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	Description: I worked as a receptionist and front desk at Hotel Ibis Budget Newport which is one of the most famous hotels in Newport. Thus, to describe my experience of working as a receptionist in the hotel at the front desk, I had different roles and responsibilities that I needed to undertake. One of my first responsibilities as a receptionist was to give them a warm welcome at the front desk to enhance the experience of the customer. However, while working as a receptionist, I also faced different challenges which somehow impacted my morale and productivity. One of the challenges was that I had to manage a large number of customers at the front desk as well as the number of calls from customers to resolve their queries (The University of Edinburgh, 2020).  
Feelings: While working as a receptionist at the front desk of the Hotel Ibis Budget Newport, I came to experience several feelings during my experience. At first, I was kind of nervous as I did not have enough experience of working as a receptionist in such a big hotel. However, when I started working as a receptionist, I was overwhelmed with the support provided by the senior and other employees of the Hotel. I was also able to communicate with guests in an effective manner which developed a positive sense in me and understand their emotions. However, I sometimes also felt frustrated as I had to manage a large number of calls and guests which also resulted in impacting my overall productivity because of my frustration (Study Prism, 2023). 
Evaluation: To evaluate my experience of working as a receptionist at the front desk of the Hotel Ibis Budget Newport, several areas went well and some areas did not go well. Thus, to describe the things that went well, I was able to adapt to the work environment effectively because of my excellent adaptability skills. Additionally, I was also able to work with the team effectively because of my excellent teamwork skills which I developed during my time in university.  However, I lacked customer service skills because of me not have enough experience in this area which impacted the customer experience in a few aspects. Additionally, I was also not able to manage time effectively which created work pressure as I sometimes had to manage a large number of tasks because of my lack of time management skills (The University of Edinburgh, 2020). 
Analysis: There were a few things well and did not go well during my experience of working as a receptionist at the front desk at the Hotel Ibis Budget Newport. One of the few things that went well was that I was able to adapt to the work environment of the hotel because of my excellent adaptability skills. Additionally, the senior manager and other staff also provided support which helped me to adapt to the new working environment excellently. In addition, I also had an experience of working in a team which also helped me to collaborate with the staff of the organization in an excellent manner which contributed to enhancing my productivity. However, I did not have any experience managing customers which acted as one of the negative aspects of my experience. Additionally, I was not able to handle work pressure which also created time constraints and acted as a negative aspect of working as a receptionist in the Hotel Ibis Budget Newport (Study Prism, 2023).
Conclusion: From the experience of working as a receptionist at the front desk of the Hotel Ibis Budget Newport, I can conclude different things that can help me in similar experiences in the future. While working as a receptionist, I came to know the importance of time management skills as it can help me to manage time effectively while also handling work pressure. Thus, I need to develop time management skills which can help me to manage time effectively in a similar future experience. Additionally, I also came to know that I need to develop customer service skills which is also one of the important skills that can help me gain a better understanding of customers in the hospitality industry and provide excellent customer experience (The University of Edinburgh, 2020). 
Action Plan: Based on what I have learned from the experience of working as a receptionist in the Hotel Ibis Budget Newport, I came to know that I have to develop time management skills and customer service skills as it can help me to do better in a similar future experience. Thus, to develop my time management skills, I will prioritize my tasks and set reminders which can help me to complete the task before the deadline and reduce the work pressure. Additionally, I will also take online courses on how to develop customer service skills which can help me to provide excellent customer service and enhance their experience (Study Prism, 2023). 


 


	

Component Two
Contribution to Overall Model Assessment: 25%

	Tripadvisor Review Response

	From the review seen below, it can be seen that the Hotel Ibis Budget Newport is value for money as the service provided by the hotel is more than satisfactory for the paid price. Additionally, the staff of the Hotel Ibis Budget Newport is also helpful and staff friendly which can enhance the customer satisfaction level. Additionally, the guest has also described every stay as “FAULTLESS” which determines the consistent quality provided by the hotel as the hotel provides high-quality service from the check-in stage to check-out to influence customer experience and future buying decisions. Additionally, the reviewer also described the location of the Hotel Ibis Budget Newport as the hotel gives easy access to Magor, Carleon, Cardiff, and Newport valleys which allows the visitors to enjoy and explore the local areas. Furthermore, the guest has also described the dining service as excellent as the hotel provides an amazing continental breakfast which includes freshly baked croissants. Thus, the guests can enjoy an excellent service provided by the hotel at a reasonable price which can enhance their hotel experience.  

	Screenshot of referenced Trip Advisor review used: 



