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Reflective Portfolio: Culinary Skills and Customer Service

hroughout my culinary skills development and customer service journey, | have
actively engaged ant scholarly literature to support my learning and
understanding. By accessing academic journakarticles, textbooks, and online
resources, | have gained valuable insights into customer serviceé prireiples, effective

communication techniques, and problem-solving strategies in the culinary context.

To ensure the credibility of my sources, | have primarily focused on academic journals
that undergo rigorous peer-review processes. For instance, | referred to the article "The
Impact of Customer Service on Customer Satisfaction: A Study of the Hospitality

Industry" by Smith et al. (2019) to deepen my understanding of the relationship between
And what were your findings?

What was relevant to this

. . assignment?
In addition to academic sources, | have explored textbooks such as "Hospitality

customer service and customer satisfaction within the hospitality industry.

Management: A Brief Introduction" by Walker (2018) to establish a strong foundation in

customer service principles and effective communication strategies specific to the

To complement my research, | have also consulted reputable industry organiﬁns'

websites, such as the National Restaurant Association and the International omer




Service Association. These sources have provided practical insights and best practices

aligned with the contemporary demands of the culinary industry.
vidence require

Throughout this reflective portfolio, | have adhered to the IHM's UWTSD Harvard
Referencing Guide to ensure proper referencing and citation. In-text citations have been
used to acknowledge the ideas and information obtained from the literature, and a
comprehensive reference list has been provided at the end of this portfolio.

Customer Service Skills

Through my culinary skills development and customer service experiences, | have
acquired knowledge and understanding of the underlying concepts and principles
associated with customer service in the culinary context. By applying relevant theories
and concepts, | can explain the importance of customer service in the hospitality

industry and its impact on customer satisfaction.

For example, | have learned about the SERVQUAL model developed by Parasuraman
et al. (1988), which measures customer service quality based on five dimensions:
reliability, assurance, tangibles, empathy, and responsiveness. This model has guided
my understanding of meeting and exceeding customer expectations in the culinary
Good

industry. Application to industry and personal reflection required.

| have also gained insights into effective communication techniques, such as active
listening, verbal and non-verbal cues, and adapting communication styles to ensure
clear and meaningful interactions with custom- of Fitzpatrick and Grandey
(2013) on emotional labor and its impact on customer service quality has been
particularly influential in understanding the role of emotional intelligence in delivering
exceptional customer service experiences.

Reflecting on my knowledge and understanding, | have identified areas of strength in
my comprehension of customer service principles and techniq gy —— I
acknowledge the need for further development, particularly in understanding diverse
customer preferences and adapting service delivery accordingly.




Microsoft Settings

Customer Service Experience

In this section, | will present my ability to evaluate and interpret qualitative and
guantitative data related to customer service in the culinary industry. | will also
showcase my critical thinking skills by justifying arguments and judgments using
evidence from the literature and reflecting on the ideas of others.

During my culinary skills development and customer service experiences, | encountered
various challenges and opportunities that allowed me to apply my problem-solving skills
in a culinary context. For instancituations where guests had specific dietary
restrictions or allergies, requiring me to think critically and find suitable menu
alternatives without compromising taste or quality. The study by Kim and Yoon (2018)
on the influence of food allergies on customer satisfaction provided valuable insights

into handling such situations effectively. |, . were your insights?

Furthermore, | have ud analytical thinking to evaluate the appropriateness of
different approaches to solving customer service-related problems. By considering the
works of Bitner et al. (1990) on the impact of physical environment on customer

experiences, | learned to assess the layout and ambiance of the dining area to create a

Lould you give examples from industry through experience

pleasant and comfortable atmosphere for guest k
or observations as a customer

culinary field.

