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FINAL GRADE

58/100

kevin blanco ledesma
GRADEMARK REPORT

GENERAL COMMENTS

Please book a session with Study Skills to work on 
academic writing: www.uwtsd.ac.uk/study-skills

Please review the rubric for feedback specific to 
the assessment criteria.
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Comment 1

Module is Placement: Developing Customer Experience and Service Skills

PAGE 2

Comment 2

Good. A smile and a warm welcome will set the tone and make the customers feel relax, 
which will enhance their experience

Comment 3

A very good point in terms of different interactions between different sets of customers. 
Ensuring you ask the right questions, or have read the customer information beforehand, 
would allow you to prepare

Comment 4

and hopefully come back again! Good service promotes loyalty
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Comment 5

Why did you choose this bottle? What were the table having to eat and did they specify a 
Rioja, or had you tried it previously?

http://www.uwtsd.ac.uk/study-skills/


QM

QM

Comment 6

The waiting staff are key to the customer experience and have positive feedback in terms of 
tips and/or comments will help reinforce that good behaviour and forming a virtuous circle 
of service and customer satisfaction

Comment 7

WOTM can be a great way of selling slow moving wines, but if there is an extensive list and 
the wines sell across the board it could be more problematic than useful

Comment 8

Have you recommended this to customers? What sort of food would it go with? Did you taste 
it on your own or as part of a training session? It's always good to put these 
recommendations in context
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Comment 9

Has this changed your perception of the dynamic between FOH and the kitchen? Will you 
have a different attitude to FOH when you go back to the kitchen again?

Comment 10

Asking lots of questions is a great way to learn quickly and embed knowledge. A 2 way flow 
of information is vital

Consider structure
Evaluate the effectiveness of the structure of your essay.
Additional Comment

Look at your sentence structure here

Comment 11

Does this work and do the FOH staff take this knowledge on board?

Consider structure
Evaluate the effectiveness of the structure of your essay.
Additional Comment

Look at the language and structure in this paragraph. It doesn't make grammatical sense or
flow. Remember to check your work before handing it in.
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Comment 12



QM

and customer experience too!

Comment 13

Most UK restaurants do not have a Sommelier, so wine training is important in providing 
guidance to the public when it comes to choosing a wine. This can be both a driver of 
engagement and profitability 
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Consider sources
Evaluate the credibility, relevance, and range of sources.
Additional Comment

Source for these numbers please
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ENGAGEMENT WITH LITERATURE

Use a range of academic sources relevant to culinary skills and
customer service, including journal articles, textbooks, and online
resources, to support your reflections and analysis. You should
demonstrate the ability to evaluate and reflect on the literature to
develop your understanding of customer service, communication, and
problem-solving in a culinary context.
Use appropriate referencing and
citation methods, following the IHM’s UWTSD Harvard Referencing
Guide, to acknowledge the sources used in your portfolio.

GRADING FORM: BMGM5003

KEVIN BLANCO LEDESMA 58

You need to use a wider and more academic 
source base, although this is a great improvement 
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KNOWLEDGE AND UNDERSTANDING

You should demonstrate an understanding of the principles of
customer service in the hospitality industry, including effective
communication, problem-solving, and relationship-building. Apply
relevant theories and concepts related to customer service,
communication, and problem-solving in your reflections and analysis.
Identify areas of strength and weakness in your knowledge and
understanding of customer service and culinary skills and reflect on
how you have developed during your placement.

COGNITIVE AND INTELLECTUAL

Analyse and evaluate your personal learning outcomes and experiences
during your placement, including the challenges and opportunities you
encountered. Use critical thinking skills to reflect on your customer
service skills, your ability to solve problems, and your communication
skills in a culinary context. Evaluate how your placement has influenced

on last term. No mention of trends, although the 
increasing importance of wine in the Hospitality 
environment is well served.

You have brought the learnings and ideas of your 
Placement to the Portfolio well, with explanations 
and discussions on how much you've learned and 
how it has changed and developed your 
appreciation of the wider Hospitality Industry as a 
whole. The engagement with the customer is key, 
as is the support you get from your manager and 
colleagues, as set out in your Viva. Some work on 
structure, the use of grammar and also the real 
development of key points will help you in the 
future.
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your attitudes and beliefs towards customer service and the hospitality
industry.

15

PRACTICAL SKILLS

You should demonstrate an understanding of how customer service
skills can be applied in a culinary context, including the importance of
effective communication, problem �solving, and relationship-building.
Reflect on your practical experiences during your placement, including
the tasks you undertook, the challenges you faced, and the skills you
developed. Evaluate the impact of your practical experiences on your
development of customer service skills, and identify areas for future
improvement.

TRANSFERABLE SKILLS

You have identified your own areas of weakness, 
both in terms of awareness of what the weakness 
is, but also in terms of what you have done to 
combat that and how this is then transposed into 
the Placement. Again, try to look at points in the 
round and make sure you supply the correct 
referencing to back these up

You have a good grasp of the practical skills 
needed to establish and connect with customers 
and a knowledge that allows you to understand 
that each customer needs a nuanced approach. It 
would be useful for you to back up some of these 
points with more academic referencing in order to 
give your ideas and experience real weight. 
Connect with Study Skills www.uwtsd.ac.uk/study-
skills to help you with this as it will make a real 
difference to your structure and marks
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You should write this assignment as a reflective essay, provide your
student name, number, module name and module code and
assignment title. You should use a font of Arial 12 point. Justify your
text, in order for your journal to look professional. Use 1.5 line spacing
throughout the document. Spelling and grammar should be accurate.

This Placement has obviously introduced you to 
the crucial role that a FOH operative has in the 
success of the restaurant and I like the ideas that 
you were discussing in your Viva over the wine list 
and the potential for WOTM to enhance the 
restaurant offering. I would like to see more 
evidence of this sort of constructive thought in a 
more strategic way moving forward, looking at the 
running of the FOH as a whole and the changes 
you might make given the opportunity. I feel there 
is a need to be able to communicate your next-
level thinking as you move forward within 
Hospitality and look to run/manage your own 
business.