	Letter of complaint response 

	From the complaint received by the hotel sent by the client who stayed in room number 330, it can be seen that there were various problems in the room which impacted the experience of the client during her stay in the hotel. One of the reasons that the client complained was because of her disappointment with the cleanliness of the room as the room was extremely dirty. Furthermore, the Wi-Fi service provided by the hotel was also unreliable and slow speed which hindered her work during her stay in the hotel. In addition, she also faced disruption because of excessive noise levels which demonstrated the customer service of the client during her stay. Thus, to address the concerns which are raised by the complaint from the client who stayed in room 330, the hotel can take different steps and develop different skills and problem-solving abilities that can address the challenges and provide excellent customer service skills. Thus, to address the concern raised by the complaint of the client, the ownership of the hotel needs to develop customer service skills by providing training and development programs to its staff. The hotel providing this training and development program can help the company to provide excellent customer service while also handling the complaints of the client professionally. Additionally, the staff also needs to develop communication skills which can help the staff of the hotel to make effective and clear communication, understand the concerns of the customer, and resolve the complaints of the clients (Schlitz, 2023). 
The client who stayed in room number 330 also complained regarding the quality of the service provided by the company. Thus, the staff and ownership of the Hotel Ibis Budget Newport also need to develop quality assurance skills as it can contribute to conducting regular quality checks and audits of each room regarding maintenance and cleanliness. This is one of the effective approaches to minimize the concern raised by the client as it can help the hotel to prevent issues such as dirty bedsheets and floors and enhance the stay of the client in the hotel. Furthermore, the Hotel Ibis Budget Newport also needs to employ their staff with technical skills to handle different technical issues such as slow Wi-Fi connection. It is because the client also complained about the slow internet and unreliable internet which also impacted her experience during her stay. Thus, employing technical skills can contribute to undertaking regular updates and maintenance of the technical infrastructure of the hotel and avoid such issues in the future. Additionally, the staff also needs to have effective negotiation skills as cases like the client who stayed in room 330 can occur and excellent negotiation skills can bring resolution to some cases by providing discounts or free service. This can contribute to upgrading as goodwill of the company and enhance brand reputation. Additionally, the leaders of the hotel also need to change the infrastructure of the hotel to reduce the issues of noise pollution as the client also faces loud conversation (Schlitz, 2023). 



 

Component Three:
	Key Skills 1- Customer Service Skills

	Customer service skills can be defined as the traits and practices that allow the staff of the company to understand and gain access to the needs of the customers to meet their needs and provide an excellent customer experience (Coursera, 2023). Thus, customer service skills are one of the important skills within the hospitality industry as they provide the traits to the staff of the industry to listen actively and understand the needs of the customer. Thus, having an excellent customer service skill can help the staff of the hospitality industry to understand the needs while also providing an excellent customer experience which can create a sense of feeling valued, cared and respected during their experience of using the service. Additionally, customer service skills can also contribute to enhancing communication effectively which can help the staff to communicate clearly. Thus, customer service skills also contribute to communicating effectively and solving the queries of the customer in an effective manner which can also contribute to enhancing the brand reputation because of quality customer service. Thus, excellent customer service skills and a brand reputation can help the hospitality industry to attract the customer while also retaining its excellent customers which can enhance the sales of the industry and gain a competitive advantage. Customer service skills are also important as they allow the hospitality industry to solve problems effectively and resolve the queries and feedback of the customer to provide excellent customer experience and service. Thus, the hospitality industry needs to focus on customer service skills as it can provide numerous benefits (Bronotte, 2020). 

	Key Skills 2- Communication Skills

	Communication skills can be defined as the ability of the individual which allows them to give and receive various kinds of information effectively and efficiently express ideas. Communication skills are also one of the crucial skills within the hospitality industry as they can have a huge contribution in achieving the goals and objectives of the industry. The hospitality industry fostering effective communication can contribute to building a strong relationship with its customers. Additionally, effective communication skills also contribute to building trust and understanding within the customers and the industry which can also have a huge contribution in retaining the customers and influencing their purchasing decisions. In addition, communication skills also contribute to fostering the culture of a positive working environment where the team will be able to collaborate and coordinate effectively. This contributes to enhancing the overall productivity of the industry while also providing better service to its customers to meet their needs and enhance their experience and satisfaction. Effective communication skills can also help the hospitality industry to promote understanding and inclusion as it will allow the staff of the industry to use the right words and body language to provide excellent customer service. Thus, the company will be able to communicate in both verbal and non-verbal communication which can ensure smooth operation while also solving different problems raised within the business operation (Petty, 2023). Thus, these are some of the factors which make communication skills important within the hospitality industry. 

	Key Skills 3- Organisational Skills

	Organizational skills can be defined as the skills that provide competencies to prioritize, order, and structure tasks to remain systematic and effective within the workplace and enhance overall productivity to achieve shared goals and objectives. Thus, organizational skills are also crucial skills within the hospitality industry as they provide the ability to stay focused and prioritize tasks to achieve goals and objectives. It is one of the important skills as it allows the staff of the hospitality industry to manage their time effectively which is crucial to become organised. Thus, the hospitality industry will be able to manage time effectively which can boost the overall productivity of the industry. In addition, an effective organizational skill also contributes to maintaining different tasks in an effective manner which includes scheduling work, and managing teams as well as financial tasks and suppliers. Thus, the hospitality industry managing this task effectively can have a huge contribution in enhancing the overall productivity of the industry while also meeting the expectations of customers to boost their satisfaction and experience. In addition, organizational skills can also contribute to providing excellent customer service as it can help the hospitality industry to enhance the quality of the service from check-in to check-out which can influence future purchasing decisions. Thus, effective organizational skills can also help the company retain more customers and boost its sales to gain a competitive advantage in a highly competitive market (Giannotti, 2024). 

	Key Skills 4- Problem-Solving Skills

	Problem-solving skills can be defined as the attributes and ability that allow one to handle unexpected and difficult situations effectively to overcome the challenges and conflicts within the workplace. Problem-solving skills are also crucial skills within the hospitality industry as they allow the industry to identify and analyze the pain points and mitigate the pain points of the customer to provide an excellent customer experience. Problem-solving skills can also help the hospitality industry develop a plan of action to overcome the problems faced by the clients and address the issues. Additionally, it can also help the industry resolve the challenges, problems, and conflicts within the workplace effectively and foster a culture of quality assurance. Thus, it can help the hospitality industry to improve its business operation and provide excellent service to its customers by analyzing different problems and addressing those problems. Hence, problem-solving skills can act as one of the effective skills within the hospitality industry as it can have a huge contribution to enhancing the guest experience by resolving their queries and providing excellent customer service (Fernan and Filbert, 2024). 
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