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SCRIPT
Intro: Hi, I am Karina Cretu an International Travel and Tourism Management student at University of Wales Trinity Saint David’s. I've had the amazing chance to finish my industry placement at Swansea Arena, one of Wales' top entertainment and event venues, over the past year. I'll take you through my experience, important projects, and developed skills in this brief video, all of which have influenced the direction of my future work in in the travel & tourism industry.



Placement Overview: 

My role at Swansea Arena was being a Wayfinder and merchandiser assistant. It was my responsibility to facilitate customer flow throughout the arena. This required directing visitors to the appropriate entrances, facilities, and seating places, maintaining a clear and secure crowd flow, and preparing the space to maximise accessibility and enhance the overall visitor experience.
 
I gained practical experience in real-life operations and an in-depth knowledge of how various teams work together to deliver flawless events by working in a variety of departments, including front of house, hospitality services, merchandise operations, and events coordination.I made contributions to a number of events, such as 4theRegion, Dancing Through the Decades, the House Party, and the Green Conference.  
 
Every event needed a different strategy for crowd control and wayfinding. I used planning, adaptability, and customer service to satisfy the demands of various customers.  For example, the House Party required managing an energetic crowd flow and had to facilitate quick navigation for a range of age groups. Another example for the 4theRegion I also had to support diverse attendees throughout areas and programs while maintaining a professional tone.  
 
To ensure safety and preserve a positive atmosphere, I handled difficult guest interactions including those involving intoxicated guests by staying composed, communicating clearly, and following the venue protocols. I also asked for help when I needed it.
We held debriefing sessions to talk about what went well and what could have been improved, as well as discussions to decide on roles and safe and healthy protocols. This provides a deeper understanding of additional industry procedures which ensure the success of the events and talking about areas for improvement helps me grasp what may be more effective and beneficial for this industry, enhancing my knowledge.

Skills gained and applied:
I gained important industry skills from this placement, such as decision-making, clear communication, and guest-centric problem-solving, which are necessary for success in real-world settings. 
I was able to improve my problem-solving, teamwork, and practical thinking skills because of my role.  
Using Kolb's Experiential Learning Cycle, I gained knowledge by actively participating in events, thinking back on challenges, and changing my approach for new situations.
Responding to visitor enquiries, frequently under pressure, I enhanced my communication and customer service abilities.

Academic Learning in Action:
My attitude was directly influenced by what I learnt in university. For example, I was able to evaluate and enhance service quality by using the SERVQUAL model. I was able to pinpoint parts where visitors encountered difficulties by using customer journey mapping. I applied these realisations to make useful service recommendations that improved overall consistency, flow, and visitor satisfaction.
 
I continuously improved my problem-solving and emotional intelligence skills by using Gibbs' Reflective Cycle to reflect on challenges, like handling complaints.
 
 
For instance, I used customer journey mapping to give visitors clear directions, answer their questions, and give them direct spoken guidance so they could confidently explore the space. To help with real-time visitor flow and ensure a seamless transition between sessions, I was positioned at high-traffic areas, such as entrances and intersections.
 
Following each event, I assessed what went well, what needed to be improved, and how to adjust using Gibbs' Reflective Cycle, a procedure that enabled me to advance swiftly and self-assuredly in my position.


Reflection and Personal growth:
Completing placement has been life changing. I'm now more confident in myself, tough, and determined. I discovered how crucial adaptability and proactive communication are, particularly in a fast-paced, customer-focused setting. 
 
My love for hospitality, entertainment tourism, and event planning was enhanced by my placement. Additionally, it provided me with the confidence and useful abilities I needed to take on greater responsibility in my next Level 5 placement.
 
This placement challenged me to advance both professionally and personally. I've improved my ability to lead minor activities, grown confident in high-pressure situations, and become more flexible when plans change last minute. 
 
Participating in such diverse events allowed me to see the entire range of company offerings, from immersive live entertainment to sustainable conferences. I now see that I work best in creative, fast-paced settings where guest experience and operations combine.
Career Aspirations :
I'm now looking for a Level 5 placement in live entertainment, venue management, or event operations. I can't wait to expand on this experience, add to creative teams, and keep learning in this exciting field. 
I appreciate you following my adventure at Swansea Arena. I'm excited about upcoming opportunities to contribute my enthusiasm, creativity, and knowledge.










