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This reflective portfolio will use the Gibbs reflective cycle (Gibbs,1988) to reflect on my experiences during my placement. The Gibbs cycle is a structured approach to learning from experience involving six stages: description, feelings, evaluation, analysis, conclusion, and action plan. The University of Edinburgh (2024) has expanded that the Gibbs cycle is a guide that will help through a systematic process of reflecting on your experience to identify what went well, what didn’t, and how to improve in the future.

Element 1
When walking to the placement, I was nervous as I was not very comfortable meeting new people. When walking in, I was greeted by the manager and owners. The manager showed me around the place. Firstly, we went upstairs to the storage cupboard that had recently been broken into, so the door was a bit broken and a bit hard to open. Then I was shown where I should go if there was a fire in the building which was the M&S car park. Then we walked up more flights of stairs to go to the storage cupboard where all the coffee is placed and where they have 5 or 6 chest freezers full of frozen stock. 
[bookmark: _Int_dLfchPrP]When that was all finished, we wandered back downstairs, and then I got to see what type of coffee machines they use. They have three different types of coffee machines. They have a drip filter coffee machine that is by the pot wash. They also have an automatic coffee machine that is located by a fresh-squeezed orange juice machine. The main coffee machine is located by the front door. Once that was all done, the manager showed me how they like to clean and set the tables, and that's what I did for the rest of the day, clean tables and stand around and observe what the staff do on a day-to-day basis. On reflection I could have asked if I could help with making coffee or even take food or drinks to the table while waiting to clear tables. The following week, I went back, and when I got there, I jumped straight into cleaning tables and also got to see how the coffee machine was used. 
My customer service skills are very low as I do not like to look people in the eye whilst talking to them, and I also don't like speaking loudly to the customers, which can be a problem for customers in this restaurant as many are elderly. The skills I have for customer service vary. I'm confident about coffee but at this placement I'm not so confident as they do things differently, for example in a cappuccino they do one shot of coffee, but I was taught to add two shots of coffee on my college catering course. I am slowly coming to terms with how they do it and have also been complemented by the owner on how good my foaming of milk is. I have read a blog about customer service by Hueffner (2023), who says there are six principles for good customer service: friendliness, empathy, sharing information, allowing enough time, and providing alternatives. I have tried to use these principles in my placement to get good customer feedback on the experience.

[bookmark: _Int_epNEQmIx]Their safety procedures are very strange as if you're downstairs in the main restaurant area you have to go through the men’s toilet door down a little corridor through their dry stores, then you go through the outdoor smoking area for the staff and then through a door to the main M&S car park.  If you're upstairs in the building, you have to go down very sketchy stairs to go to the same car park. The one thing I have learned in this placement is the way to speak to staff. The manager likes to use a not nice tone speaking to staff, but when speaking to me she is very nice and friendly, so that's why I find it very strange that she speaks nice to me but not to them as you should speak nicely to everyone so that they respect you more. There is an article by Lewis (2024) which states that there are 8 Safety procedures. One of the procedures is emergency procedures and it is critical for a workplace to have a procedure for fire drills and medical emergencies so that employees are familiar with the procedures and can act swiftly in emergencies.












Element 2
The experience I have in customer service is I have served customers some coffees and I've served some cold food. Reflecting on the customer service experience in my placement, I noticed that the staff were very nice to customers and they have regulars who come in and they have a friendly professional relationship. I feel like some of the staff members have been giving me some weird looks every time I come to do my placement, but the majority of them are very friendly and very nice to have conversations with, and so my customer service skills I would say have improved a slight bit as I've had to use a different type of way to communicate with the customers as the majority of them are elderly and some have disabilities too. The most opportunities I've had in this placement, as I have not been able to serve customers properly and greet them at the table to ask for their food order, but I have taken orders once or twice. In the future I would like to have more opportunities to serve customers and also do bar work as that is one thing I would like to do when I leave university. The feedback I have had from the owners has been positive and I have worked towards being more useful and helpful. The feedback I have had from the manager is positive but also negative sometimes as she said I don't ask if they need any help as I like to observe what they do. Chamber (2023) wrote an article explaining that customer service experience can be improved by asking for customer feedback as it is a great way to improve skills and to improve services.
Customer feedback could help the restaurant improve menu items, staff attitude or the general vibe as it has not changed in over 50 years which I find really cool. But customer feedback could also help to see where you go right where you go wrong, and if there are ways you've gone wrong you can get that feedback to help you make it better.
An article by Wellington (2022) has said that customer feedback is important guidance for the company to grow because if you know what is good and bad, you can find an easier way to adjust and adapt a customer's experience overtime.

Element 3
The experiences I have had during my placement have been good and bad. Let's start with the good; the place itself is a nice place and the staff have been nice but the bad stuff has been not progressing my skills. Taking orders and helping with making some coffees has been good, but I have not learned every coffee they do, only the basic ones like latte cappuccino flat whites etc, but I wanted to learn how to do a macchiato or one of the specialist coffees. But overall, it's been a nice placement to start with, the challenges I have faced have been none as I have not learned my full potential yet so moving forward, I am hopefully going to be able to show my potential. In a quote from Perzynska (2024) she says “customer service experience is the sum of all so the interactions a customer has with a company both in direct communication and through other actions those experiences can include checking out after making a purchase talking to a sales  representative or trying  to return a product”. She is trying to say basically to have good service is to be polite and go beyond the set expectations.
The skills I have learnt on this placement will help me hopefully in the future towards my career. The things I need to develop are my communication skills as I can be very quiet whilst talking to customers, and some members of staff I do not know and also my speed as I am a slow worker and sometimes I have to try and pick up the pace as I go to clean a table but I don't get there quick enough so it gets done by other people. The areas I need to improve are my writing skills and my handwriting as it is not very neat and I rush very quickly to write down orders or little notes I take. My next step in developing my skills is learning how to spell and write neatly, and also to try to move quicker, and work on speaking to people I do not know like staff and customers by looking them in the eyes or speaking louder to them, but hopefully I'll be able to change in the future.
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