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Introduction

Continuous Professional Development is a crucial part of modern-day professional structure and practices. It is an essential part of adaptation and growth in the hospitality sector, especially Front of House services.  FOH staff directly communicate and interact with the customers and begin the quality of service provided. They provide reservations, seating the customers, taking orders, the service of food and beverages, till operations, ensuring the customers are satisfied and most importantly customer service. Communication skills and professionalism is a must and with our ever-changing world and technological developments and advances, it is crucial that competence on every level is maintained.
This assignment highlights the concept of continuous professional development from a front of house perspective, analysing the importance of professional and person growth and ensuring a happy and fulfilled customer experience. 
Examining individual learning styles, identifying individual development needs and using tools such as SWOT analysis and gap analysis to be able to see what needs to be improved. It will also include development options; support systems and the tool GO M.A.D (go make a difference) to create a practical action plan to continuously develop and make improvements. 

There are many reasons with continuous professional development is essential for the front of house team.
 – customer interaction (brand, communication, hospitality skills), operational efficiency, technological developments, industry developments, health and safety certifications and business regulations and career developments.
Continuous Professional Development (CPD) helps front-of-house staff to improve customer service, communication and problem-solving skills. Regular training ensures employees stay updated with industry standards and adapt to changing guest expectations. For example, attending workshops on conflict resolution and team performance (Cohen, 2013)


1.0 [bookmark: _Toc215512781]Learning styles

The VARK learning model is a commonly used tool in learning styles. It was created by Neil. D. Fleming, a New Zealand educator. He introduced it in 1992 to help teachers understand different learning preferences.
Researchers have suggested that learning preferences influence how students engage with instructional materials. The VARK model proposes four main types – Visual, Aural, Read/Write, and Kinaesthetic – that describes how individuals prefer to receive information (Flemming, 2006)

1. Visual learning – learning best with diagrams, illustrations, text, charts, maps. Finding ease of learning in being able to see information laid out before them. 


2. Auditory Learning – learns best with listening. Lectures, audio recordings, discussions, being told verbally and podcasts.

3. Reading and writing – learns best through reading, taking notes and having written instructions. 

4. Kinaesthetic Learning – learns through movement, being in action, having a hands-on approach, physically interacting.

[bookmark: _Toc215512782]1.1Honey and Mumford Learning Style

This learning style compromises of four sections. It helps to understand learning preferences and enables individual to become aware and strategic in learning becoming more effective. 
Honey and Mumford’s learning styles describe how individuals prefer to learn through four approaches: Activist, Reflector, Theorist and Pragmatist. Their model emphasizes that recognizing personal learning preferences can enhance development by guiding learners toward strategies that align with their natural tendencies and improve overall effectiveness in various learning and workplace. (Honey & Mumford, 1986)

1. Activist – They are certain and get straight into action, they work well being hands on, role- play, brainstorming and problem solving. 

2. Reflector – they prefer to observe to intake information before acting on instincts, they like to think situations through and to consider all angels before action and making decisions, prefer to watch instructional videos, demonstrations and having structured briefs. 

3. Theorist – Theorists want to analyse the situation and think and go through all possible angles, preferably working with structure and having a basis that is well thought through. 

4. Pragmatist – a style of learning preferring to see how things work in action, practicality, preferably trying strategies and techniques for themselves. 









[bookmark: _Toc215512783]2. Questions and Answers for myself on how effective I am in the workplace

[bookmark: _Toc215512784]2.1 Questions and Answers for myself - 




             Q. Am I efficient in my role as a FOH staff member with interactions           
              With the customers. 
· A. yes, you’re attentive and thorough but what I do see is that perhaps some more confidence is needed as an overall experience.  


· Q. Am I compliant with all products, ingredient and operations methods? 
· Yes, your knowledge is up to date and efficient. There are some fire regulations that need to be addressed as the layout of the building has now been updated. Although I would suggest that with self confidence that times where a situation needs a solution that with this trait, you’ll be able to deal with any situation that arises in the workplace, especially stressful ones. 

· Q. As a current shift supervisor do you feel as though I will be able to progress to a manager at some point?

