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Introduction
[bookmark: _Int_eLKRqWOn][bookmark: _Int_qDseHkru]During my second placement a the Morgans Hotel near Swansea marina, I found myself feeling ecstatic to start, after already having a tenure in the kitchen, I had already met a majority of the staff that I would soon spend many hours of my days with. I found a sense of comfortability within the first two hours of my first shift (CIPD, 2022). After this, I would soon know the main factors into their service, set up and overall dynamic as a team and business. In order to begin reflecting on my time with the front of house team at the hotel, it is important to first outline the aims and objectives for this portfolio. Aims for this piece include identifying first impressions I had upon first arrival into the establishment, knowledge regarding the various amounts of wine in the bar area, overall improvement in customer communication skills. Identifying general reflections on my time in Morgans, and how these reflections can be allocated to not only further educations but also added to all future aspirations in other positions. 

First Impressions

[bookmark: _Int_Sc9B3tbt]When relating hospitality to customer service, a fundamental piece of the puzzle is the way in which servers greet and treat guests during their time/stay. Much of Morgans way in which they serve their customers is incredibly formal, as the prices for the rooms and individual drinks give a sense of luxury, meaning that certain customers may not be those willing to commit to small talk, simply getting into the building and drinking as soon as they can (Nahas et al., 2024). (Carol Kinsey Goman, 2025) states that it takes up to 7 seconds to make a first impression with a stranger, in my case however, it takes just under one minute, as I struggle to grasp how to engage with customers who seem to not give me the same treatment as I give them. Morgans as an establishment is aimed towards an older audience, meaning many of the customers seem as if they do not want to talk to a young student such as myself (Wägar and Lindqvist, 2016). During periods of higher pressure in a bar standpoint, I often get overwhelmed by the number of things to do and find, I often found that certain customers in the Morgans Hotel would watch almost every move I made, as certain staff members would not shy away from the fact that I am a student working for the establishment for my placement (The Sustainable Restaurant Association, 2024). From this basis, customers would get the wrong impression, that I do not know what I am doing, which in turn makes me question my skill set and overall knowledge of the products I am selling. I eventually managed to maintain a level head, serving the customers drinks and moving to the next. I also recall serving a customer on the bar who I had previously served during the establishments breakfast service, as I took his order of two Guinness's, and one half draught and black- I made a statement as I was looking for the drinks on the till, saying “sorry for the wait sir, this is my first time on the bar by myself”. He replied with a smug remark, saying that I should know what I am looking for as I am on the bar for a reason, which in turn, left me in a state of dismay. However, I kept a friendly face and persevered through this awkward interaction, serving the gentleman his beers (Rastegar-Panah, 2026). 


Wine knowledge

The Morgans Hotel itself hosts a wide range of wine variations such as red, white, sparkling, and rose. With this selection comes a questionable scenario, the kitchen, as mentioned only serves from their breakfast menu day-to-day (Majestic, 2024). Luckily, the back of house staff serves roast dinners during certain peak holidays such as Mothers-day and Easter. These special dinner events allowed me as a student to make suitable wine recommendations for customers when regarding the cut of meat they would be having with the rest of their carvery (EWGA Wine, 2019). For example, a customer ordered beef roast from the carvery, as a result I then attempted an upsell from the red wines, the Rivarey Crianza, a rioja from Spain, is a fresh and bright red, that hides hints of blackberry and a subtle tasting of vanilla (Morgans Hotel, 2026). For this reason, I recommended a customer order this wine, through using this description, I had managed to upsell the order, and convince the customer to buy the bottle, as this wine is exclusively sold by the bottle for £34.

Customer Communication Skills

When looking deeper into the way in which I communicate with customers, and where to improve, I find myself thinking about a few specific situations that had me questioning my overall statis in this industry. While I initially found that stylistically, I aim to be more on the conversational side of the spectrum, however being in Swansea with the diverse number of individuals living in the city, I often find limitations in the conversations I can have (Bunardzic, 2016). Through this struggle, I started to attempt to add more small talk into conversations with the cliental, it not only keeps the conversation open, but it also allows me to get the drinks out, so said guests can enjoy their time at the bar (Saragih, 2024). 

