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Component One: Reflective Journal 1000 words 

During our first lecture with Daniel on Business skills, we explored the impact of different forms of communication on the world of hospitality and hotel management. We started the lecture with an activity involving a piece of A4 paper and a set of verbal instructions from Daniel. We were instructed to close our eyes and fold the paper multiple times as well as tear certain sections of the paper off. Once we had all completed the set of instructions and opened our eyes, Daniel highlighted how all our pieces of paper looked different despite us all receiving the same set of instructions. He wanted to demonstrate how sometimes, despite us all receiving the same information, we all interpreted the information differently and ended up with different results and how this often occurs in the workplace when communication is not utilised well enough. One example Daniel used was that if a housekeeping team within a hotel all received very vague instructions on how the beds should be made in the rooms, then the rooms will not have any level of consistency between them which may damage hotel reputation and standards. This was memorable for me as, even though I understood that communication was a key element to a well-functioning team, I hadn’t considered that the levels of detail within the information shared was so crucial and I was surprised to see how my piece of paper and my classmates’ pieces of paper were so different. In addition to this, this activity made me realise that different forms of communication are just as important as verbal communication when it comes to sharing valuable information or instructions within a team. As the lecture progressed, we discussed written, non-verbal, and digital communication. Discussing the other forms of communication in more depth made me realise that communication is more complex than I had originally realised. To practice our verbal communication skills, we carried out a roleplay activity within the classroom where the classroom was split into two groups. This activity required us to take turns where one person would roleplay an angry customer and another person would have to try and deal with the complaint effectively as possible. I was incredibly nervous to partake in this activity as it was only our third lecture together as a classroom and nobody felt comfortable around each other yet to roleplay – especially to roleplay an angry customer. Because of my anxiety and nervousness in partaking, I decided to observe two other people in my group go first. This helped me feel more comfortable in the situation and broke the ice amongst the group as we started to giggle together about the made-up complaints once their turn was over. I then volunteered to go next, and I was paired with a classmate named Michael. I first decided to be the imagined customer with a complaint, and I complained about a dead fly on my windowsill. I was met by Michael with generosity and an offer of a discounted stay in the future with a guaranteed spotless room. We then swapped roles and Michael complained about a long wait while waiting for the room to be ready for check-in. I decided the best way to approach the situation was with compassion and understanding as Michael stated they travelled far to stay at the hotel. In addition to this, I offered Michael 2 complimentary drink vouchers for him and his guest in attempts to turn the negative situation into a more positive and memorable experience for Michael. This activity was a positive learning experience for me as not only did it allow me to apply what we had discussed about communication to a more real life situation but also outlined the importance of the way we communicate with upset customers and how we have to be considerate of our words and, if dealing with the complaint in person, our body language in the situation.  In addition, this roleplay activity allowed me to gain more confidence with my fellow classmates which will benefit me in future roleplay activities and classroom discussions. Finally, when looking at our exploration of communication, we explored digital communication and digital literacy during our third lecture. This lecture involved looking at email etiquette which I found extremely useful as I have little experience in emailing professionally. In order to practice our email etiquette, we were given an example of a guest complaint we needed to respond to in a way that displays our understanding of email etiquette. There were multiple areas of concern raised within the guest complaint email, such as an unclean room and unsatisfactory service from the reception desk, that we had to ensure we addressed within our response. I found it difficult at first to create a natural flow within my email that would allow me to address all these concerns, so I drafted a small response to each concern mentioned in the email and ensured I was apologetic and empathetic throughout. Once I had all my small answers, I then focused on using a range of connectives to ensure my email was coherent and would not be a difficult email for a customer to receive. Although digital communication is the form of communication I am weakest in, I do feel my written communication skills are strong and transferable to digital communication with practice. Once we had completed the task, a select few of us read out our responses to the email. I found this beneficial as not only did it allow me to assess my own email against how my peers feel is appropriate to respond, but this activity further increased the levels of comfort I feel when it comes to presenting information aloud in the classroom. 





Component Two: Action Plan

As Thomas (2018, p.93) emphasises, communication involves both conveying information and creating a connection between customer and employee. Although I feel confident in my verbal communication skills, I want to work on the improvement of my body language as this is a form of nonverbal communication and is equally as important as verbal communication. To practice my body language skills, I am going to attempt to hold more eye contact with customers while I am serving them in my workplace. This is beneficial for both me and the customers as, as I gain more confidence holding eye contact, the customers will feel more understood and listened to thus creating a stronger relationship between me and the customer. To further ensure that the customer feels appreciated and respected when being served by me, I will be sure to practice my attentive listening skills. This refers to behaviours such as nodding when a customer is speaking, smiling gently throughout the conversation and ensuring my body language isn’t defensive, for example I will be sure to not cross my arms or lean while I am standing as this can give the impression of boredom. This will further the welcome feeling a customer may experience while I am serving them and improve their overall experience in my workplace. Another area within communication I want to improve my confidence in is digital communication. As social media continues to grow as a leading vessel for media coverage and growth within the hospitality industry, I want to ensure my digital communication skills remain up to date. Your skills and professionalism are often represented by the way you present yourself in writing (Mailstrom Team, 2024) meaning that digital literacy and communication skills are arguably crucial to the relationship of a business with its stakeholders. Although I am unable to practice responding to emails professionally within my workplace, I plan to practice my digital communication skills by increasing the online presence of my workplace and taking responsibility for what is posted on my workplaces’ social media. This will involve a range of online activity, such as promoting new cocktails, promoting seasonal opening and closing times and posting about the team within my workplace. In addition to this, I will also take responsibility on replying to both positive and negative reviews we receive as this activity will allow me to practice and improve my professionalism and digital communication skills in the context of both positive and negative scenarios. To ensure my digital etiquette is up to standard, I plan to research further into online professionalism and etiquette as this will ensure I do not damage my workplaces’ reputation with stakeholders and potential customers while I work on my improvement of my digital communication skills. 
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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: 1pm
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I'm a UWTSD Swansea student studying
hospitality and hotel management. | have a
passion for creating positively memorable
experiences for customers and a flare for the
hospitality industry and all of its magic!

My experience within the hospitality industry has
allowed me to progress from a casual bartender
position into my role as Bar manager within an
independently run rum, gin and cocktail bar. It is
here | feel | thrive the most as | not only get to
practice my mixology skills but also improve my
customer service abilities ensuring every
customer leaves with a smile and a memorable,

magical experience. It is within this environment |
feel I thrive and | look forward to what the world of

hospitality has to offer me in future!




