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Component One: Reflective Journal 1000 words 

The cycle of the era works according to our day-to-day experience, our mistakes, our actions, and how we should correct them and  is a reflective practice model with this three stages, Experience, Reflection, and Action (Jasper et al. 2013). The experience can also be challenging, and it may not always go well, for example in customer service, or a difficult conversation with a coworker, or some family situation; there are always obstacles that we cannot always respond to in time, and we are left facing a difficult situation.
We need to concentrate and pay attention to all the signs, but it's not always possible to meet expectations as we want, and sometimes we think we're doing the right things, and in the end we realize we've made mistakes, sometimes silly mistakes that cause us problems in our daily lives. 
In general, we all need to reflect on our actions and experiences in order to understand them better, but how many of us stop for a moment to reflect and properly examine everything that is happening around us?
Certainly not everyone does, so there is a big difference between understanding our actions and what we can learn in the future.
Therefore, we need to organize ourselves and create a strategic plan in our minds that will help us think and be more organized with our time and reflection to provide the right answers.
And that is why we have to reflect carefully on our actions. In the weeks 2 and 8 of Business Skills, it was discussed how important reflection is, as it can change our attitudes and way of acting.
We have to reflect on what happened, and this involves deep thinking about the event, it involves emotion, feelings, guilt too, and at some point we start asking ourselves questions, how did I let this happen, what should I have said and didn't say, why did things happen the way they did, how do I feel now that the mistake has been made? There are always so many questions that torment us in these moments. Reflection helps us answer all the questions we have in our minds, transforming them into something positive and leading us to take the initiative to act with clarity and determination.(Jasper 2003)
We are all learning everyday through experience, trial and mistakes,  and reflecting on how we
could improve our performance. 
During these last few weeks, i learned that communication is very important for good customer interaction. Beyond professionalism, we need to know how to communicate with them proactively and coherently.
There are several types of communication in the hotel industry: 
Verbal communication in the hotel industry is very important because it must be clear and understandable. The tone of voice used when speaking to clients must be appropriate and efficient, and active listening is essential to understand and resolve customer issues and questions. 

I learned as well the verbal communication can create a bond of trust and loyalty, ensuring comprehension and generating positive recommendations and customer loyalty. The secret to good active communication is a smile, friendliness, a positive and clear attitude, the understanding of the cultural awareness, and the ability to handle different languages, as understanding accentuation can be quite challenging, and it's important to try to communicate clearly with clients who don't understand English very well for example.
That’s why, we must be professional and careful with our words, as our goal is for guests to feel welcome and to have support if they have any questions.
Active communication is also important not only for clients, but also for the team of employees. Good communication with colleagues ensures great service and leads to greater efficiency at work.
We discussed as well the nonverbal communication is also very important, referring to body language, to transmit  a message whether through gestures, smiles, eye contact... all the signs, facial expressions, posture, transmit very valuable and powerful messages, words that cannot be described or expressed in verbal communication.
Written language is also important, referring to email messages, which must be clear and professional, especially for customers. In the case of complaints, responses must be carefully clear and positive, for example.
In other words, implementing effective communication strategies in the hotel industry begins with intentional messages before and after the stay. Emails and bookings confirmations must be written in a warm and personalized way, reflecting enthusiasm and care, and helping to set the tone for what guests can expect.
That’s why the communication are very important because the demand for intercultural skills in the hotel industry is also growing, given that professionals need to interact with clients from different  cultures. (Duncan, T., & Barlow, J. 2020).
What I learn in the class was, the  skills, leadership and customer service skills are key factors in the success of hotel managers.
Digital communication is also important because it allows for more instant communication through social media platforms, such as TripAdvisor, where guests share their experiences, both positive and negative. Social media are the most big attraction to more easily access updates on promotions and prices in hotels, in addition to facilitating online room booking, 
and all of this,  creates a satisfactory connection for customers and meets their needs.
Good communication sort conflicts and builds more trust for the customers. 
And what I learned was that despite my professional experience,
Always I wanted to improve my communication skills because  sometimes it’s very difficult to find the best words to speak to the clients, it has always been a challenge. I have always made sure to transmit  ideas clearly and create new strategies to improve the functioning of my work. I am also a good listener, this is one of my attributes. To understand how my effective communication skills allow me to grow in all areas of life, it is important to understand my knowledge in communication, my strengths and my weaknesses in this area.



















Component Two: Action Plan


Based on my learning and what was discussed in class, I learned that I still need to significantly improve my vocabulary and communication. 
My experiences with clients sometimes lead me to reflect on what I should improvise, what I should say to attract and capture the attention of more clients.
However, the pressure to do everything right and to respond correctly to the clients, makes me constantly more anxious and stressed.
Perhaps I lack self-confidence in the most critical moments. Perhaps all of this affects my verbal communication, and sometimes my words aren't the best, and I get embarrassed.
As I am Portuguese, it was difficult to adapt to the English language and the different traditions and cultures in the UK. The adaptation was complicated, but it was beneficial because I learned a new language and have learned a lot so far. And I continue to learn because life is a learning process that constantly teaches us new things.
In class, we did an activity where everyone had a blank sheet of paper in the hands, and with our eyes closed, the lecture gave us instructions on what we had to do with the paper. 
For example, fold it in half, cut a piece on the right side, fold it, cut another piece on the left side, etc... It was a test exercise for our minds and how we all received the message. 
The paper did not looks the same for everyone’s. And we all discuss If everyone was given the same directions, why are everyone’s products different? How can we all get on the same page and communicate more effectively? 
To be on the same page and communicate better, we need to be more attentive, more focused, we need to train our vocabulary, we need to try to listen to others more first, practice active listening, and that's half the battle for a good conversation.
I should be more attentive next time, listen more others, and my conclusion is that I will have to improve my active listening and verbal communication a bit, because Individual perceptions vary and it’s important to try to remember that others may not think or understand in the same way as I do because we are all different from each other, and we all interpret everything differently. 
Perhaps more training would be an advantage for me to improve my English and communication, or to take notes on everything I didn't understand, or to constantly ask questions if I don't know the answer, so as not to make mistakes next time, because communication is the important point in the hotel industry, it contributes to a good welcoming atmosphere for the client, and everything becomes clearer in terms of what the guests need, and above all, good communication helps to sorted conflicts quickly and efficiently. Good active listening and attention to nonverbal cues, such as body language, tone of voice, eye contact, facial and gestural expressions, empathy, and clarity, ensure better understanding (Perkins 1901).
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Component Three: Professional development: build a personal brand and promote a professional identity. (700 words)
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Component Four: Using the information prepared for your CV, present a 5 minute presentation on the key attributes that a person working within the hospitality industry should possess.

This Presentation will be completed in person on site. 

Place your presentation time below.

Timeslot: 13:15
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