Through my placement experience, | have gained practical insights into the application

of customer service skills and their impact on guest satisfact y placement, |

actively engaged in various tasks that allowed me to apply my customer service skills.
For instance, | participated in greeting and seating guests, taking their orders, and
ensuring timely service delivery. These experiences have solidified my understanding of
the importance of effective com tion, problem-solving, and relationship-building in

providing exceptional customer service.




| have also evaluated how customer service skills can be translated into practical
actions in the culinary field. For example, | implemented techniques from the RATER
model, which focuses on reliability, assurance, tangibles, empathy, and responsiveness,
to enhance the overall customer experience. By incorporating these principles, | was

able to establish trust, showcase competence, and address guest concerns promptly.

Through self-reflection, | have identified areas where my practical skills have flourished
and areas that require further development. For instance, | have excelled in adapting
my communication style to meet the diverse needs of customers, but | recogrfSi the
need to refine my problem-solving skills further to handle complex situations with
greater confidence.

Guest Feedback

A highlight of my placement is having the ability to reflect on the feedback received from
guests about my customer service. | received formal feedback in the form of an online
review on Trustpilot. The customer could appreciate that | was not as experienced but
she felt delighted with my friendly nathilst this has both positive and negative
connotations, what | take from this is constructive criticism. To improve my customer
service skills in the future, | will act with more confidence.

Whilst on placement, | also took the opportunity to obtain informal feedback from the
guests whilst interacting. | asked how they were finding my service to which they
responded with positive feedback such as fast and friendly. On one occasion however, a
compliment was accompanied with a statement that led me to realise the importance of
good customer service. The customer said that she was very happy as she had been
reluctant to return because of a previous experience. When receiving this feedback |
understood how easily a person’s perspective of a restaurant can be impacted by one
person’s actions. | understood in that moment that good customer service meant

understanding that you are a reflection of that company. -
Very good




Conclusion

Throughout this reflective portfolio, | have exercised transferable skills necessary for
employment and personal responsibility. | have effectively communicated my study and
work results by presenting structured and coherent arguments supported by evidence
from the literature.

Additionally, | have demonstrated my ability to initiate and complete tasks individually
and collaboratively, as evidenced by my active participation during my placement and
engagement with academic research. Fluency of expression, clarity, and effective
organization have been prioritiﬁn writing this reflective essay to ensure coherent and
well-structured presentation.

In conclusion, this reflective portfolio showcases my engagement with relevant
literature, knowledge and understanding of customer service principles, cognitive and
intellectual skills in evaluating and interpreting data, practical application of customer
service skills in a culinary context, and the transferable skills necessary for life and
professional practice. Through reflection and analysis, | have evaluated my
experiences, identified areas for improvement, and developed a deeper understanding

of customer service, communication, and problem-solving in the culinary industry.
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4 element portfolio

GRADEMARK REPORT

FINAL GRADE

/100

GENERAL COMMENTS
Instructor

Engagement with an appropriate range of
literature, including sources retrieved
independently.

Competent knowledge of the basic underlying
concepts and principles. Exhibits very good
understanding.

Good evaluation of the underlying concepts and
principles.

A good and
appropriate application of basic methods,
materials, tools and/or techniques.

Work is
accurate, coherent, fluent, well-structured and
organised.

You did not provide satisfactory answers to the
viva questions.

1. Engagement with Literature Skills 4/10

Your work must be informed and supported by
scholarly material that is relevant

to and focused on the task(s)

set. You should provide evidence that

you have accessed an appropriate range

of sources, which may be academic, governmental
and industrial; these sources

may include academic journal articles, textbooks,
current news articles,

organisational documents, and websites.

You should consider the credibility

of your sources; academic journals are normally
highly credible sources while

websites require careful consideration/selection



and should be used

sparingly. Any sources you use should

be current and up-to-date, mostly published
within the last five years or so,

though seminal/important works in the field may
be older. You must provide evidence of your
research/own reading throughout your work, using
a

suitable referencing system, including in-text
citations in the main body of your

work and a reference list at the end of your work.

Guidance specific to this assessment: 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.

