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I acknowledge the use of Sourcely  (https://www.sourcely.net/) on April 14, April 18 to aid in finding material to read and reference . 
I used the prompt(s): 
1.  Academic material on emotional labour in hospitality work , sources that explain how staff manage emotions during interactions. I’m looking for theory work and how it applies to front of house/service roles
2. I need research on the influences of an environment of a restaurant or hospitality venue and how it influences customer behaviour and satisfaction. I’m looking for academic sources on area cues, layout, ambience, design  and how they can affect guest experience
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.



My placement at The Secret Bar & Kitchen in Swansea totalled 192 hours and provided a valuable opportunity to develop my customer experience and service skills within a busy, casual hospitality environment. I typically worked full days on Mondays and Tuesdays, with occasional shifts on Wednesdays, Thursdays, and Sundays. These shifts exposed me to a mixture of quiet periods and intense peak times, particularly when the patio opened in summer and increased capacity by approximately 70 guests. This variation allowed me to experience both the slower, more repetitive aspects of service and the high‑pressure demands of busy front of house (FOH) operations.
My objectives at the start of the placement were to build my FOH skills, learn the menu, understand the staff structure, familiarise myself with the layout, and develop confidence in communication, timings, and guest interaction. I also hoped to gain insight into management practices and improve my ability to respond effectively to different service situations. Over time, I became more confident speaking to customers, developed a stronger understanding of the importance of sections in FOH work, and improved my time keeping and organisation.
However, I also recognised various missed opportunities. I did not gain bar skills, I was not able to use the ordering tablets independently, and I did not receive the management insight I had hoped for. These gaps shaped my reflection and helped me identify areas for future development.
To structure this portfolio, I use Gibbs’ Reflective Cycle (1988), which supports deeper learning through six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model is widely used in hospitality education because it encourages critical thinking and professional growth (Jasper, 2013; Bulman & Schutz, 2013).

Element 1: Customer Service Skills
Throughout my placement, I developed a range of customer service skills essential for FOH work. My main responsibilities included running food, clearing tables, checking in with guests, greeting customers, taking some orders as a middle‑man for servers with tablets, and explanations of the menu. These tasks required communication, organisation, and an understanding of service flow, all of which are central to delivering positive guest experiences (Ladhari, 2009).
Communication is a core component of service quality (Parasuraman et al., 1988). One moment that stands out was when I had a full conversation in Welsh with a table of guests. They appreciated the effort, engaged warmly, and tipped me afterwards. This interaction reinforced the importance of cultural connection and personalised service, which research shows can significantly enhance guest satisfaction (Grönroos, 2007). It also highlighted how language can act as a tool for rapport‑building, especially in a local Welsh context where cultural identity plays a role in guest expectations.
Learning the menu was an important part of my development. Although I did not gain bar knowledge, I became more confident explaining dishes, answering questions, and guiding guests through the ordering process. Understanding menu items is essential for building trust and ensuring guests feel supported in their choices (Kivela, 1997). Over time, I learned how to adapt explanations depending on the guest, offering more detail to those who seemed unsure and keeping descriptions concise for guests who preferred a quicker service style.
I gained a better understanding of the importance of sections in FOH operations. Sections help maintain structure, reduce confusion, and ensure consistent service. During busy periods, especially when the outside patio opened, I saw how crucial it was for staff to stay within their sections to avoid delays and miscommunication. This aligns with hospitality management literature, which emphasises the role of organisation and workflow in service efficiency (Jones & Lockwood, 2004). I also learned how small organisational habits such as resetting tables immediately or checking in at consistent intervals contribute to a smoother service overall.
One of the biggest challenges I faced was dealing with long quiet periods. These moments could feel unfulfilling and demotivating, especially whilst being unpaid. Using Gibbs’ model, I reflected on how these periods made me feel disconnected from the service environment. To overcome this, I kept myself occupied with tasks such as cleaning, organising, and preparing stations. This proactive approach helped maintain my focus and contributed to overall service readiness with research showing that maintaining engagement during low‑activity periods supports professionalism and operational consistency (Wood,R.C, 2015).
By the end of the placement, I had improved my confidence, time‑keeping, communication, and ability to adapt to different service demands. I also became more aware of how my behaviour influenced the wider team, recognising that FOH work relies heavily on shared responsibility and mutual support. These skills are essential for FOH roles and contribute directly to guest satisfaction and operational success (Zeithaml, 2000).
I had a complaint that involved a guest who was unhappy with the portion size of their meal.  The guest expressed disappointment and felt the portion was smaller than expected. I initially felt unsure, as I did not have the authority to change portion sizes. I apologised sincerely, and the guest reassured me that it was not my fault. They simply asked for an extra portion. Research shows that effective complaint handling can turn dissatisfaction into loyalty (Tax & Brown, 1998). In future, I would proactively offer solutions such as checking with the kitchen or offering alternatives.
This experience helped me understand that guests often value honesty and empathy more than immediate solutions. It also reinforced the importance of staying composed and communicating clearly, even when I felt uncertain.
Teamwork is essential in hospitality (Baum, 2006). I worked well with the team, kept a schedule, and supported colleagues during busy periods. Communication between FOH and back of house ( BOH) was particularly important when the patio opened and guest numbers increased significantly. Coordinating with colleagues helped maintain service flow and ensured guests received timely attention. I also learned how to anticipate the needs of others, such as running food for a colleague who was behind or clearing tables in another section to prevent delays.
I received positive feedback from staff, who said I had good instincts and was very good at my job. This reinforced my confidence and helped me understand my strengths. Constructive feedback mainly consisted of reminders, which helped me stay consistent and attentive. Positive reinforcement played an important role in my development, as it encouraged me to take initiative and trust my judgement.
Most of the customers I served were families and couples. These groups often required different communication styles, with families needing more attention to detail and couples preferring a relaxed, unobtrusive service style. Understanding guest types is important for tailoring service delivery (Bitner, 1992). I learned to adjust my tone, pace, and level of engagement depending on the table, which improved my overall service quality.
One moment I wish I handled differently involved a table waiting longer than expected for drinks. I assumed the bar would catch up and did not update the guests early enough. Reflecting on this, I realised that proactive communication could have prevented frustration. This aligns with research showing that transparency and expectation management are key components of service recovery (Johnston, 1995). This experience taught me that even when delays are not my fault, taking ownership of communication can significantly improve guest satisfaction.

