural industry like hospitality.
Action
By volunteering to work on groups and university projects, I will keep developing my teamwork. The ability to be productive in a team would eventually equip me to assume leadership positions in the future.


[bookmark: _Toc213958535]Week 8: Content Creation and Personal Branding
Experience
Week 8 concentrated on content and branding in general, as we got to know how to create PowerPoint slides, how to use Canva to create a CV and how to create a professional profile.
Reflection
This lesson was essential in learning how to portray myself as a professional in the workplace. Making a visual representation of my CV and presentation made me realise the difference between design and clarity in representing and communicating. 
Action
I will work on my CV with Canva and consult with mentors in order to make it as helpful as possible to reflect the merits of my own profile. I will also use presentation skills to gain confidence in addressing people, which is one of the competencies of hospitality management.
 
 


[bookmark: _Toc213958536]Component Two: Action Plan 
This action plan entails methods of building academic and communication skills, enhancing time management and organisation, developing professional networking and employability skills and building individual growth and lifelong learning.
[bookmark: _Toc213958537]Academic and Communication Skills
My greatest area of weakness is in writing and referencing. My paraphrasing skills and structuring of the essay have been developed; I am just problematic with referencing generalised, particularly multiauthor and online, sources. To enhance this more, I will dedicate a minimum of one hour per week to reference with guidance using the Cite Them Right Guide and seek the guidance of my lecturer. I will also enrol in a LinkedInLearning course on academic writing fundamentals to enhance my writing skills in terms of clarity, tone, and structure.
Verbal communication is also another area that I want to work on. I would have difficulties in confidence and fluency when doing presentations in the classroom. According to Thomson (2018), the managers in the hospitality industry must be in a position to articulate and speak with confidence in various forms to their customers.
[bookmark: _Toc213958538]Better Time Management, Better Organisation
The module has taught me that time management is one of the key factors of productivity and work quality. I have also developed better time management skills since week two, but I continue to underestimate the time that it requires me to finish most of my assignments. According to Cottrell (2021), the progress can be measured with the help of SMART goals (Specific, Measurable, Achievable, Relevant and Time-Bound). I will adopt a weekly schedule that I will be making with the help of digital software like Microsoft Planner. Summative evaluation will involve me assessing whether I have accomplished all that I had planned to do at the end of every week and adjusting my schedule. 
[bookmark: _Toc213958539]Building of Professional Networking and Employability Skills
My completion of a LinkedIn profile in week five opened my eyes to the need to have a professional brand to achieve career growth. Nevertheless, my profile still requires more information that would represent my skills, experiences and achievements. I will also update my profile with new data every month and discuss the matters with other professionals in the hospitality industry using different groups and forums in order to create my online image.
Moreover, I want to enhance my leadership capabilities and use of teamwork. The team building in the Bluestone trip in week seven was characterised by teamwork that led to effectiveness and the ability to provide high customer services. Mullins (2019) emphasises that communication skills and motivation of employees are significant requirements of hospitality leaders, as they need high levels of emotional intelligence.
[bookmark: _Toc213958540]Personal Development and Lifelong Learning
Besides these plans, I also plan to implement reflection in my life. The ERA model has helped me to understand the connection between reflections and self-improvement. As such, I will keep a journal of my experiences weekly and record important aspects that I have learnt as well as evaluate my progress. Thanks to this constant practice of reflection that, in turn, is facilitated by the model of personal development planning by Cottrell (2021), I will be capable of addressing the constant attention to my personal development and addressing newly emerged opportunities in response.

 


[bookmark: _Toc213958541]Component Three: Professional development: build a personal brand and promote a professional identity 
[bookmark: _Toc213958542]CV
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[bookmark: _Toc213958543]LinkedIn Profile 
https://www.linkedin.com/in/diana-balan-043624382/
Profile Summary:
I have developed a strong managerial, retail operation, and customer service background within the hospitality and customer service sectors over the last ten years. My experience has enabled me to develop leadership skills and to lead a team to deliver quality services to customers and to achieve and implement operational strategies to improve customer satisfaction and the business's overall performance.
My experience in the role of an assistant manager for the Massarella Catering Group and in Superdrug and The Money Shop UK has further enhanced my ability to communicate effectively, to work collaboratively as part of a team, and to problem-solve and create positive customer experiences by maintaining a collaborative approach and upholding a professional standard in all interactions.
As I speak four languages (English, Spanish, Romanian, and Italian), my cultural background and globally focused way of thinking enable me to use a diverse set of tools and to possess sensitivity to the needs of the modern-day global service environment. I believe in developing successful relationships with our guests, providing them with exceptional service experiences, and collaborating with other members of the team to strive for excellence and innovate ways of improving our guests' service experience.
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[bookmark: _Toc213958544]Component Four: Presentation
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[bookmark: _Toc213958545]Introduction
[image: ]
I have just had a course in Business Skills in the International Hotel Industry, and I want to tell some of the things that I have learnt in the process. The hospitality industry is a highly dynamic and laborious industry, which demands a blend of technical expertise and emotionality as well as professionalism. This course has helped me to improve my personal and professional attributes, which are necessary to be successful in this field of work, besides honing my technical skills.