· If all the minor issues are established then absolutely, as all the little things amount to the bigger picture. Imagine your customer service when you’re a punctual and assertive as you are with a fully gained sense of confidence.

           

[bookmark: _Toc215512785]2.2 Questions and answers for a work colleague – 

Q. Do you feel as though my customer service is to a good standard??
A. I do, but at times when things and situations can become stressful or if you’re tired or run down your tone can sound abrupt with the customers, you’re short with them and they’re never right and you’re never in the wrong. 

Q. How is my telephone manner? 
A. Your telephone manner is more than adequate, but again when tiredness and fatigue sets in then you can seem quite rude at times. The day the gentleman called who was elderly and you didn’t have a long enough fuse to deal with his pace and volume you put the phone down on him, you denied this to the managers, but I heard the conversation slamming the handset down. This customer subsequently felt discriminated against.


Self- Theorist- liking to know how things work and see this demonstrated and in action before confidence is gained to test and try these methods alone. The need to see how things work and then feel as though enough confidence and self-belief has been established to be successful.
Confidence is the belief in one’s abilities to face challenges and achieve goals. It enhances performance, decision-making, and resilience. For instance, practicing public speaking regularly can improve self-confidence by reducing fear and building competence in communication (Bandura, 1997)

Person 2- Activist-
For instance, if an individual is accustomed to being good at most things it can then give confidence in the right areas but then can do the same in bad, so situations may arise where not much thought or mindfulness has been given to a situation. 
Mindfulness is the practice of paying purposeful attention to the present moment without judgment. It can reduce stress, improve focus, and enhance emotional regulation. For example, taking five minutes each day to focus on breathing can help individuals respond calmly to challenging situations (Kabat-Zinn, 1994)

[bookmark: _Toc215512786]3 Development Needs

Front-of House demands a variety of skills including good communication, being attentive and helpful, conflict resolution, strength working as an individual but also effective teamworking, customer service, technical understanding. Development needs ca be worked upon through self-reflection and self-assessment, feedback from coworkers and the customer base, observational methods, monitoring progress and performance meetings and reviews.




[bookmark: _Toc215512787]3.1 SWOT

SWOT analysis is a strategic tool used to identify an organization’s Strengths, Weaknesses, Opportunities and Threats. It helps managers make informed decisions, develop strategies, and improve performance. For example, a hotel may use SWOT to assess its strong customer service and address weak marketing efforts (Gurel & Tat, 2017)



	
STRENGTHS

Positive outlook on life
Friendly and Approachable personality
Strong teamwork and communication
Adaptable and reliable
If shown, a fast learner




	
WEAKNESSES

Lack of confidence with stressful situations
Hesitates and has self-doubt therefore not able to take leadership in times of need
The inability to be self-aware when dealing with stressful situations to take ownership and alter the outcome

	
             OPPORTUNITIES

Training courses and workshops available 
Supportive working co workers
Digital learning platforms available
Possibilities to progress to a managerial position

	[bookmark: _Toc464282683][bookmark: _Toc464372388][bookmark: _Toc464934465][bookmark: _Toc464934638]
THREATS

Risk of mental burnout and fatigue
High pressure working environment
Risk of being pushed out by more well-rounded staff








	[bookmark: _Toc464282680][bookmark: _Toc464372385][bookmark: _Toc464934462][bookmark: _Toc464934635]
STRENGTHS

Outgoing, confident, has strong self-belief 
Strong customer interactions 

	[bookmark: _Toc464282681][bookmark: _Toc464372386][bookmark: _Toc464934463][bookmark: _Toc464934636]
WEAKNESSES

Sometimes being thoughtless and feeling as though they know all the answers


	[bookmark: _Toc464282682][bookmark: _Toc464372387][bookmark: _Toc464934464][bookmark: _Toc464934637]
OPPORTUNITIES

Workshops to gain understanding on others point of view
Having a good support system in wanting to help and give advice and guidance
	
THREATS

Risk of losing customer belief and satisfaction
Risk of wasting opportunities to grow and elevate









[bookmark: _Toc215512788]4.Gap Analysis

Gap analysis is a strategic tool used to compare an individual’s or an organisation’s current performance with the desired future state to identify areas requiring improvement. It helps highlight discrepancies between existing skills, behaviours, or resources and those needed to achieve goals. By examining these gaps, individuals can prioritise development needs, allocate resources effectively, and plan targeted actions for improvement. In personal development, gap analysis supports self-awareness by revealing weaknesses such as low confidence or poor communication and aligning then with future competencies. This structured approach enables more focused growth and measurable progress overtime (Harrison & Lock, 2017).

