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Introduction

In this report, I will talk about my reflection and career development planning, the skills, and abilities, which helped me a lot to become a good team member. I will analyse and strengths and weaknesses; also, I will share my opportunities and threats. All this report will reflect my own professional experience since I meet and embrace English culture and hospitality standards.
[bookmark: _Hlk49984221]1.My previous work experience
Since I come to the UK, I started to work in the hospitality industry, as I am the communicative person I enjoyed and continue to do that. On my very first job as a waitress at one of the top ten of 5 stars hotels; I discovered how vital are problem-solving, efficient communication and time management skills on a customer- service business. Thanks to this job, I had the opportunity to develop and boost the essential skills for the hospitality business.
One of the challenges where I performed problem-solving skill was at one of the VIP events, and one of the customers ask to bring the best seafood which we have in our restaurant and also to bring the boxes, as proof that this product is coming from exactly country. Also, my customer insists on bringing the freshest Russian caviar. Otherwise, she will complain to my manager about the worst service and lousy review on trip advisor. As we well know reputation its everything. In that day we had everything apart of the Russian caviar, which was vital for a customer. Meantime my customer made a live stream on social media about our place and service. Here I understood that I must improvise. As I speak the Russian Language, I printed Russian Flag and wrote more elegantly, Russian Caviar, From Russia with Love, and stick this label on another caviar jar. The minute I come in the room, her face becomes happily as a child; even she started to clap and saying that from now on our restaurant is on her top list. On end, she gave the highest note on trip advisor and social media as well.
After that shift, I understood how vital problem-solving, efficient communication and time management skills are when you are dealing with the people, in my case was customers. In that day, I get the best feedback from my colleagues and managers, for my little performance in such a stressful situation. I become more confident at my working place and in daily life as well, because I proved myself I could do more than I thought and make other people life easy and beautiful.


[bookmark: _Hlk49984259] 	2.Introduction to receptionist job
Working in hospitality every day was a challenge, and I like that - as a result, I started to sympathize reception role at the hotel.
Receptionists need to have an ear to the ground and be aware of everything that is going in an organization, from knowing which important meetings will be taking place to coordinate deliveries and organizing travel arrangements for staff. As well often be the first person that employees and potential clients see, receptionist always representing the company and giving the best vibe to the customers. 
I always had a philosophy Treat Others the Way You Want to Be Treated. This golden rule helped me a lot and made me understand better people way of being, especially when you are dealing with the customers. Make people that just on this hotel they will have the unforgettable moments ever and wanted to come back.
On daily receptionist, life is many stressful moments on the way by multitasking; when you have a call, checking the available rooms, meeting the guests, and making sure of desk area a clean and tidy. In these moments, the receptionist must stay calm and smiling, do not give the feeling that are some problems on the back of the house. For people who are working on the desk are complex skills like working under stress, problem-solving quickly and efficiently, excellent organizational skills and customer service attitude.
On my first shift as a receptionist, I had unforgettable moments because our hotel been a host for one of the biggest charity event including 600 peoples who crossed the reception desk and asking about banqueting room; 40 people for the interviews were interested in how we are working on busy times; lobby restaurant was a crowd with guests, and some workers moving furniture and make little noise-if I will say working day its means nothing.
The essential tools which helped me were staying calm and focus on client’s desires need and trying to prioritize the task by which one needs to be sorted as soon as possible.
[bookmark: _Hlk49984281]




3.The main skills which help to boost receptionist career 


Good at multitasking:
On a high volume of work, which needs to be done on the day, a receptionist must be good at multitasking. The receptionist must know how to handle the calls well, answer employee queries, pay attention to information to be passed on, manager-employee news and some more duties.
None of it can be done efficiently or on time if the person is not good at multitasking. As usually, receptionists do not have the chance to focus on only one task like other employees; they need to evolve into multiple areas of work at the same time are expected to deliver to the level of perfection. Knowing and doing more is what makes us highly efficient.
I might say that 10 minutes of quiet time at a desk means for us that need to be done the best job and all our guests are satisfied.

