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Introduction
This reflective portfolio provides an in-depth evaluation of my learning and development during my time in placement at millefoglie, an Italian bakery located in Swansea. This portfolio focuses on the development of key skills within a hospitality context; to explain, it looks further into customer interaction, communication, as well as product knowledge, examining how all these factors have contributed to my overall professional growth. Throughout this portfolio, I will be critically analysing how my experiences have influenced my behaviour, whilst highlighting limitations within my performances, and how it has shaped my approach to customer service. 
To complete a thorough analysis based on my progression, I will be using Kolb’s reflective cycle (1984) McLeod, (2025). According to research (Robinson, 2022) states that the Kolb's reflective cycle consists of the four stages concreate experience, reflective observation, abstract conceptualisation, and lastly active experimentation.  This model enables structured reflection by not only considering what happened but also evaluating its effectiveness in regard to identifying areas for improvement (Turesky and Wood, 2010). The Kolb's reflection model allows a deeper understanding of how theory can be applied in practice and where gaps in performance exist (Tiwari, 2025).
This process is particularly important in regard to my future aspiration of opening my own bakery. Although, I'm aware technical skills are important, these experiences have demonstrated that success within the hospitality industry is heavily dependent on customer awareness, consistency, as well as the ability to adapt to an individual's needs (Singh, 2021). To conclude, this portfolio aims to demonstrate not only my development but also my awareness of the areas that require further improvement, to meet professional standards.






First impressions 
According to the research (Stephanie (Stifel) Coughlan, 2024) determines that first impressions are a fundamental aspect of a customer’s overall experience, particularly within a hospitality setting where interactions are immediate and can significantly influence perception (Anderson , 2025). During my time in placement, my practical experiences involved greeting customers upon arrival, which initially I perceived as a routine and a relatively low skilled task. However, through repeated interactions, I began to recognise that this initial contact plays a critical role in shaping the customer's overall experience (Kandampully, Zhang and Jaakkola, 2017). 
To reflect, I observed that when customers were greeted promptly with direct eye contact and a warm, positive tone, customers appeared to be more relaxed, engaged, as well as receptive to interaction (Duncan, 2024). In contrast, delayed greetings or less enthusiastic, particularly during busy periods. As a result, customers often appear more reserved and less responsive (Lee, 2025). This suggests that while the commonly cited idea that “it takes 7 seconds to make a first impression” Serenity Gibbons, (2018) may lack precise observed support; it reflects the reality that early interactions disproportionately influence customer perception. To evaluate, this highlighted a limitation in my own performance, as my approach was not always consistent. During periods of high demand, I prioritised efficiency over engagement, which had negatively impacted the quality of the initial interaction. This suggests that my understanding of effective service was initially too narrow, focusing on task completion rather than customer experience. From an industry perspective, this inconsistency does not meet the expected standards, where reliability and consistencies are key components of service quality . 

Through the means of abstract conceptualisation, I developed a deeper understanding of first impressions, recognising that they are shaped not only by speed but also by non-verbal communication, including tone, posture, and attentiveness Atallah, (2024). This challenged my initial assumption that efficiency alone defined effective service and highlighted the importance of emotional engagement (Bowen and Schneider, 2022).  As a result, I adapted my approach by prioritising immediate acknowledgement of customers, even when unable to provide full service. While this led to improvements in customer engagement, I recognise that maintaining this level of consistency remains a challenge. This suggests that further development is required to ensure that my performance aligns with professional expectations, particularly under pressure.

Wine knowledge
Although millefoglie does not have a wine menu at present, reflecting on potential wine pairings, provide an opportunity to enhance my development through product knowledge and evaluate how this could enhance both customer experience and millefoglies performance. Initially, my understanding of wine was limited, I lacked confidence in making recommendations which undoubtedly restricted my ability to contribute to meaningful customer interactions. My concrete experience highlighted that customers often struggle to make decisions independently (Muhammed Tufekyapan, 2025), especially when faced with unfamiliar products on the menu. In regard to wine terminology customers may feel overwhelmed, with the vast variety of wines, resulting in customers frequent reliance on the staff for guidance, rather than making a confident, and independent decision (WSET Global, 2022). 
To reflect on my experience, I recognise that if wine were introduced at millefoglie, staff would play a huge role in shaping customers decision making. This suggests that product knowledge alone in insufficient; it must be supported by the ability to communicate effectively and simplify information (Murphy, 2024) Through the means of abstract conceptualisation, I identified a range of wines that would typically align with the bakery’s Italian identity and product offerings. For example, Prosecco could compliment millefoglies pastries, by balancing their richness with acidity and carbonation (King, 2025). On the other hand, Moscato d’asti would pair effectively with desserts such as cannoli due to the sweetness and light profile (Marshell, 2026). Furthermore, Pinot Grigio would suit a more savoury item such as focaccia, this is due to its crisp and refreshing characteristics. However, I recognise that customer preference may vary significantly, customers may reject traditional parings, this really challenges the assumption that technical knowledge alone guarantees effective service. Furthermore, as stated, customers are often unable to confidently choose wine for themselves, which suggests that the customers will require more guidance. 
Looking from a business perspective, introducing wine would increase revenue and strengthen brand identity (Qualprint, 2024). However, it could also introduce operational challenges, such as including the need for staff training and consistency within service, highlighting the importance of balancing opportunities with practical limitations (Franco et al., 2025).

