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Executive Summary

The purpose of this report is to identify the key skills needed for a job role in the industry of events. To identify these key skills the observer choose to review a role at the LC Swansea as LC host.
The key skills within the job description for the LC host included customer service skills, motivation and communication skills. The observer discussed the importance of these key skills, why the LC may require the host to demonstrate these skills, and compare to a CV which is located in appendix 2.
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Introduction

The events industry is a service industry that is growing in the recent years, along with the demand for qualified professionals in events. HBAA (2018) collected information from a report which values the events industry in the United Kingdom alone at £39.1 billion, this is a substantial increase from 2010. This could be a result of modern day living due to the need for people to have times to socialise and detach from the fast-paced modern working environment. As stated by Shone and Parry (2010) “the role of events in encouraging social interaction and the celebration of happy occasions is probably more important in a society which, as a result of modern media, modern work methods and the relative decline of the ‘traditional’ family structure, feels a greater need to maintain social contact”. 
The rise in the events industry has developed and is now employing 530,000 people in 25,000 event businesses (HBAA, 2018). There is a diverse range of career roles in the events industry. Upon completing an Event Management degree, a graduate could look for many opportunities to build their career. The types of job roles relating to events are charity fundraisers, event managers, hotel managers, exhibitions officers, public relations officers, and marketing executives (Prospects, 2018). 
Most event relating careers will have public facing roles and skills may be similar for these roles. Due to this reasoning, this report will consider the job description provided by LC Swansea as a LC host in order to evaluate the skills needed.










Review of LC Host role

For the position of LC host, the job description provided by LC Swansea states that any successful applicant of this role is required to possess an excellent customer service approach. The importance of customer service is linked to some of the direct responsibilities of the host, such as informing customers, meet and greet upon customer entrance, promote the LC to visitors and making a great first impression to the customer as the face of the business. Good customer service can create loyal customers who will remember feeling well looked after and come back to this business. This is illustrated by Leppard and Molyneax (1994) as in order to differentiate themselves and create good customer rapport, businesses will “strive to add something extra to their transactions with customers”. Within the CV located in appendix 2, experience to demonstrate customer service skills is included in all past employment. 
The role of the LC host requires the applicant to be highly motivated. The LC is open seven days a week with opening times ranges through from 6am at the earliest until 10:30pm latest. Working in a service industry can be taxing, but it is important for employees to be committed to giving their best work throughout their shift. In order to ensure customers are satisfied by committed workers at all times, staff would need to keep up their motivation. Managers also play an important role in motivating employees (Mullins, 2016). Forsyth (2006) states the importance of employee self-motivation as well as the need for managers to motivate employees, and he argues that “people who are well motivated perform better than those who are not”. 
The experience by the observer to demonstrate self-motivation is provided in most previous employment. All previous employment required the observer to work long, taxing shifts. The employment at the Flair Events and Do Not Go Gentle were only one day experiences so it could be argued that motivation was not difficult, although in Garnant Golf Club the observer was consistently required to work with great responsibility in demanding shifts. The observer was required to work weekends and bank holidays, which to some would not seem punishing, but for the observer it was a constant battle of choosing time with her children or providing for them. The fact that the observer committed herself to creating a better life for her children by agreeing to punishing shifts that left her to spend little quality time with her family, and to endure this but still create great customer service and a good culture for others within the golf club, this proves that the observer was successful in motivation to keep going and doing the best possible. 
Communication in the workplace is a key part of ensuring the operational success of the business. Communication includes many different exchanges and is not limited to only speaking and listening. Communication includes reading body language, maintaining eye contact and having an awareness of the feelings and meaning of those who are communicating. Communication also includes email, telephone, social media and instant messaging (Burley, 2018). The LC asks for applicants of the LC host job role because the skill for communication links to direct job responsibilities required of the LC host. The LC host must demonstrate communication skills in order to successfully work with other team members, as well as communicating with customers. 
The observer demonstrated various communication skills in all previous employment. At Flair Events, Seconds Ahead and Do Not Go Gentle the observer was successful in communicating with both team members and customers. At Garnant Golf Club the observer routinely communicated with staff, managers, customers and the public by face-to-face, over the phone, emailing, social media content and instant messaging.