[bookmark: _Toc213958546]Professional Communication and Customer Service
[image: ]
Hotels operate on the basis of effective communication. It helps in effective interdepartmental interaction; it enhances better customer relations between the guest and the hotel, and it establishes a positive brand image. Nonetheless, Thomson (2018) argues that communication should not rely on the use of the right language only. The hospitality business entails sensitive communication that involves the ability to change according to the needs of the audience with empathy and active listening skills.
The different activities I carried out throughout the module, especially group presentations and collaborative discussions, have enabled me to greatly enhance the skill of effectively expressing my thoughts and ideas orally and in writing. I am more confident and able to express my ideas in a professional and clear manner in both the academic and work environments (Maddux, 2016). 


[bookmark: _Toc213958547]Teamwork and Interpersonal Skills
[image: ]
As already stated above, hotels are a team-orientated setting, and in that regard, interdepartmental performance and collaboration are inseparable in maintaining efficiency and client satisfaction. The Bluestone day trip (Week 7) highlighted that coordination, trust and respect towards each other by the team members can have a lot of influence on the quality of service rendered. According to Mullins (2019), the success of the work of the team is largely dependent on emotional intelligence and awareness of group dynamics.
This is due to my previous experience in customer service and supervision, where I have been able to work effectively with people of different cultural orientations. I have also realised the necessity to strike a balance between assertiveness and empathy in conflict management and have managed to resolve most conflicts in a positive way (Fonagy et al., 2018). 
 


[bookmark: _Toc213958548]Time Management and Organisation
[image: ]
A very important skill in winning in the hospitality industry is time management. Hospitality workers should have skills in managing many tasks within a time constraint and delivering outstanding services to the guests. In the second week of the course of study, we went through time management skills that enabled me to be more rational prior to my academic and personal tasks (Palamarchuk et al., 2020). Through the help of planners and online calendars, I have managed to keep a schedule of my daily work.
As an assistant manager, I acquired skills in scheduling workers, tracking budgets and controlling staff at peak operational levels. These experiences have provided me with the skills of making informed decisions and critical thinking. According to Cottrell (2021), the organisational skills that a person has directly correlate with the productivity and reliability of that person in their line of work – two characteristics that are accorded high importance by the employer in the hospitality industry.


[bookmark: _Toc213958549]Adaptability, Professionalism and Cultural Awareness
[image: ]
The hospitality industry is global and dynamic, which means that the employees are flexible and can quickly adapt to new technology, shifting tastes of guests and customer trends in the market. Hence, the aspects of flexibility and professionalism are the important requirements in order to succeed. In order to effectively operate in this kind of setup, one is required to be respectful, open-minded and have the capability to communicate beyond cultural boundaries. Having the multilingual skills in English, Romanian, Spanish and Italian has enabled me to communicate and mingle with diverse clientele and work teams, which eventually leads to more guest satisfaction and inclusion. As Walker (2021) notes, cultural sensitivity establishes better international hospitality relationships and proves an intention of the firm to apply diversity and international service patterns.


[bookmark: _Toc213958550]Reflective Practice and Continuous Learning
[image: ]
The interpretation of reflection as a personal and professional development was also one of the key learning outcomes during the module. The application of the ERA (Experience Reflection Action) model has allowed me to assess my performance and realise my strength areas (Rubens et al., 2018). The impact of reflective practice is that it has enabled me to have greater self-understanding, strong will and enthusiasm to constantly learn and develop, given that the industry is in a fast-paced environment where trends and guest needs will keep on changing.



[bookmark: _Toc213958551]Conclusion
[image: ]
The hospitality business is in search of personalities who can offer professional communication and be flexible, organised and culturally sensitive. With the Business Skills module, I have been in a position to gain both theoretical and practical confidence to use these skills. According to my interpersonal skills and experience in multilingual communication and leadership, I can take up work in the hospitality management in future. 
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Introduction

« The hospitality industry demands a blend of technical expertise,
emotional intelligence, and professional discipline. This module
deepened my understanding of essential qualities for success.

« This report highlights key attributes for hospitality professionals,
connecting them with my personal knowledge and skills gained
through learning experiences.
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Professional Communication & Customer Service

Effective communication is vital for smooth coordination,
strong guest relationships, and positive brand reputation
(Thomson, 2018).

Module activities, like presentations and discussions,
enhanced my verbal and written communication skills,
boosting confidence (Maddux, 2016).

