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Introduction
The job roles that are covered by different employees in the organization help them to learn new skills and add to their development and growth. This essay will further guide in the process of reflecting on the skills and the experience that the employee has been able to gain from the students. This will help to understand how the students have been able to learn and develop a better understanding of their area of concern. In addition, the areas of lacking will be evaluated along with an action plan.


Discussion
As an employee working with at Coldra Court Hotel Newport, Wales I work as a receptionist. It is within my duty to receive the guests that arrive at the hotel and guide them with their stay experience. I engage with the customers directly and guide them towards understanding how they avail of the services of the brand and improve their experience with the brand (Bardi, 2010). It is also the responsibility of the receptionist to communicate with the customers who contact the brand through calls (forbes, 2024). The receptionist actively engages with providing the customers with different types of services and helps them to overcome the different queries that they might have with the products and services. The receptionist welcomes the guests allocates them their rooms and briefs them on the different facilities that are available to them (timespro, 2023). 
I have joined this department to gain knowledge and understanding in the field of customer handling and communication (Forbes, 2023). I expected this experience to provide me with enhancing my own practical experience. I aim to increase my knowledge in the field of business and commerce and thus, it is essential to learn how to manage and engage with different customers. The job role will allow me to learn more about multi-tasking and will guide me to increase the effectiveness of my responsibilities (forbes, 2023). 
While working as a receptionist I have been able to understand and learn about customer handling. This has provided me with a concrete understanding of how the needs of the customers can be addressed. This has further guided me to learn how documentation should be maintained and has elaborated me on the understanding of to speak with the customers (Moromisato, 2023). I would often be faced with angry or dissatisfied customers who are seeking better service from the brand. This has helped me to understand how to act during crisis moments (forbes, 2023).
Through the experience that I have been able to gain, I have been able to learn active listening skills. This has helped me to be more attentive towards the needs of the customers and guided me to be more productive with my job roles (forbes, 2023). Further, I have been presented with the opportunity for stress handling and conflict management which has helped me become calmer and more composed. This has guided me towards making a more effective contribution towards my communication with others. I have been able to improve my emotional intelligence which has guided me towards enhancing my understanding of others. In addition to these, I must improve my time management since I often tend to get over-involved with my own which leads to an accumulation of work leading to delays in finishing my task (forbes, 2023). 
The experience has guided me in the process of understanding that I must improve my own ICT skills which will allow me to be more efficient with my performance (WikiJob, 2023). Further, during handling conflict situations, I have been able to understand that I need to improve my public speaking skills. Lack of confidence often clouds my mind which impacts my overall performance (forbes, 2023). I have understood that I have to further enhance my knowledge of emotional intelligence which will support me in establishing friendly relations with the guests thus making a more hospitable welcoming in the organization. 
I will engage with addressing the groups and allow myself into situations where I get the opportunity to communicate with a large number of people. This will allow me to gain a wider perspective of the situation and guide me towards making better development in the organization. This will allow me to understand how effective I am with mass communication and assist me in learning the areas that I must address to enhance my performance (naturalhr, 2022). This will allow me to be more productive and learn. 
While working with the organisation I have been faced with a wide range of issues that has impacted the overall performance in the organisation. The organisation lacks enough translators who can attend to the customers who speak different languages. On many occasions during the rush season, I had to put customers on hold since our translator was busy with other customers. The lack of human resources has caused unnecessary stress in the workplace which has impacted employee motivation (Johnston et al., 2012). Further, the brand lacks internal communication with the front office and the housekeeping department. This often leads to the housekeeping missing out on the different messages that are sent by the front desk and this often leads to workplace confusion and unsatisfied customers. 
I suggest that introducing automation with the use of AI could help the brand address the needs of the customers. The use of Chatbots could allow the brand to address the needs and queries of the customers in real-time. Further, establishing internal communication technologies will assist in improving inter-departmental communication which could reduce workplace confusion (forbes, 2023). This will further assist the brand, Coldra Court Hotel in introducing digitalisation which could reduce the cost of operation and enhance their productivity.
I will engage with the Pomodoro time management technique which will allow me to improve my overall performance while working in the business. I will set different goals for myself which will allow me to be more productive with completing my tasks within the timeframe that I have given (forbes, 2023). I will review different online YouTube videos which will help me learn about the Pomodoro technique. Further, I will need books and articles to gain knowledge on time management.
I will join different types of webinars and will enrol in a course. This will help me to improve my knowledge on use of different types of IT tools. Further, I will engage in attending workshops that will help me to improve my overall performance in the business (WikiJob, 2023).  I will join different webinars to understand how I can effectively use this to improve my performance. Additionally, I will need access to workshops and webinars.
I will read psychology-related books which will allow me to improve my understanding of emotional intelligence and assist me in the process of improving my understanding of the consumers. This will allow me to improve my understanding of my peers as well. I will need access to the library, and which will provide me access to different types of books and journals. I will attend different types of online webinars and join different internships. This will help me to improve my knowledge (Forbes, 2023).  I will need access to different types of books, webinars, and journals to enhance my knowledge and skills.


[bookmark: _Toc167367173]Conclusion
The reflection has guided me towards understanding my experience while working as a receptionist at the Coldra Court Hotel Newport Wales. This has guided me towards understanding my areas of strengths and my weaknesses like time management, public speaking, and others. The action plan has guided me to learn how I can aim to address my weaknesses.    
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