	Objective

	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	Guest interaction confidence




	Hesitation when guests are unhappy or stressed
	Clear communication, strong mindset 
	Practice, shadowing other colleagues, online workshops 

	Knowing new fire escapes and layout of the floor plan 





	Investigate myself looking for exits and signs 
	Knowledge in the new routes out in case of emergency
	Go through procedures with coworkers, labelled floor map

	Slower service when hesitating getting flustered with till operations
	 Keep assigning myself tasks to overcome these issues making scenarios working through them
	Clarity when in a state of nervousness
	Keep persevering and continuing to practice 

	
	
	
	






	Objective

	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	Overcome undesired tone around customers and abrupt attitude





	Misunderstood professional boundaries,
	Lack of feedback and coaching
	Addressing unconscious bias, self reflection/emotional intelligence courses

	Expand knowledge and get rid of ‘know-it-all’ mentality






	Defensive, avoids correction, overestimating knowledge
	Lack of understanding 
	Active listening, having a mentor, feedback monitoring, direct coaching, set a learning plan













[bookmark: _Toc215512789]5. Converting Weaknesses and Threats to Strengths and Opportunities

Person 1-
[bookmark: _Toc215512790]5.1 Lack of confidence- Developing confidence
Weakness – Lack of Confidence
Converted Strength – Actively seeking and gaining confidence every step of the journey, making more of a reason to be grounded, mindful and grateful. A person who has gained confidence later in life are often more thoughtful in actions being made, and more measured. Also, resilience is gained as there’s an understanding to the journey.

[bookmark: _Toc215512791]5.2 Self-Awareness being limited- Improved emotional intelligence
Weakness - Lack of self-awareness
Converted Strength – When self - awareness is established there’s opportunity to become emotionally regulated. Helping to understand emotions, stresses, triggers, coping mechanisms and behaviours. This can be a strength as it leads to the ability to gain clearer understanding, be a stronger communicator and have stronger more meaningful relationships.

[bookmark: _Toc215512792]5.3 Low self-belief-Strongly motivated
Weakness- Low self-belief
Converted Strength- Working on trusting abilities and intuition, motivation is built, the ability to achieve and overcome challenges is obtained. Overall, a stronger sense of well-being is achieved. 

Person 2-

[bookmark: _Toc215512793]5.4 Lack of listening/taking advice or guidance
Weakness- Difficulty in listening to guidance
Converted Strength- working on this can achieve a greater sense of understanding, active listening and being open to advice, developing stronger communication skills and the ability to learn and grow from others knowledge and experience. Making better decisions with a clearer understanding.

[bookmark: _Toc215512794]5.5 Being rude when tired- emotionally regulated
Weakness- being short tempered and having a lack of patience when burnt out
Converted Strength- building emotional awareness leads to being emotionally regulated. Enhancing patience, being more emotionally balanced, better at handling stress and pressure




[bookmark: _Toc215512795]6.Barriers to Overcoming lack of confidence in the workplace

-Inadequate training. 
This can be an issue as if not emotionally regulated and lacking in emotional intelligence then situations can feel overwhelming and unmanageable.  Not knowing what to do can increase nervousness when situations become stressful and chaotic.

-Lack of support and guidance.

Team members all have individual roles to play. Managers and supervisors have many tasks to oversee so could accidentally overlook some issues, managers that are inconsistent with instructions or give limited coaching, amounting to a lack of reassurance, employees may then further doubt themselves.

[bookmark: _Toc215512796]6.1 Solutions and Strategies to overcome these issues

-Normalize Mistakes. 
Human error is a standard, it happens. What really matters is the recovery and conversion of the mistake. Online tutorials, self help books, practicing scenarios repeatedly will help to gain confidence in areas where it lacks.

