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LEVEL 4 – Student Journal (750 words)

You are required to complete a journal entry to capture the learning experience and knowledge you have acquiring during your time in placement. 

Use a model of reflection: Gibbs Model of Reflection is recommended.

Consider the following. What was the topic and what have you learnt? Provide a brief summary. What new skills / knowledge have you acquired? How will you apply your knowledge in the future? What are your personal reflections on the subject? Why is this topic important within the industry? Provide evidence of further reading. Include a minimum of 5 references.

	Student Name: Abdul Shohid

Student Number: 2110103

	Module: Food and Beverage Operations

Lecturer: Laurence Blake



	Topic of Choice: 
	



	
Gibbs (1988)

Description 
An area in which enhances the guest experience in the hotel industry is by providing excellent food and customer service (BCU, 2018). During my placement, I was allocated four weeks in front of house which included serving customers food and beverages and working alongside the kitchen staff. My role consisted of taking customer orders, relaying it to the kitchen staff and then serving it to the customers. Part of my role also included managing customer complaints for different reasons, for example, delayed food, service quality, food quality and other general complaints. I also worked within the kitchen supporting the chef with cooking and plating the food. 

Feelings 
Although I felt confident in my customer service skills because of my previous experience, I also felt overwhelmed due to the lack of staff being present to support me. This was a new environment for me, so I felt like I was being thrown into this. The fast-paced nature of this had often made me feel stressed and overwhelmed and I felt very tired after dinner service was over. Reflecting on this experience makes me feel more confident going into future services where I may be expected to handle dinner services independently. 

Evaluation 
What I did well during these shifts, included using my customer service skills and also the ability to multitask through serving multiple customers at once, cleaning tables and processing payments. This was also reinforced by feedback that I had received from both customers and the staff. I was also able to use my initiative in managing customer complaints appropriately, for example, by apologising to customers and offering them free drinks. 
Before attending placement, I prepared myself by completing training on food safety and hygiene, which has supported my understanding of the importance of strictly following measures to prevent food poisoning such as knowing the difference between best before and use by dates as it affects the growth of bacteria in food especially if stored for too long (FSA, 2021). As well as the importance of good personal hygiene, as contaminated hands is the most common way to transfer bacteria, for example, food and work surfaces (FSA, 2018).
Whilst working in the kitchen, I used my team working skills which allowed the chef to trust me in handling the plating or pass on tasks she felt that she could delegate to me.
One of the few things I could have improved on was my preparedness when processing payment for customers, as this included the use of a key card which only staff members had access to, therefore slowing the service down. 
An area in which I can improve in is being more confident in asking for more support when I feel more overwhelmed and stressed in busy situations. 

Analysis
When I worked within a team, services ran more smoothly as our roles were allocated to us and we were able to get help from each other if needed. However, to better improve this I can be more proactive in asking for opportunities to observe staff in their different roles.
However, on shifts where there were lack of staff, I found myself taking on multiple roles with no support. 
This then later allowed me to gain confidence in my abilities in delegating tasks to different co-workers and building on my team working skills. 

Conclusion 
What I have learnt from this, is how to communicate with customers about different food and drinks options as well as how to work with people from different cultures. I have developed my knowledge about the food and drink items on the menu. I learnt how to manage feedback or complaints about the food service and how to manage their feelings.

Action plan
In the future when working in food and beverages I will make sure to set objectives and targets with my mentor to ensure that I am working within my limits of my knowledge and skills whilst taking responsibility for my learning as a student. I will work on familiarising myself with the items on the menu before serving customers during the placement to ensure good customer service allowing me to answer any questions or queries raised by customers. To further support me in working within this sector on placement, is ensuring that I am up to date with the online learning and completing learning required prior to placement in a timely manner (Martin and Bolliger, 2018).
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