MASTERING NON-COMMUNICATION VERBAL SKIL AND CUSTOMER SERVICE.

I have decided to use the gibs (1988) method for this assignment. This excellent method seeks to understand how a person's feelings have affected some situation and how the person has thought about the experience.

Description 

After completing my degree and getting some fast job experience as a plumber, after a long reflection, I decided to leave my home nation of Italy and come to the city of London in August of 2019. I want to attempt a different kind of life experience, and I also wish to learn the English language. Fortunately, my closest friend had moved to London two years before me, and he assisted me with opening my insurance number and finding a place.
After settling down for a few weeks, I began the challenging process of looking for work; at the time, I was unable to communicate well in English. As a result, I get a job as a kitchen porter, but I do not last long before quitting since I understand that working in the kitchen will not help me improve my English.
Fortunately, I was hired as a runner at a central London restaurant near the opera in Covent Garden. Because my new work was challenging due to my lack of customer service experience, I registered for a short customer service course at Greenwich tropics global College. This course was only for one week but was fundamental because I learned how to approach and recognise separate groups of customers and how to interact with them verbally, in writing, and nonverbally.
Since I was not good at English, I have come to the realisation that I need to work on improving skills such as "body language" and skills that do not involve verbal communication. I begin to educate myself on the topic of non-verbal communication by reading books on the subject. After a few months, I started to advance in the company, and after three months, I was promoted to the position of supervisor at the restaurant, and I worked for one year and a half. In that manager position. 

Feelings

When I first arrived in London, I was nervous but at the same time excited and ready for this new experience. I grew up in a small city, so it took me a while to get used to the rush and the size of a big city like London. My first work experience was disappointing; I was feeling not confident because of my low level of English and My lack of knowledge of customer service, so I diced to start as a kitchen porter to give myself a little bit of time to get used to the new language. This job makes me feel not accomplished, after a few weeks, I decided to leave my job, trust in myself, and change my attitude. As a result, I start a customer service course and began to apply for many different jobs as a waiter, despite knowing it would be challenging for me to connect with customers and co-workers. at the end of my course, I understood the basics of customer service which make me feel less anxious to apply for the jobs. My first month as a runner was difficult; much time, after making mistakes, I felt inadequate, but I received a lot of empathy and understanding from my colleague and managers.
The fact that my team was made most people from around the world and with divergent backgrounds and completely different accents made me feel more comfortable and not been judged for my linguistic mistake. In conclusion, I thought it was necessary for me to leave my comfort zone to grow up and learn new skills and mostly improve my listening and speaking skills. 

Evaluation 

The positive thing about this experience is that I learn three new skills,
 I started to learn English, which was vital for me because it is spoken in every country.
Secondly, I learned how to work in hospitality which was completely different from my other employment.
And last, I started to learn and master body language skills which I would say was the most important skill I learned.
The good things about this experience are that I challenged myself. I believe that moving to a different country without a good understanding of the language and by yourself is not for everyone, and I can guarantee that it was not easy for me as well, and in the beginning, I had much stress. However, I do think that this experience makes you realise to understand yourself and your limits. The most important lesson I took away from that experience was how essential nonverbal communication is and how if you master this skill, it can benefit you in any part of your life, even outside the workplace.
The only thing that may be considered bad about this experience is that you will not be living close to any of your family members, which may at times have a negative impact.


Analysis

I was able to perform tasks in the hospitality industry with a bit of understanding of language because I learned to be an active listener and began to pay attention to any minute nuances of the customer's body language, voice tone, posture, micro facial expression, and learning how to make good eye contact.
 The course and the books which I read helped me to understand and improve these skills. 

One of the books that I read was "how to talk to anybody" by Leil Lowndes this book was perfect for me at that time because of the author's straightforward writing style. One thing I learned from this book is how important it is to give people a genuine smile and how the smile can make us more likely to be like it, but only when it comes a little slower because then it has credibility.

The course helps me become an active listener and recognise the diverse types of customers, including loyal customers, discount customers, impulsive customers, need base customers and wandering customers, and how to deal with customer complaints and deal with aggressive customers. 

Many people underestimate the significance and importance of body language. When it comes to what we express with our speech, our body language may hugely influence how others perceive us.

Numerous studies have demonstrated why it is essential to pay attention to body language and how these signals can provide specific information on how the person in front of us is truly feeling.

I searched through some studies on non-verbal communication that helped me understand my situation.

Albert Mehrabian, an American professor, claimed that how a person expresses feelings through words, tone of voice, and facial expression affects how much we like them. (Mehrabian, 2022)
 According to the professor, Words account for 7 per cent, tone of voice for 38 per cent, and facial expression for 55 per cent of our liking. (Mehrabian, 2022)

This study shows that the body language and tone of voice could be more important than what they say when someone talks. As a result, what they say and what their body language does might not match.
 

The professor claims that:

     “People who have a greater awareness of the communicative significance of actions not only can ensure accurate communication of their own feelings but also can be more successful in their intimate relationships, in artistic endeavours such as acting, or work that involves the persuasion, leadership, and organization of others” (Mehrabin,1971, P. 3)
 
This citation suits my experience perfectly; I realise that as soon I understand the minor signs and non-verbal signs, I start to understand how people feel despite what they say. That is beginning to give an enormous impact advantage to managing staff work and help me in my private life to build good relationships with the people around me because I was able to be aware of how people feel.
                                                                                        

Conclusion

In conclusion, I will say that going through this experience has made me a more empathetic and communicative person, as well as given me a heightened awareness of how other people view things. 
Help me become more conscious of how to pick my words and my actions wisely to avoid offending others.
My time spent in the role of work supervisor opened my mind to the possibility that persons of various nationalities and varying degrees of sensitivity may have distinctive ways of thinking. I developed fantastic abilities in customer service because I was managing many different personnel and interacting with clients from all over the world.
The fact that I develop this type of skill will help me when I start my own business.

Action Plan

 In the future, in the same circumstance will appear, I will believe more in myself and do not let my emotions and thoughts control me in the beginning. 
I will attend more courses and spend more time educating myself on customer service or any different skill required in that circumstance
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