-Reframe Past Negative experiences into positive experiences.
Ensure there are reflection sessions where it’s acknowledged how situations are improving. 
[bookmark: _Toc215512797]7.0 Plan of Action- SMART 

In all business types, including the hospitality sector, SMART is an acronym used to guide to implement effective goal – setting. It means Specific, Measurable, Achievable, Relevant, and Time- bound. A SMART goal clearly defines what the desired goals to be achieved are, how it will be measured, whether it is realistic and achievable, why it matters, and the time frame in which it needs to be completed in. 

The concept is widely attributed to George T. Doran, who introduced it in his 1981 article titled “There’s a S.M.A.R.T. Way To Write Management’s Goals and Objectives”  published in  Management Review. In the article, Doran proposed the SMART framework as a practical tool to help managers write a clearer, more actionable objectives (Doran, 1981) 



  
[bookmark: _Toc215512798]7.1 PDP Person
	Objectives
	
	
	Tasks
	Success Criteria
	Time Frame
	Resources

	List your Goals
	What do you need to do to achieve these goals?
	How will you identify your success? 
	When do they need to be done by?
	Who or what do you need to help you?

	Increasing self confidence
	Ask a mentor manager to give weekly feedback
	Ability to avoid hesitation in interacting with customers
	Twice a week for a month
	Manager participation and colleagues to help with role plays

	Increasing self-awareness

	Practice mindfulness or breathing exercises before busy periods.
	Staying calm and being able to focus, feedback from co-workers shows improved communication.
	Daily diary entries after every shift for 4 weeks
	A diary, mindfulness or stress management videos and apps

	Developing full potential
	Enrol in at least one professional development course on in-house training
	My managers recognise me using my initiative and growth
	Complete a PDP within a month
	Workplace training courses. 






[bookmark: _Toc215512799]7.2 Colleague

	Objectives
	Tasks
	Success Criteria
	Time Frame
	Resources

	List your Goals
	What do you need to do to achieve these goals?
	How will you identify your success? 
	When do they need to be done by?
	Who or what do you need to help you?

	Self- awareness
	Create a personal development plan highlighting areas to improve
	Feeling of being aware so able to learn and grow
	After every shift and a refection once a week
	Personal planning templates, customer feedback

	Resolving First contact issues
	Solving any issues on initial meeting
	Feeling an improvement of personal development and growth
	Once a week reviewing once a month
	Customer, colleague and manager feedback



Alongside the PDP and SMART framework there are plenty of resources available to obtain the skills and to strengthen already acquired skills to obtain the main goal. 
There are courses, with accredited qualifications to achieve, online tutorials, books, YouTube videos, self-help avenues. Qualifications and exams on working in the hospitality industry, customer service courses and fellow colleagues including managers above you can also be a great help. 


[bookmark: _Toc215512800]8.0 Monitoring Progress of the Plans in Action

Feedback is essential, this can be vocalised or in the form or feedback forms, which provides the customer or coworker to be able to give opinions and suggestions in confidence, aiding in a more realistic and detailed response and being able to provide constructive criticism giving a foundation to be able to build on.

Training and development resources such as (LMS)can provide an ability to monitor and track staff usage and completion of all study and exams.

Mystery dining guests can be a great way to obtain an unbiased point of view in assessing customer service levels, service standards and general behaviours.
One on one manager meetings can provide a space to effectively align the objectives to the goal that is desired, being able to provide personal feedback, address any challenges and to track performance. 

[bookmark: _Toc215512801]9.0 Reflection 

[bookmark: _Toc215512802]9.1 Kolb’s Experimental Learning Cyle

Learning occurs through experience, reflection, conceptualization, and experimentation (Kolb, 1984)
This model has four stages

Concrete Experiences- taking note of past experiences and being open to learn. 

Reflective Observation- reflecting on the experiences.

Abstract Conceptualization- make a conclusion on these experiences and what can and will be improved to aid the learning process.

Active Experimentation- the application of learning processes, gained knowledge and newly acquired qualifications. 
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