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1. [bookmark: _heading=h.gjdgxs]Overview of Company
In Newport, Wales, the Coldra Court Hotel is a well-known lodging establishment. Celtic Collection (Coldra Court Hotel, 2023) includes it. It provides a wonderful and pleasant stay, with tastefully furnished rooms, contemporary conveniences, and attentive services. Due to its picturesque location, it provides guests with a pleasant experience by providing as a great starting place for exploring Newport and the nearby attractions. Additionally, visitors check in and out, enquire about services, and receive assistance from hotel staff at the hotel's main entry.
2. Project Aim
The project's objective is to assess the customer service issues that Coldra Court Hotel staff from Newport, encounter.
3. Project Objectives
To identify customer service problems encountered by Coldra Court Hotel reception staff; to assess the reception staff's lack of expertise in resolving the problems; and to offer actions for the hotel to boost reception efficiency.
[bookmark: _heading=h.3znysh7]4. Rationale
Customers at the Coldra Court Hotel have a serious problem with the high nightly parking fee, and there are various explanations for why this is the case. Parking costs £8.50 per night (Coldra Court Hotel, 2023). First of all, making guests pay a hefty parking cost could make them feel bothered and financially burdened. Visitors who arrive by vehicle anticipate a certain level of comfort and value from their accommodations. The extra cost of parking can detract from their whole experience, making the hotel seem less hospitable and alluring in comparison to comparable places that provide free or inexpensive parking choices. Furthermore, large parking fees may be seen as unreasonable or unfair, especially when the total cost of the hotel is considered. Therefore, it is essential to do research on customer service issues connected to the expensive overnight parking at a hotel. The researcher will gain additional insight into how parking prices impact patron happiness and their overall experience. By considering customer concerns while deciding on pricing policies, the hotel may be able to provide more affordable or practical parking choices. There are numerous other justifications for researching hotel customer service issues. Resolving customer service issues can help the hotel's reputation and bring in more guests, which will increase revenue. The project's objective is to evaluate customer service challenges that staff members encounter at the front desk reception in order to pinpoint specific issues.
[bookmark: _heading=h.2et92p0]5. Literature Research 
[bookmark: _heading=h.tyjcwt]5.1 Consumer Service Issues Faced by Reception Employees
According to Belias, Mantas and Tsiotas (2019), in hotel reception staff members are essential to providing customers with high quality services. As frontline employees, they handle a variety of customer service issues and guarantee that visitors are happy. However, one of the biggest problems front desk personnel have been handling customer complaints. There are issues with the facilities' cleanliness, the rooms' cleanliness, parking issues, and other subpar services. Since front desk staff members usually deal with these problems initially, they must be excellent communicators and problem solvers to handle them effectively. Controlling guest expectations could be difficult for receptionists. Due to the diversity of demands and preferences that customers bring to hotels, meeting these expectations may be difficult. The front desk employees should provide each customer with outstanding, customised service while also considering their preferences for rooms and special requests. Failure to live up to expectations may lead to poor customer reviews and unsatisfied customers.
According to Lagiewski and Perotti (2023), Parking fees are one of the customer service issues that hotel reception staff frequently handle. Customers sometimes complain about parking fees because of their high costs, hazy restrictions, or unexpected charges. The front desk employees must promptly address these issues, fully explain parking fees, and settle any disagreements or complaints over parking charges in order to increase client satisfaction and reduce any negative experiences. (Vujić, Sekulić and Cvijanović, 2020).
[bookmark: _heading=h.3dy6vkm]5.2 Skills Required among Hotel Organisation’s Front Office Employees
According to Ekhsan et al. (2020), hotel front desk personnel are required to possess a diverse set of skills in order to effectively carry out their multifaceted responsibilities. Considering the close interaction that front desk staff members have with visitors, they need to possess exceptional interpersonal skills. People who work in the hospitality industry must maintain a professional demeanour at all times while also being approachable and sensitive to the demands of the clients. The benefit of front desk staff who can interact well with customers and coworkers cannot be overstated. To efficiently manage customer contacts, reservation scheduling, and document processing, front desk staff must be multitasking and organised. Front desk personnel are required to possess the ability to engage in quick thinking and promptly resolve complex situations or customer grievances (Shin, Perdue and Kang, 2019). For many service-oriented jobs, such as making reservations, entering data, and managing finances, attention to detail is an essential ability. The hotel sector, which is always evolving to meet the demands of its clientele, places a premium on the ability to quickly adapt and make accommodations to unexpected conditions. Front desk personnel are required to exhibit adaptability and maintain their service standards in response to changing circumstances (Olimovich, Bakhtiyorovich and Salimovna, 2020).
[bookmark: _heading=h.1t3h5sf]5.3 Effective Steps for the Hotels to Increase Efficiency of Front Office Employees to Address these Consumer Service Issues
According to Belias, Mantas and Tsiotas (2019), the following are some proven strategies that hotels may use to improve the effectiveness of their front desk staff in responding to guests' service requests. Giving front desk staff members training and career development opportunities to help them develop the key skills needed to do their jobs successfully. Skills like problem-solving, organisation, attention to detail, and outstanding communication are examples (Simbine and Tukamushaba, 2020). Property management systems (PMS) and customer relationship management (CRM) software may help with reservation administration, check-ins, and check-outs (Mahafzah et al., 2020). Through the use of automation and digitalization of processes, manual labour can be decreased while production can be raised. concentrating all of their efforts on increasing sales and clientele. Additionally, front desk staff should receive training on procedures and case studies to assist them in offering extra services, room upgrades, and amenities to boost visitor happiness and hotel revenue. The hotel business is always changing, and one way to stay ahead of the competition is to upsell guests at the front desk (Bardi, 2021).

[bookmark: _heading=h.4d34og8]6. Benefit 
Selection of Methodology
The HR manager of Coldra Court Hotel will be the subject of an interview by the researcher to get qualitative information regarding the customer service difficulties. The primary method for gathering data that provides a thorough understanding of the needs and preferences of the target audience is the interview. Such information can be utilised to pinpoint areas that need improvement, bolster employee training programmes, and create effective HR strategies in order to properly tackle customer service concerns. The researcher will need supplies like paper for documentation, laptops, pen drives, and so forth.
Timescale
	Task
	W1
	W2
	W3
	W4
	W5
	W6
	W7
	W8
	W9
	W10

	Setting aim and objectives, and methodology
	
	
	
	
	
	
	
	
	
	

	Conducting background study from literary sources
	
	
	
	
	
	
	
	
	
	

	Primary data collection and interpretation
	
	
	
	
	
	
	
	
	
	

	Analysing data 
	
	
	
	
	
	
	
	
	
	

	Developing conclusion and recommendations
	
	
	
	
	
	
	
	
	
	


Benefits
Benefits 1: The HR manager can give an in-depth explanation of the company's customer service strategy, guidelines, and practises (Johnson, Stone and Lukaszewski, 2020). This knowledge makes it easier to identify possible areas of weakness or growth.  
Benefit 2: The HR manager can provide information on staff development initiatives such as soft skill development and customer service training programmes (Hewagama et al., 2019). This information may be crucial for identifying training needs and assessing the effectiveness of various training methods.
Benefit 3: The HR manager can share information about employee engagement, satisfaction, as well as potential difficulties encountered by front-desk office staff (Kedziora et al., 2021). Understanding these factors makes it easier to create plans to raise staff morale and address any underlying issues that may be affecting the calibre of customer care.
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