BMGM5003 Placement: Developing Customer Experience and Service Skills 2026

You are required to create a reflective portfolio consisting of 5 elements that document your learning experiences and progress in developing the skills and knowledge required to meet the above learning outcomes. You should use evidence to support your reflections and demonstrate your understanding and ability to apply what you have learned. Please use the Kolb reflective model and briefly explain it.
Provide a brief introduction to your reflective portfolio. Outline your aims and objectives, what you hope to achieve, and why this is important for your future career aspirations.
[bookmark: Element_1:_First_Impressions]Element 1: First Impressions
Reflect on the importance of the first contact you have with the customer and how it may affect their experience. How true do you think the maxim, ‘it takes 7 seconds to make a first impression’ is and does this fit with your experience? Remember to use specific examples. Does that first impression affect their behaviour and enjoyment of the experience? What evidence do you have to support this from the wider industry?
[bookmark: Element_2:_Wine_Knowledge]Element 2: Wine Knowledge
Reflect on your development in the field of wine knowledge and communication. How have you developed this knowledge and how has your ability to communicate this changed in relation to customers and colleagues. What do you think of the current wine list? Could you make any suggestions to the Manager and what are they? How would you approach this? How would these changes benefit the customers and the business? Remember to be specific.
[bookmark: Element_3:_Customer_Communication_Skills]Element 3: Customer Communication Skills
Reflect on your development of skills in communicating with the customer. Do you think you have changed your approach and acted differently after your experiences? Do you feel you have a positive effect upon the customer and how is that manifested? What feedback do you get from customers and other members of your team? Remember to use specific examples.
[bookmark: Element_4:_Reflections]Element 4: Reflections
How has your experience changed you and your perceptions of the Industry? What have you learned and what has had the greatest impact upon you? How has this experience changed you and what do you do now that perhaps you had not done before? Has the experience been positive or negative and why?

Element 5: Leading to the Future
Reflect on your future career aspirations and how the skills and knowledge you have gained during your placement will help you achieve these goals. How have the experiences and lessons you have learned from, framed your thoughts regarding a future career direction? What aspirations do you now have and are there any areas you feel you need to improve upon to get you to where you want to be?

Provide a conclusion to your reflective portfolio. Summarise your key learning experiences, how you have met the learning outcomes, and how you will apply what you have learned in your future career.
You must include Academic referencing to back up your arguments. Therefore this is not simply a piece of writing listing what you have done, it needs to be set against Academic principles and needs to reference your experiences within and using the Academic frameworks.
In your portfolio, you must reference your work by providing both in-text citations and a reference list containing a minimum of 20 references, with at least four relevant to each element. You should follow IHM’s UWTSD Harvard Referencing Guide, which is available on Moodle under the Module Information tile.
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