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Introduction 

The assessment is cantered around my reflection on the entire project journey, from its initial conception to the production and delivery of my promotional video. In this piece, I will discuss what I have learned, areas for improvement, and how the units have contributed to my progress. 
Throughout these units, my focus has been on developing methods to enhance the customer experience and create value through exceptional customer service. I have demonstrated my ability to think creatively, by conceiving and articulating innovative ideas. Additionally, I have applied strategic thinking to develop appropriate strategies and designed a data collection process that has enabled me to generate new concepts. To assist in my note-taking, brainstorming, and problem-solving, I devised a mind map. This tool has proven invaluable in addressing challenging work practices, improving customer experiences, and eliminating barriers. 
Furthermore, I have successfully crafted and recorded an elevated pitch, accompanied by an informative poster. Overall, this assessment will delve into my progress, highlighting the insights gained, areas for improvement, and the valuable contributions of these units to my development.
Section 1: The problem 

After completing unit 1, I was able to identify that customer service is a problem at my workplace. As a manager, having staff with poor customer service can present a myriad of challenges and problems. One of the main issues is the negative impact it can have on the overall reputation of the business. Customer service is often seen as the face of a company, as it is the frontline interaction between customers and the business. When staff members provide poor customer service, it can lead to dissatisfied customers, negative online reviews, and a tarnished brand image. This can result in a loss of customer trust and loyalty, which can be detrimental to the long-term success of the business.
After successfully completing unit 2's diverse research methods and formulating suitable strategies, I have gained the ability to select the optimal approach for conducting my research. Additionally, having gone through the steps of generating ideas and pinpointing solutions, I am now equipped to establish my action plan.
Section 2: Feelings 

This assignment has been one of the few that I grasped quickly compared to the others. Perhaps it was because I had a strong grasp on writing about customer service. Alternatively, it is possible that I have completely misunderstood this assignment, but strangely enough, that misunderstanding has made me feel more at ease throughout the process.
As a manager, I understand the importance of providing exceptional customer service and how it directly impacts the success of the business. Therefore, when I encounter employees who do not meet the expected standards, it can be frustrating and disappointing. I feel let down by my team and question my own ability to hire and train individuals effectively. In addition to frustration, I also experience a sense of responsibility. I recognise that it is my duty to ensure the staff members have the necessary skills and knowledge to deliver excellent customer service.

Having staff members who lack customer service skills can also create a toxic work environment. Poor customer service can lead to increased stress levels for both the staff and the manager. Employees may become frustrated and demotivated, leading to a decrease in productivity and overall job satisfaction.

When it comes to generating fresh solutions and ideas, I typically prefer utilising the 5 why method. However, for this assignment, I found mind mapping to be a more suitable approach. Although I didn't include as much information on customer service as I should have, it allowed me to examine the broader customer experience and understand how various factors contribute to the value beyond just customer service.

To my surprise, I am usually confident when I have a deep understanding of the subject I am discussing. Given that customer service has been a significant aspect of my professional life, I believed I would excel at presenting my poster. However, things didn't go as planned. I tend to speak quickly when nervous, resulting in a loss of coherence and occasional word mix-ups. Moving forward, I will actively seek strategies to enhance my confidence during future presentations.
Section 3: Evaluation

Based on my personal experience and research, I designed a questionnaire to gather customer feedback on various aspects. After performing diverse quantitative analyses in unit 1, I collected the data. To ensure comprehensive insights, I incorporated both quantitative and qualitative elements in the questionnaire. This approach allowed customers to provide numerical ratings as well as express their opinions through open-ended questions, enabling them to articulate their preferences and concerns regarding the pub. Assembling the questionnaire was a fulfilling task that I genuinely enjoyed as part of this assignment.
I found the evaluation phase of the assignment to be enjoyable. It is satisfying for me to observe the outcomes, identify any issues or obstacles, and discover suggestions that I may have overlooked. By utilising the mind map, I was able to explore additional avenues for enhancing the customer experience, rather than solely concentrating on customer service.
The poster I have designed serves as a representation of the insights gathered from my mind map. It will be displayed for both staff and customers to observe, acting as a reminder of the pub's objectives. Its aim is to inspire and motivate the staff while also encouraging customers to share their feedback, suggestions, or complaints. By doing so, we hope to enhance the overall experience and create value for everyone involved.

Section 4: Analysis

By successfully completing unit 4, "organising qualitative data," I have gained valuable skills in collecting data from my questionnaires and identifying potential solutions to enhance the issue at hand.
I had confidence in this part because I knew many of my customers would participate in answering my questionnaire. However, I was unsure about the potential bias in their answers. Fortunately, I felt relieved when I discovered that their responses were insightful, enabling me to develop practical solutions.
Section 4: Conclusion 

The Gibbs model of reflection, helped me reflect on my current and future assignments. I used Unit 2 to conduct research, develop strategies, and find solutions. Creating a mind map and a questionnaire to gather information, which helped me determine what is needed to create value in the customer experience. I plan to incorporate more details in future assignments and will benefit from reviewing these unit again.
  
Section 5: Action plan
 
Assess the current skill level of the staff. This can be done through observation, feedback from customers, and performance evaluations. 
Comprehensive training program will be developed. Focussing on various aspects of customer service, including effective communication, conflict resolution, and problem-solving skills. Providing both theoretical knowledge and practical training to enhance the staff's understanding and application of these skills. 
Regular meetings and open communication channels will be established to address any concerns or questions that may arise during the training process. 
Provision of ongoing support and reinforcement by regular coaching sessions, refresher courses, and continuous feedback.
Incorporating real-life scenarios and role-playing exercises into the training program.
Regular evaluation and assessment of the staff's progress are crucial to measure the effectiveness of the action plan. This can be done through customer feedback, secret shopper programs, or internal evaluations. 
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