Conclusion 

To conclude, these finding show that the observer, along with the CV provided in appendix 2, does demonstrate the skills required in appendix 2.
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Appendices
Appendix 1 - Job Description
Job Description – LC Host

Overview
As operator of the LC, Bay Leisure Ltd strives to provide a first class product and service to all parts of the community, whilst being run in an efficient and financially robust manner.
Bay Leisure Ltd recognises that committed and energetic staff is key to the achievement of this objective.
You will need to possess the following skills and competencies along with a relentless desire to develop them even further:
excellent customer service approach
comply with all current health and safety requirements whilst also proactively upholding your duties of care to other team members and customers
organised and highly motivated
good communicator who can work effectively with fellow team members as part of a team
a bubbly and outgoing personality and a willingness to interact with customers
willingness to set yourself challenging targets and to be measured against these
the flexibility to operate effectively in a high pressure, fast changing customer focussed environment
to maintain a full product knowledge of the services available at the LC and promote them accordingly

Specific Role Description 
Responsible to: Front of House Supervisor
Responsible for: Maintaining the very highest standards within the LC at all times and in all areas
Purpose of job: To drive standard with our high traffic areas and interact with our customers to make their visit a memorable experience. 
Responsible for cleanliness and overall standards in our reception area and support the department where necessary.
Manage our queue at peak times and ensure our customers are kept well informed
Meet and greeting our visitors and directing them to ensure their customer journey is seamless
Support our Bistro and Coffee shop areas to maintain a high standard of cleanliness & service
To promote the LC to visitors and ensure you are an information point for queries and questions
To be the face of the LC and make a great first impression.
Attend monthly meetings & 1:2:1’s to ensure strong communications.
To show a duty of care that all facilities, fixtures and fittings within the branch are maintained to a high standard internally and externally
Such other duties as may be necessary from time to time, compatible with the nature of the post
To represent Bay Leisure Ltd with the highest of integrity at all times 

Please note that the LC is a 7 day week business and shifts will vary over this period.  The LC operated from 6am to 10.30pm during the week and 7.30am to 9.30pm on weekend & bank holidays.

Appendix 2 - CV
Samantha winkley
15 Oakfield Road, Twyn, Ammanford 	SA181JH	07971546692 | samanthawinkley1992@gmail.com

Personal Statement
I am seeking a new venture within the events, hospitality and customer services areas. In my three years of experience at a bustling golf club I have learned a diverse mixture of skills which I am now looking to build upon. I left Garnant Golf Club to study Events Management at University of Wales Trinity Saint David. I have learned a lot about the industry but also a lot about myself and I am excited to explore and advance my growing abilities. My goal is to develop a career with responsibilities and progression opportunities, whilst also being able to achieve high standards of job satisfaction.
I am a polite and communicative person who gets along well with a wide variety of people. I am adaptable to the challenges and changes of the workplace and thoroughly enjoy working as a committed team member. I have experience of working well under pressure and I am self-motivated, able to multitask and organized. 
Skills and Abilities
My skills, abilities and achievements include the following;
- Communication and interpersonal skills
- Working Knowledge of Health and Safety 
- Working knowledge of Food Safety regulations
- Effective team player
- QFC Level 2 qualification in Customer Services
- QFC Level 2 qualification in Retail
- Experience using IT and administration skills at work

