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Introduction:
I will be creating a reflective portfolio consisting about my learning experience and progress in developing the skills which are required to meet the learning outcome. With all my current experience and the 3 years Gastronomy degree I will try to develop in a higher position as well as that learn new skills in the future with the help and support of my placement. 

Element 1: First Impression
I believe first impression as a positive way is an important start in building a great relationship with any type of customers. It can be done several ways such as over the phone, in person or video call etc. How your employees greet customers can have a significant effect on business.

Greeting customers promptly and attentively, using their names if possible, and addressing them with respect is essential for making a good first impression. A good greeting also helps customers feel more welcome and ease at your restaurant. Some common ways of greeting properly to a customer will be by smiling and keeping eye contact. 
I did research on bar and restaurant site and found it very useful with the importance of first impression as lot of knowledge is available on this site. 

At Kalimirch I believe they always want every customer to feel more welcome and to do that they encourage all staffs to be very friendly and approach customers properly from start to finish.

I always give my level best to customers when they come into kalimirch. I make sure they feel more welcomed as that way the customer will be more open and comfortable to come and visit us on a regular basis.

At Kalimirch around after a month of working in the kitchen I was told to help at the front by greeting and taking of the customer as they had less staffs working at the front
 on that day. I was panicking a bit as it was my first time working at the front dealing with customers via phone and in person but after few hours of dealing with customers via phone and in person, I felt a bit relaxed, and it was not as bad as I thought. 

I had an incident where a customer came into kalimirch I was on my own at the front and as the customer came in I straightaway smiled and greeted the customer and the response I got from the customer was also good because he was a regular customer and straightaway he asked me am I knew to the business as he didn't see me before therefore I laughed and responded saying I'm not new I normal work in the kitchen but just helping out at the front. In my head I'm thinking may be the customer is more use to seeing same faces, but I will give my 100% to help him out. 

So, I asked the customer what you would like to order, and he tried to trick me and said can you recommend a special dish of kalimirch so I gave him one of our popular chicken jalfaizie dish as a recommendation with mild spice and some sides and nan to go with it. The customer was happy to order and with that he had also ordered his normal things as well. I was very eased and excited as the customer agreed and accepted to order my recommended dish which made me feel prouder.
In future if I was to improve on that I would have more conversation with the customer ask him what types of food he likes so more likely do more need find of customers choice and then recommend it more to his needs. As I was new to the business, I need to learn more about dishes and the type of dishes that are available which will help me when recommending. Overall, for the first time of working at the front of Kalimirch I personally think I did good and got a good experience of dealing with customers in person and over the phone. 


Element 2: Wine Knowledge

Wine is an Alcoholic beverage which are made of freshly picked Grape. There are different style of wines such as white wine which contains juice of white grapes and occasionally add red grapes.

Rose wine which contains red grapes bust has less contact with the skin and lastly the red wine which contains red grapes, colour from the skins and tannin in the skins. 
I understand that most of the wines are made similarly for example with the white wines and red wines we would make it using the following stuffs such as crush, press, ferment, mature and bottle but the only difference will be that in the white wine we can sometimes add red grapes. Also, the method of order may differ. 

After seeing a demonstration in our class I believe it is important to think about the following Appearance for the way the wine will look before drinking it, use the Nose to smell the wine making sure it's got the perfect smell and palate to taste the wine ensuring it tastes good as usual.

In my placement at Kalimirch we don't deal with wine as to religious reason so therefore I have less experience in dealing with wine. However, after doing a session with Antoinette, I am very helpful to understand some of the basic things relating to wine. 

I understand that there are several ways to improve our tasting skill which are by not just trying the obvious wines that might taste completely of strawberries but also the subtler ones, that have hints of strawberries. Also, we should consider by looking out for fruit, florals, spices, herbs and minerals. Think about the acidity and the tannin.

After doing a session with Antoinette and doing some of my own research I understand that the alcohol volume in a wine (and all alcohol) is determined by the amount of sugar present at fermentation. Sugar is converted to alcohol by yeast. Red wine grapes are generally left on the vine longer than white wine grapes, which allows more sugar to develop during growth before the grapes are harvested.

I Understand each type of wines have different type of glasses which can be used when serving customers. I believe we also need to consider the temperature when serving. 

The six steps which the Winemakers follow is growing, harvesting, crushing, pressing, fermentation, clarification, and aging/bottling. 
The wines should be stored in a cool temperature. The bottles should be stored in the side if with the Cork. Always try to keep the bottles away from string lights.

There Are other non-Alcoholic beverage such as mocktails, alcohol free wine, beer or spirits and fever tree range etc. I believe lots of customers now adays are more into mocktails and non-alcoholic beverages. 

At my placement I have had a brief communication with the manager of trying to introduce non-Alcoholic beverage such as the mocktails as it's something more into trend anyone can drink it and it's becoming more common wherever we go. It's ideal to sell mocktails in takeaway as well so that would be an advantage for Kalimirch. I did say to start off with a few flavours first and see how it goes and then if it's a success they can then introduce more flavours. 