Active Listening
, According to "Psychology Today," social media and other influences have shortened attention spans to as few as 20 seconds. A receptionist needs active listening skills for quickly process requests from visitors and superiors, (Whitbourne S.K. 2012)
I noticed this phenomenon because all my friends are addicted to all social media, technology and avoiding eye contact, or easily cannot remember peoples name or restaurant addresses. My job guided to learn and maintain oral speaking and to feel confident on a face to face communication, meantime being able to remember the people's face and unique treasure. At first, the sight might look easy, but on receptionist job is required. We are talking with eight different people in 5 minutes and must clearly remember the names, addresses and individual requirements.
Keep calm and smile - maybe for another job are not that important but on hospitality and unique for receptionist it is a must. Starting from there that in my country Republic of Moldova people are friendly and warm, but we are not used to smiling so much as in western Europe; otherwise, some people might think that you a making fun or not serious at all. One more important thing is keeping calm. I remember myself when something went wrong; I get panic, and people next to me got scared of my reaction. Waitress experience changed this weakness into strength because I am representing the company and the highest standards of service which does not admits vocal or emotions expressions.
Efficient communication- communication is one of the vital keys to unlock and sort out all the problems everywhere. I convinced myself on that at one of my shifts when a customer comes to me and insists on changing the entering carpet. That carpet was a symbol of our hotel and dating from the year opening of our hotel 1931. Her concern was about carpet yellow colour and design too old fashion! After 20 minutes by trying to explain the history of the piece of art, my guest got agitated. I offered a seat for her and asked which drink she would like to have; she ordered a glass of the oldest wine from our hotel because are remind her youngest happy life. Hotel carpet is the root of our history, and we a proud to have a rare chance to see and feel the real value of many generations the some as her wine. After these words saying in soft and calm words, she used to come every weekend at our hotel and enjoy her lovely wine and carpet.
[bookmark: _Hlk49982927], The effective communication system is crucial to the success of the organization in the hospitality and tourism industry. Without feedback from the customer and employees, it is impossible to assess the needs of consumers, (Hughes J. 2018). 
[bookmark: _Hlk49984335]
4. My own SWOT analyse and area for further development
My strengths - I do have problem-solving, efficient communication, time management, active listening, and multitasking skills. These tools are vital for me on my daily work as a receptionist, and I am getting the best feedback from customers, managers when I am performing. This skill would open the opportunity for additional jobs like Communications Officer, Marketing Co-Ordinator, PR Officer, Press Secretary, Social Media Manager.
My weaknesses- On average, I am typing around 60-70 words-per-minute with an accuracy of approximately ninety per cent. I can type faster, but know with increased speed, my efficiency can go down, and I will take a highly professional course to improve this skill and perform as professional on that. Regardless, I make sure to re-read everything I type and proofread for grammar and spelling error before sending anything out. 
One of my weaknesses is digital skills -, Several years ago, a receptionist who could create spreadsheets and respond to email could hold his or her own in this position. Now, receptionists use dozens of different software applications. They might manage their employers' social media accounts or access web-based accounting programs, (The Job Network,2019).
I agree that on IT- century we are addicted to computers, machines, and other technology on the way to simplify the processes and saving the time, which is real gold for all of us.

Threats - to maintain the balance between work and personal commitments. I am a workaholic person, and many times I forget to call my family, which a not in London. I feel so bad when they a calling to remind about them, in life should have a balance between work and family.

Opportunities - to become the Head receptionist and to exchange my experience in other countries as well and to support my family financially.
Being in London where we can meet people from around the world, I am getting surprised how different we are and so many cultures I would like to study and understand their way of thinking. Also, for receptionist are vital role is playing to know as many possible languages and one of the best solutions is travelling where I can accumulate more cultural bits of knowledge.

[bookmark: _Hlk49984377]5. Personal Reflection Plan 
My career goal is to become head of the receptionist department, as I enjoy interacting with people and make all dreams, desires to become real in our hotel. I am delighted to share and spread high standards of our iconic hotel with people from all around the world and make them faithful customers in our place.
From my short, but intense hospitality career, I understood that nowadays are two categories of clients. The first one wants to get everything quick, sharp and no interaction with them, as usually are business people, the second one, are clients who are coming to enjoy every piece of the meal and make beautiful moments with no rush. Thanks to my clients, I start ed to feel very well people's energy and to anticipate their desires, I must recognize that this skill is helping receptionist life and get the highest appreciations from our guests.
Of course, then our managers are seeing that receptionist is smiling all the time and getting all the tasks quick, sharp, and polite manner- are proud of employees and confident for further potential customers.




Conclusion 
Thanks to challenging in my professional life which gave me hospitality industry, I become more confident and helping to understand my career goal to become head of the receptionist department.
I will always follow Pareto's rule of 20/80 Pareto (Brian Tracy International, 2020), which means 20 per cent of professional and diplomatic dedication means 80 per cent of customers feedback and high level of satisfying.
I am pretty sure that after the pandemic period all peoples will become more kindly, friendly and will enjoy intense every moment with their dearest persons. 
The last and the essential tool on my way by handling an excellent job was the course Professional Career Development at Saint David University, which helped me better understand employer’s expectation and manage the professional skills on the way to perform.
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