As well as my time on the bar, much of my time in placement at Morgan's has consisted of assisting with the breakfast service, which is straight forward with how customers are expected to be treated. Orders for mains are taken on a tablet with a POS system app downloaded, with that I can make any recommendations for what guests can have (Norman, 2022). With Morgans being one of the main go to hotels in the city of Swansea - I recall a family from London being seated, as I went to take their order for their breakfast mains, the gentleman of the table asked me if I could explain what Welsh cakes and bara brith were, after indulging I found myself having a full conversation with the family about where they came from and why they chose Swansea as the location for their holiday destination (Unifocus, 2024). When regarding sit down services I find that I am at my best when serving customers in that setting, however with regard to bar service, I find it difficult to set my attention on the one task, which is something I will improve on during my time in the rest of my placement (Perkins, 2021).

Reflections

With regards to my personal experience in my placement at the hotel, my perceptions of the industry remain the same, however I had managed to have a good relationship with the staff, while maintaining a healthy level of work without running a risk of over-exerting myself with the copious amounts of heavy lifting required while being front of house staff in a large hotel (Blythe, 2021). Over my time in placement, one of my biggest aspirations was to work with some of the staff on the bar, thankfully the supervisor on my shifts agreed to comply with my request after me asking them numerous times, allowing me to work with spirits, a variety of wines, coffees, and draughts. This experience was positive as it is what I most enjoy when working in a front of house environment. With regards to working on the bar, as many of my shifts have been early starts, meaning much of my time was spent making coffees for guests and the staff in the kitchen, although time on the bar was of the quieter times in the day, through this time I managed to hone in my skills with latte art and overall timings on the bar (Turvey, 2023) - for that reason, I would consider my experience in the hotel to be positive. 
 

Leading to the Future

While my second time in the morgans Hotel was met with positivity and many chances to gain new skills (EHL, 2023) - I had found myself getting bored of much of the downtime given during my shifts (BHSF, 2026), for example, after the breakfast service concludes, it is then up to one member of staff to clean the atrium in which the service is held, I was often left waiting for further instructions, usually waiting for nearly up to forty five minutes at a time for my next task, while offering to help I was usually told that their task was a one man job and that I was not normally needed. However, this downtime gave me the opportunity to familiarise myself with some of the front of house staff that worked at the hotel, many of them treated me as if I actually worked, which aided me in my overall confidence when serving customers for the first time – as I usually find being “shadowed” to be an awkward experience as all members of staff had tendencies to operate in varied and differing ways. 

In terms of leading to my future, I have found that my aspirations remain the same, as of now I aim to own a cafe, (Futurum, 2024) as coffee is a very significant resource when regarding my overall inspiration in the industry, latte art allows me a sense of creativity and comfort – especially in those busier hours in a service. It is through this placement that I was able to refresh on my latte art skills, further improving my overall experience in the Morgans hotel, and improving a skill I thought I had long lost (Transformed, 2025).
 
Conclusion

To conclude this reflective portfolio structured around my time at The Morgans Hotel, I find myself reminiscing about how my shifts had been from the beginning to the present day. As mentioned previously, much of my time on shift was spent standing around, awaiting further instructions, feeling as if I was merely an obstruction in the eyes of the staff. Meaning I was limited in my own personal approaches regarding serving and finishing general tasks. However, after some time and figuring out how to communicate with the front of house staff, I had managed to convince them  to allow me to commit with a full breakfast service, assist in opening the bar, and serve customers, allowing me to in a way “show off” what I have learnt over my many years in the hospitality industry. With regards to concluding thoughts on my placement in the hotel itself, the staff were incredibly welcoming, helpful after some time, and I am grateful for the opportunities given during my time at Morgans. Overall, i believe that the hotel has made incredible strides in its progression, from events to respectful and calm staff that are enthusiastic about the industry they have kept themselves in.
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