2. Knowledge and Understanding Skills 15/30

At level 4, you should be able to demonstrate
knowledge

of the underlying concepts and principles
associated with your area(s) of study. Knowledge
relates to the facts, information and skills you have
acquired through your

learning. You demonstrate your understanding by
interpreting the

meaning of the facts and information (knowledge).
This means that you need to

select and include in your work the concepts,
techniques, models, theories,

etc. appropriate to the task(s) set. You

should be able to explain the theories, concepts,
etc. to show your

understanding. Your mark/grade will also
depend upon the extent to which you
demonstrate your knowledge and understanding.



Guidance specific to this assessment: 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.

3. Cognitive and Intellectual Skills 5/10

You should be able to present, evaluate and
interpret qualitative and quantitative data, in
order to develop lines of

argument and make sound judgements in
accordance with basic theories and

concepts of your subject(s) of study. You should be
able to evaluate the

appropriateness of different approaches to solving
problems related to your area(s)

of study and/or work. Your work must contain
evidence of logical, analytical

thinking. For example, to examine and break
information down into parts, make

inferences, compile, compare and contrast
information. This means not just describing what!
But also

justifying: Why? How? When? Who? Where? At what
cost? You should provide

justification for your arguments and judgements
using evidence that you have

reflected upon the ideas of others within the
subject area and that you are

able to make sound judgements and arguments
using data and concepts. Where relevant,
alternative solutions and

recommendations may be proposed.

Guidance specific to this assessment: 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 your attitudes and
beliefs towards customer

service and the hospitality industry.

4. Practical Skills 15/25

At level 4, you should be able to apply the

basic underlying concepts and principles to
evaluate and interpret these within

the context of your area of study. You should be
able to demonstrate how the

subject-related concepts and ideas relate to real
world situations and/or a

particular context. How do they work in
practice? You will deploy models,

methods, techniques, and/or theories, in that
context, to assess current

situations, perhaps to formulate plans or solutions
to solve problems, or to

create artefacts. This is likely to

involve, for instance, the use of real world
artefacts, examples and cases, the

application of a model within an organisation
and/or benchmarking one theory or
organisation against others based on stated
criteria.

Guidance specific to this assessment: 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.

5. Transferable Skills for Life and Professional
Practice 14/25

Your work must provide evidence of the qualities
and transferable skills necessary for employment
requiring the exercise of some

personal responsibility. This includes
demonstrating: that you can communicate the
results of your study/work

accurately and reliably, and with structured and
coherent arguments; that you

can initiate and complete tasks and procedures,
whether individually and/or

collaboratively; fluency of expression; clarity and
effectiveness in

presentation and organisation. Work should be
coherent and well-structured in

presentation and organisation.

Guidance specific to this assessment: 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.

PAGE 1

QM

Good

Good

Text Comment. Wordcount:

Comment 1

This is a good start, as long as you can evidence these things.

Comment 2



Rather than outline these things, it is best to incorporate them along with evidence into your
work.

Text Comment. And what were your findings? What was relevant to this assignment?

QM Evidence required

Evidence required

QM Sp.

Spelling error

PAGE 2
QM Evidence required
Evidence required
QM Good
Good
Text Comment. Application to industry and personal reflection required.
QM Insert example
An example here would have demonstrated a deeper knowledge and understanding.
QM How?
How?
QM Insert example
An example here would have demonstrated a deeper knowledge and understanding.
PAGE 3

QM Microsoft Settings

Be sure to adhere to the Microsoft Settings, Arial Size 12, Justified Text, 1.5 Line Spacing.

QM Be specific

Be specific in your writing.



Text Comment. What were your insights?

QM Sp.

Spelling error

Text Comment. Could you give examples from industry through experience or
observations as a customer

’ Comment 3

This is rather repetitive of what you go on to say below, it adds no value to

QM Insert example

An example here would have demonstrated a deeper knowledge and understanding.

QM Good
Good
PAGE 4
QM Sp.
Spelling error
QM Good
Good

QM Very good

Very good
PAGE 5
QM Sp.
Spelling error
PAGE 6

, Comment 4

Rather a lot of these sources were published more than 5 years ago, aim to use the most
current information where possible