Element 3: Customer Communication Skills
Customer communication skills in every industry is important and it’s not possible to provide any kind of service without a good customer service role. There are several ways of dealing with customer communication skills which are, listening to the customer, being patient, displaying empathy, and understanding the issue or problem are skills that help you communicate effectively with the customer and are a must-have while working in a customer support. In a Restaurant Effective communication is important as it Improves relationships, in-house amongst workers and between employees and customers. Promotes inclusivity, as staff members and customers are treated like individuals, listened to and communicated with according to their needs. I had a look at several sites about customer service skills in a restaurant and gained good knowledge of understandIng how it works and what is needed.
I have gained lots of experience in customers communication skills by working in my placement at kalimirch by dealing with customers face to face and over the phone, understand that I need to be very polite and clear to customers when speaking. I always behave very well towards staffs as I understand by working in a team and communicating together in a business will bring and good impact for me, the staffs and the business together. I personally think I have a positive affect with the customer when dealing with them as I make sure I solve the problem in a high standard as the way I would personally be satisfied with. 
I always get good feedback from customers and staffs, by making sure I complete my work on time help staffs, work in front and in the kitchen. I am a person who is very flexible, and I am willing to learn new skills therefore when I get asked to do anything by the staffs I always give it a go never say no as I understand from what I do will give me a good or bad feedback and that way I will learn. When it comes to customers feedback, I can tell I'm doing something good as the customers will call to give good feedback or send a review stating that they are happy with the service provided by me or satisfied when problem has been resolved.
I came across a situation in Kalimirch where a customer came in with a problem that their food was gone cold. I managed to deal with it by firstly listening and understand what the customer has to say and then apologising to the customer because of the food not being at the correct temperature. 
I felt bad for the customer as thy paid for the food but was not satisfied therefore offered to resend the food to customer. I personally would not like it if I was the customer and ordered food and got it not in the correct temperature so I tried my level best to deal with it the way I would want to be dealt with if I was in the same situation.
This service was not the best for me to hear from the customer as no one would want to be in the same situation after placing and receive Ini orders. 
In the future if I was to resolve this issue, I will make sure I check the food temperature while packing and recheck before handing it over to the customer or to the delivery man. 

Element 4: Reflections									      I am very impressed with myself because by attending my placement I have gained lots of different experience which I didn't have in the past years, for example like dealing with customers in person, dealing with complaints, overcoming problem solving, multi-tasking in busy environment. I have realised with all my experience within Gastronomy has given me extra confidence in working more independent rather than seeking more help and advice while doing the work for the staffs. I can solve any kind of complaints from customers and am authorised to come up with a solution and deal with it straightaway, making sure customers are satisfied. 
I came across a complaint where customer called and said they have been overcharged on the bill, I firstly listened to what exactly customer had to say without in interruption, checked the bill to see what they have ordered and matched it up with the price. 
I apologies to the customer even though the bill was not wrong just to give the customer extra comfort as that way it will make them feel more relaxed and eased. Explained in detail what they ordered and the price for each dish. Customer responded back apologising to me for wasting my time, but I reassured them that don't worry it's my duty to explain and are you satisfied in what you ordered and what you're paying for. 
I was very happy ending the call in a good way with the customer and used my previous experience of customer service to deal with it in a nice and polite way. Felt very valuable to the customer after the call ended. 
If I was to improve on this situation in the future, I might have got some extra learning knowledge of how to deal with it more quickly rather than spending more time on the call with clear explanation to the customer. I had a look at the 9 example of good customer service in a restaurant and found it very useful and will use the tips for future. 

[bookmark: _Int_FheHePhv]Element 5: Leading to the future								   As my future career aspirations with all my current experience and knowledge I am very confident in dealing with customer service skills as I have gained lots of experience practically from my placement and previous jobs. If I was to relate by experience and knowledge towards Gastronomy customer service skills, I will carry on doing what I am doing but seek more advise from staffs as they will be able to advise me if I am doing anything wrong or what I can do different to improve my skills. I think the more I deal with customer and get customers feedback I will gain more confidence.
Conclusion:                                                                                                                                                After completing my Assignment on Developing customer service and service skills I will get experience on how I deal with customers and staffs, which will bring a great impact when I start up my own business. To gain my ambition I will use all my current learning and experience which I have from previously jobs and placements, as well as that I will continue to get more knowledge and better understanding by completing my 3 years Gastronomy degree and completing all assignments and task which will give me extra knowledge of how to run my own business. I will focus on my weakest learning part and try to improve on that and to do this I will continue to get help and supports from my placement manager and class lecturer. With all my current experience of customer service and feedback from customers and staffs will make it easier for me to learn and complete by ambition for the future.
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