Communication 
During my time in placement, my communication skills have developed significantly, however this development has not been without limitations. To explain, initially, my approach was largely transactional, focusing on efficiency rather than engagement (Abhinaya, 2024). While these ensured tasks were completed, it limited my ability to build a meaningful interaction with customers. Reflecting on this, I recognised that this approach did not fully meet the expectations of a hospitality environment, where communication is central to customer satisfaction (Claire, 2020). By adapting my approach and using open ended questions, I was able to create more engaging interactions. However, this improvement was not always consistent. During busy periods, I often reverted to a more transactional style, suggesting that my development is still on going. This inconsistency highlights a gap between my current performance and professional standards, where adaptability and consistency are essential (Gross, 2025). 
To evaluate further, it has become very evident that my ability to communicate effectively is strongly influenced by external presser such as time constraints as well as workload (Soid et al., 2025). While this is a common challenge within the hospitality industry, it also highlights the need for improving resilience and adaptability in my approach. Positively, I have become more aware of my limitations, which has allowed me to consciously adjust my behaviour in real time rather than reflecting only after the interaction had been taken place (The CPD certification service, 2024). For example, during the peak periods, I have bean to prioritise brief but meaningful engagement, such as maintaining eye contact as well as using personalised language, which has improved the overall quality of interaction despite time restrictions.  furthermore, recent feedback from the manager has indicated that my communication style has become more confident as well as approachable, which suggests progression within my overall development (Andrews, 2024). However, this also reinforces the need to maintain consistency across all situations, not only when conditions are favourable. Moving forward I aim to further develop my ability to balance efficiency with engagement, ensuring that high quality communication becomes a consistent aspect of my professional practice rather than a situational strength. 

Reflections 
My experience in millefoglie has significantly changed my perception in regard to the hospitality industry. Initially, I underestimated the level and skills required; however, I now recognise it as a complex and demanding environment that requires both technical ability and emotional intelligence (Zhu et al., 2021). The most impactful learning has been understanding how small interactions influence the overall customer experience. However, this has also highlighted areas where my performance did not meet expectations, particularly in regard to maintaining consistency under pressure (Henderson, 2026). On occasions I found it challenging to balance efficiency with quality interaction, this unfortunately affected my ability to deliver a consistently high standard of service. While the experience has been largely positive, it has also exposed areas for improvement, including confidence and adaptability. This has led to a more critical awareness of my own abilities and the standards required within the industry. 

furthermore, I have come to realise that my initial approach lacked the level of proactivity which is expected in fast paced working environments. There were Instances where I relied too heavily on instructions rather than anticipating customer or the team's needs, which limited my effectiveness (Tannenbaum, Castillo and Salas, 2023). In addition, my response to high pressure situations was not always as composed as it should have been, occasionally impacting both my communication and decision making skills, this is suggesting a need for greater resilience and situational awareness to overcome these barriers, to allow further development (oxford training center (OCT), 2025).  Overall, while the experience has been valuable, it has also made clear that meeting industry expectations requires a more disciplined, self-reflecting, and consistently proactive approach than I initially demonstrated EHL Faculty, (2024).

Leading to the future
My aspiration is to open my own bakery, throughout my time in placement, my experiences has played a significant role in shaping my understanding of what this requires. I have developed key skills, including communication, customer awareness, as well as adaptability, which are all essential for running a successful business (Moreno, Rojas and Morales, 2024). However, although I recognise that there is a gap between my current abilities and those which are required to successfully manage a business. In particular, I need to develop greater confidence, consistency, as well as decision making skills. This awareness is important, as it highlights the areas I must focus on in order to achieve my long-term goals (Miller, 2020).
In addition, my understanding, in regard to the business operations are still relatively limited, while I have gained insight into customer facing aspects, I lack deeper knowledge of financial management, stock control, as well as long term planning, all of which are crucial for sustaining a successful bakery (Expert Panel, 2024). This exposes a significant weakness in my current preparation. Moreover, I have not always demonstrated the level of initiative which is required within the sector, on many occasions I have been too passive waiting for directions rather than taking ownership of situations. This suggests that I need to become more proactive and self-motivated if I am to lead an effective team within my bakery in the future. To conclude, my experiences in Millefoglie has made it clear that success in this field requires more than just enthusiasm; it demands discipline, resilience, and a willingness to continuously evaluate and improve my performance (Dickson, 2025). Without addressing these shortcomings, my long-term aspirations are at risk of remaining unrealistic rather than achievable. 

Conclusion 
To conclude, this reflective portfolio has evaluated my development across key areas, including first impressions, communication, as well as product knowledge. By applying Kolb's reflective cycle, I have been able to analyse both strengths and limitations in regards to my performance. This experience has enhanced my understanding of the hospitality industry and highlighted the importance of consistency, adaptability, as well as customer awareness. Moving forward, I will apply these insights to continue developing my skills and work towards my aspiration of opening my own bakery. However, it is important to acknowledge that my development is still at an early stage, and there are clear gaps in both my practical abilities and professional mindset. While I have demonstrated some progress, my performance has not always been consistent, particularly in high pressure situations, where I struggled to maintain both efficiency and the quality of service. This highly suggests that further experience and deliberate practices are required to ensure further development. Additionally, although I have improved my communication, I recognise that they are not yet at the level expected within a professional environment. On occasions, my interactions lacked in confidence and clarity, which could negatively impact customer perception, this highlights the need for continued self-evaluation as well as refinement. This reflection has shown that improvement will not occur without sustained effort and accountability. To progress, I must take a more proactive approach to learning, seeking feedback from the managers regularly, and actively addressing my strengths and weaknesses. 
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