Experience
March 2018
Events operations assistant, Flair Events Staffing 
Now in university, I am keen to broaden my experience in the events industry. As an employee of Flair Events Staffing I can work at large events all around the United Kingdom. I have the option to select the events I wish to work at and experience different roles in different venues. I have worked one event so far which was the Anthony Joshua v Joseph Parker at the Principality Stadium, Cardiff. For this event I took my role as bar assistant, which required me to serve customers, use the till, upsell drinks, prepare and serve cocktails and beer and keep the area clean and clear at all times to always ensure it pleasing to the guests. As I had not experienced an event of this scale before, had no previous practical training from Flair Events Staffing and not met any other staff prior to this event, I had to jump in and learn a lot in a very short amount of time. I thoroughly enjoyed this experience and have signed up to events in the near future, from music concerts and festivals to sports events, hospitality work and promotion events. 
November 2017  
Box Office and Steward, Do Not Go Gentle Festival, Swansea   
Since leaving the golf club to study Event Management at university, I have been missing the thrill of working at events. So, I jumped on the first opportunity I had to experience it again. I volunteered at the Do Not Go Gentle Festival 2017 in Swansea. Here I began by stewarding and checking wristbands on the door for an hour, then I was placed in the box office. At the box office I sold wristbands, checked in attendants on the iPad, gave information to guests and performers, and kept in touch with other venues via a handheld radio. I thoroughly enjoyed my time at this event and am seeking more opportunities of new experiences.
May 2014 – October 2017
Clubhouse Assistant, Garnant Golf Club
My role was here primarily customer service. This included serving drinks behind the bar, meeting with customers for function bookings, securing memberships and ensuring all players entering the course have paid the correct green fees.
At the club, we hold a lot of events, functions and private parties. I worked with a small team to ensure all information was collected and correct for each event and I was always ready to help customers prepare for their events whether that be suggesting entertainment or cake suppliers, to helping them decorate the hall before the guests arrive. 
As we were a small team with mostly separate shifts I tended to be behind the bar alone for some of the time, so I was used to and enjoyed busy periods with a smile on my face, ensuring stock levels were up and rotated at the same time as keeping my customers happy. I also adapted for different responsibilities such as overseeing the food hygiene paperwork for the catering department, I attended meetings with my manager once a week where we would fill in the rota together and discuss whether we needed extra staff for any upcoming events, I would then get in contact with our extra staff or volunteers to fill in the spaces in the rota. I did a stock take once a week and ordered from suppliers and I helped keep the whole club to a high standard by cleaning and always ensuring everything from furniture to posters are well presented. 
When I began my employment at Garnant Golf Club, the business had recently been liquidated and members had taken over the lease just four months prior to employing me. I was the first member of staff employed by the committee and with that came responsibility to assist the club to get back on its feet. Looking back, I am proud to have been a part of the journey and to be able to say I contributed to the success it is today. Due to the nature of this job I am a flexible worker and will agree to working some evenings and weekends.
During my time at Garnant Golf I completed two QFC qualifications in customer services and retail. I also attended a day at Pibwrlwyd college to obtain my Food Safety certificate. With me completing this qualification the club was able to register as a catering business. In my first year of overseeing the Food Safety of our catering, we moved from the previous 3 rating to a 4 rating. In my second year, we were proud to achieve a rating of 5 under my leadership of the Food Safety.
February 2009 – September 2009
Retail Assistant, Seconds Ahead, Ammanford
I completed seven months of work experience as part of a Skill Build training programme through Ammanford college at Second’s Ahead. My duties included cash handling, working on the till, stock rotation, welcoming and assisting customers, organizing and ordering stock, taking deliveries, creating window displays, helping in the fitting rooms and general cleaning. Here, I grew as part of the team quickly and was trusted to look after the whole store alone during co-workers breaks or during deliveries taken by a co-worker. As part of Skill build I completed a First Aid course and a GOALS motivational programme.
Hobbies and interests
I enjoy meeting and spending time with people from various backgrounds, cultures and ages. I find that spending time with people who are not too similar to me, or are more successful in their career, helps me grow as a person and in my own aspirations.
During my leisure time, I enjoy spending quality time with my family, exercising, cooking and reading. I like to take time on self-development and set myself goals whether for personal or career reasons. 
References
Tony Falvey, Garnant Golf Club
01269 824121
More references available upon request

Appendix 3 - Cover letter
LC Swansea                                                                                                                                        29 April 2018
Oystermouth Road
Swansea
SA1 3ST
Samantha Winkley
15 Oakfield Road, Twyn, Carmarthenshire, SA18 1JH
07971546692
samanthawinkley1992@gmail.com

Dear Sir/Madame,
My name is Samantha Winkley and I am seeking to apply for roles within the events and leisure industry. I am interested in a position within the LC as the LC Host.
For three and a half years I was involved in hospitality, customer services and events as part of my employment with Garnant Golf Club, and this experience led me to study Events Management at University of Wales Trinity Saint David. I started off with little experience but there was no time to waste, with me working in all parts of the club to assist the members to recover from the previous company’s liquidation. I was quickly largely involved in all sectors, including sales, service, catering, administration, stock supply and online social media marketing among a range of other responsibilities. 
I enjoyed all aspects of my job, with my most satisfying aspect being the ability to provide customers with great experiences. It was a unique experience to work in a members run club, a comforting sense of a home away from home, and getting to know my customers so well in the small business culture. It was a difficult decision to leave Garnant Golf Club and all I have come to know, but ultimately my greatest aspiration was to progress in the events industry, and therefore the decision had to be made to leave and study at university in order to progress in my career.
Since starting university I have developed a higher appreciation for guest experiences than ever before, but also gaining great interest in the marketing and management sides of events. I have learned the importance of keeping myself disciplined and professional, and have become appreciative of the importance of leadership qualities that are important in business. I have gained, and am continuing to gain, more experience in events around Swansea and Cardiff to supplement my learning. I strive to learn more of all aspects of the events industry and am determined to do the best that I can during my time at university, aiming to achieve overall high grades and valuable knowledge and experience.
I am committed to all that I do and pride myself on always giving my best. I believe in empowering people and I am an empathetic, communicative person. I believe motivating a team in a positive environment will encourage better productivity and being adaptable to each team member to bring out their best work, nurturing their abilities to create more leaders and high performers.
Please find enclosed my CV, and my contact details are located at the top of this letter. I look forward to hearing from you.
Sincerely,
Samantha Winkley
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