My customer service background reinforced patience,
courtesy, and professionalism. Every guest interaction is an

opportunity for
excellence.

a memorable experience and service

Source: (Maddux, 2016)
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Teamwork & Interpersonal Skills

Collaborationis Key Emotionallntelligence
Hospitality relies on teamwork for efficiency and guest Effective teamwork requires emotional intelligence and
satisfaction. The Bluestone day trip highlighted understanding group dynamics (Mullins, 2019).

coordination, trust, and mutual respect.

Conflict Management Leadership & Motivation
My experience strengthened collaboration across cultures, Leadership in hospitality is about motivating through
balancing assertiveness with empathy for constructive support, guidance, and shared purpose, fostering a positive

conflict resolution (Fonagy et al., 2018). work environment.
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Time Management & Organisational Skills

+ Time management is critical in hospitality, balancing multiple tasks,
deadlines, and high service standards.

+ Week 2 strategies improved my abilty to prioritize academic and
personal responsibilities. (Palamarchuk et al., 2020). Planners and
digital calendars ensure consistent workflow.

+ As an Assistant Manager, 1 coordinated schedules, monitored
budgets, and managed staff during peak hours, enhancing decision-
making and problem-solving.

+ Well-developed ~organisational ~skills boost productivity and
reliability, highly valued in hospitality (Cottrell, 2021).

Source: (Maddu, 2016)
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Adaptability, Professionalism, & Cultural Awareness

—_— ) — ——— 06—

Adaptability Professionalism & IT Literacy
The global hospitality industry demands quick adaptation to Module engagement with Canva and Microsoft Office
new technologies, guest preferences, and market trends. developed vital IT skills for hotel operations, marketing, and

administration.

—_— 9 — O —

CulturalAwareness Multilingual Advantage

Working multiculturally requires respect, open-mindedness, My multilingual abilities (English, Romanian, Spanish, Italian)

and cross-cultural communication. enhance inclusivity and guest satisfaction, strengthening

international relationships (Walker, 2021).
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Reflective Practice & Lifelong Learning

Reflection is a key tool for personal and professional growth. The
ERA (Experience-Reflection- Action) model helped me assess
progress and identify improvement areas (Rubenset al., 2018).

This reflective habit built self-awareness, resilience, and motivation
for continuous learning, essential in a fast-paced industry.

Reflecting on past management, customer service, and
communication experiences makes me more strategic about future
development. Lifelong learning is a foundation for adaptability,
leadership, and career progression.
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Conclusion

« The hospitality industry values communicative, adaptable,
organised, and culturally aware professionals.

« The Business Skills module provided theoretical understanding and
practical confidence in these areas.

« My interpersonal competence, multilingual communication, and
leadership experience position me well for future hospitality
managementroles.

« Iaim to refine these skills, build professional networks, and embrace
reflective practice for long-term success in this vibrant, customer-
focused industry.
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SUMMARY

Experienced professional with a background in customer service, retail, and hospitality. Skilled in communication, problem-solving, and team
management. Seeking opportunities to utilize skills and contribute to a dynamic environment.

EXPERIENCE

Assistant Manager

Massarella Catering Group Ltd July 2021 - May 2024, Sheffield, UK
- Implemented promotional strategies for increased footfall during holiday seasons.

- Improved customer service by implementing new procedures and protocols.

- Provided support to manager during audits, ensuring accurate reports.

Sale Advisor

Superdrug September 2019 - October 2020, London, UK
+ Arrange merchandise on shelves according to popularity and other criteria.

- Approach customers and offer them advice on products to persuade them to buy.

- Provide information and other services such as handling returns of merchandise.

CSR (Customer Service Representative)

The Money Shop UK August 2017 - July 2019, London, UK
- Maintaining a positive, empathetic and professional attitude toward customers at all times.

- Responding promptly to customer inquiries.

- Communicating with customers through various channels.

Interpreter

AT&L UK January 2012 - July 2017, London, UK
- Listening carefully.

- Comprehending languages.

« Accurate and succinct reproduction in the specified language(s).

EDUCATION

Bachelor of Arts: Hospitality and Hotel
University of Wales Trinity Saint David + Swansea, UK - September 2025
+ Completed degree Qualification.

GCSEs CERT LEVEL B1.1
Trinity College London - Cardiff, United Kingdom - October 2023
- Achieved certificate Designation.

GCSEs Foreign Languages and Literatures
Scoala Generala: Mihai Dragan - Bacau, Romania - June 1989
« Coursework in English, Spanish, Italian.

SKILLS

Microsoft Excel, Microsoft Office, Working very well with PC, Database management

Customer Service, Strong communication skills multi language, Excellent communication, Interpersonal communication, Public speaking,
Outstanding customer service, Customer relationship building, Cultural sensitivity

English, Spanish, Romanian, Italian




