[image: ]
BMGM4003- Customer experience and service skills LEVEL 4 – Reflective portfolio (1500 words)
	Student Name
	Stefan Gheorghe

	Student ID Number
	

	Lecturer Name
	Jayne Griffith Parry 




	Section 1
	Key skills of: Understanding the importance of maximising a positive customer experience, valuing the importance of the guests within the service experience.



	

[bookmark: _GoBack]Over time, the dimension of business changed from barter system to digital commerce. Business is no longer just business. To ensure the sustainability of the market, decision makers need to look closely at customer experience and customer satisfaction. It plays an important role in the service sector, especially in restaurants, transportation companies, hotels and similar businesses.  Providing a great customer experience is critical to any business. The better the customer experience, the more unique and positive reviews we get, while reducing the friction from customer complaints and returns. A great customer experience is no coincidence, it's a vision to get there. and planning. A good customer experience strategy builds a customer experience view from a human-centric approach to design. Customer Experience aims to reduce customer friction throughout the lifecycle. It helps guide the organization and leadership in terms of vision, goals, priorities and roadmaps to improve customer experience and ultimate business outcomes. Restaurant owners and managers must have a clear understanding of their customers' needs, perceptions and desires in order to attract and retain them. Because it is the customer who chooses to be there, which makes the restaurant industry more competitive. Skills is key to understanding the importance of maximizing positive customer experiences. Because skills allow companies to deliver what customers expect. With the right skills, you can anticipate your needs and serve accordingly. Great customer service also ensures that every customer interaction is enjoyable and satisfying. Learning this customer satisfaction measurement skill will give me the confidence to achieve my future aspirations and goals. I plan to work with restaurants to understand how to properly manage them and how to immerse themselves in their actual and potential customers. During my placement at the restaurant, I contributed to all the missions that exist in the field. During this time, I have learned that customer satisfaction is very important and that everything must be done to bring it back to them. The most important things that I will consider in a proper future are respecting customers, being proactive, smiling at them and serving them in the right way.
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	https://www.digitalmarketingcommunity.com/indicators/improving-customer-experience-tactics-2019/
Bodine Kerry (2013), “The Customer Experience Ecosystem,” research report, Forrester Research.
Google Scholar
Meyer, C. and Schwager, A., (2007). Understanding customer experience. Harvard business review, 85(2), p.116.








	Section 2
	Evaluate the range of service skills and the provision of these within the everchanging environment of service in restaurants and how to achieve service excellence 

	
Excellent service lets customers know they are appreciated and understood. The ability to deliver that luxurious and desirable experience can encourage those customers to return, thereby attracting new customers and creating a favourable reputation. The customer experience begins as soon as the customer enters the restaurant. Greet customers enthusiastically as soon as they enter the building. You can ask questions while guiding them to their table. If they had a good day or have a specific reason to eat out. Once at the table, many guests appreciate this friendliness. Small gestures like this show customer that the staff cares about a positive dining experience. Part of good customer service is interacting with customers often. Check on customers regularly, ask if they need drink refills, additional utensils or condiments, and let them know the status of their orders. Let them know that you are doing your best to make this a special dining experience for them. My personal opinion is that it is important to clearly understand the needs and desires of the client. Continuous learning and keeping up with industry trends is essential to being able to deliver the best possible customer experience. Apart from that, I learned that other skills are very necessary for restaurant success, such as:  product knowledge, problem solving skills, adaptability, authenticity, trust and effective listening skills (Scout, 2022). These skills have proven to be essential to gaining an edge in the restaurant service business.











	Reference list (minimum of 3 please) – please use Harvard refencing system

	Abrar, A. (2016) Top 7 challenges encountered by a growing Service Management Business. Available at: https://www.servicetrackersystems.com/top-7-problems-encountered-by-a-growing-service-business/
https://www.indeed.com/career-advice/career-development/examples-of-good-customer-service-in-restaurant
The Restaurant Times (2022) Effective strategies to improve your restaurant service and provide a stellar guest experience - a 2022 guide, The Restaurant Times. Available at: https://www.posist.com/restaurant-times/restro-gyaan/ways-to-improve-restaurant-service.html (Accessed: December 9, 2022). 








	Section 3
	Organisational Issues: 
Service Skill Requirements and Operational Issues- Operational systems for resource co-ordination, specific service skills. Changing industry, consumer demands, training initiatives food hygiene, requirements, menu planning, legislation, cultural influences, performance measures, verification, and grading. Social media influences (TripAdvisor) and digital management responses.

	
The primary goal of food safety is to protect food consumers from food-borne illnesses and food consumption-related injuries. Food poisoning is a major threat to the food business, affecting everyone around the world due to poor food safety. A good restaurant should offer its customers a high level of service, quality and facilities. There are very important characteristics that distinguish good restaurants. Such traits lead to good restaurants, keep customers happy, and force them to choose the same restaurant next time. It shows an opinion about what it should look like. The following points list the opinions of each individual. 
Cleanliness: a good restaurant should always be clean, especially during business hours when guests are present. This includes the front and serving areas where guests eat, as well as areas not visible to guests, such as the kitchen.
 Service: a good restaurant will always provide excellent service to its customers, as it is very important that many customers come back. 
Pricing: a good restaurant should also set prices according to the type of food and the level of service it provides. Too high a price will make customers uncomfortable, they are very wary of the quality of the food. These things can make customers think many times before coming back.
During this placement phase, I learned some basic skills that are very useful in providing god customer experience. Advanced thinking and predictive skills help determine future demand and customer needs. This requires planning maintenance skills, as not all staff need to be on duty at all times and resources are limited. Another important challenge is the effective use of social media and digital marketing tools to generate demand. So, I learned about some new skills like video production, social media content, and selling digital products for restaurant business.
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	"Food Service Industry". USDA Economic Research Service. Retrieved 27 August 2015.
Hand, R. (2021) What is Demand Forecasting? Importance and Benefits of Forecasting Customer Demand. Available at: https://www.shipbob.com/blog/demand-forecasting/






	Section 4
	Introductory service skills, setting up table mise en place. In service table service, carrying plates, replacement of cutlery, condiment offer, check back. Clearing and re-lay.



	One of the most important duties of a restaurant worker is to prepare the restaurant for service. Includes daily cleanliness of furniture, inventory and equipment, including pantries and auxiliary areas such as pantries. This is often referred to as “Ménage”. This is mise-en-place and mise-en-scène. Mise-en-Scène means to arrange the stage or atmosphere of a restaurant. In restaurants, as in kitchens, equipment or groceries that are pre-cooked for serving are called "mise en place," which means "to put in their place." Therefore, the preparation itself is called "performing mise-en-scène" in restaurant jargon. Unlike counter service, where customers order and pick up food from a fixed location, venues that offer table service only increase interaction between customers and waiters. This often results in a more personalized dining experience and increased customer satisfaction when done right. Servers should take care to carry plates safely and efficiently. Cutlery exchange is another important part of table service. To ensure safety, it is important to ensure that all cutlery is clean and in good condition before placing it on the table. Providing condiments for guests is also important. One very interesting thing that I learned is that in any restaurant business, certain skills such as friendliness, digital facilities and hygiene are mandatory. The customer requires a proactive approach from the service provider. How the table is set up is important because it affects three things: It lets people know what you think is important enough to make extra effort for them. Influences the appearance of the food served.
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