The most challenging aspects of the placement were returning unpaid, dealing with boring quiet periods, and managing sudden increases in guest volume when the patio opened. These experiences tested my resilience and adaptability. Emotional labour is a recognised challenge in hospitality (Hochschild, 1983), and I learned to manage my emotions professionally even when tasks felt repetitive or overwhelming. I also learned how to regulate my energy levels, staying calm during busy periods and motivated during quieter ones.
I learned that I enjoy FOH work in smaller spaces and that I particularly enjoy events. I also realised that while I like management and leadership roles, I am less interested in long‑term waiter positions. This self‑awareness is important for career planning and aligns with experiential learning theory (Kolb, 1984). I discovered that I value structure, communication, and teamwork, and that I perform best when I understand the wider purpose of my role.
This placement reinforced my interest in hospitality management and event‑based roles. I want to develop skills that support leadership, organisation, and guest experience rather than focusing solely on traditional service roles. Understanding the realities of FOH work helped me clarify my long‑term goals and recognise the importance of gaining broader operational insight.
My main areas for improvement include knowledge, speed, and confidence. To address these, my next steps are to shadow managers, take responsibility for a full section, and seek additional training. I also want to develop bar knowledge and improve my ability to use ordering tablets independently. These actions will support my long‑term goal of developing into a confident and capable hospitality professional.
Overall, my placement at The Secret Bar & Kitchen provided meaningful insight into the realities of customer experience and service delivery within a busy hospitality environment. Through a combination of routine tasks, high pressure service periods, and reflective learning, I developed greater confidence, stronger communication skills, and a clearer understanding of how FOH operations shape guest satisfaction. The challenges I encountered particularly long quiet periods, sudden increases in guest volume, and limited training opportunities encouraged me to become more proactive, resilient, and adaptable. Using Gibbs’ Reflective Cycle enabled me to evaluate my actions critically and identify areas for improvement, including speed, product knowledge, and leadership capability. This placement has strengthened my interest in hospitality management and event based roles, and it has clarified the next steps I need to take to continue developing professionally. While there were missed opportunities, the experience ultimately contributed positively to my vocational identity and provided a strong foundation for future growth in the industry.
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