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Element 1: Customer Service Skills
I have increased my customer service skills dramatically during my placement in The Grove as my memory skills have improved. When I first started placement, I was not able to explain anything to the guests as I did not know what the produce taken out was. However, at the end of this term I can explain the different elements of the cheese board and the afternoon tea components. For example, one of the afternoon tea components is the lemon and white chocolate macaroon and the cheese and chive scones (Chef, 2023). The cheese board components were Golden Cenarth, Per Las, Celtic Promise and Pant y Gawn cheese (Manager, 2023). I explained this to the customers, which increases the positive customer experience that the hotel strives for, as it gives customers the chance to understand what they are eating and where locally it originates from. By explaining these products to the customer, it has increased my conversational skills to a higher level.  The biggest challenge I have experienced in this term is remembering the different table numbers in the hotel. There are 2 restaurants, 1 afternoon tea area and about 3 lounges that all have different numbers allocated to them. I found this extremely difficult. However, I have improved this by drawing diagrams for myself and remembering to go in a clockwise motion that will help me to understand the placing of the tables. I have also become a lot more confident in the delivery of the dishes as I am not so shy to take plates out to the customers. I am also not as unsteady and shaky with the trays as I was when I first started this experience. I learnt from a fellow college that by having your hands placed in a more of a “cupped” position will help with stability (Employee, 2023). Trays help to improve service efficiency while smaller trays are used to carry small plates or cutlery to the table. While larger trays are used to bring food and beverages such as teas and coffee to customer, they are also used to clear away plates from the table this is usually done in pairs (Weekes, John Cousins and Suzanne, 2020). I learnt how to make different teas for customers such as Darjeeling. Darjeeling is made from a Chinese tea plant called camellia sinensis and it has quite a floral taste to the tea. It is now grown in West Bengal in India and has a very high caffeine content of around 50mg (Goodwin, 2022). The advantages of drinking this type of tea are that it is rich in healthy plant chemicals and contains tannins that will help protect your nervous systems. They brew the tea for approximately 3 minutes in 85–95-degree water before they are ready to be sent out (Enloe, 2022).  The other type of tea that I have had experience in brewing is the Black Assam blend of tea.  Black Assam tea is considered as the “breakfast tea” and comes from the Assam region in India. It is brewed for 3 minutes with 90–95-degree water before being ready to send out. It is one of the stronger teas as it contains 50-90mg of caffeine and comes from the same plant blend as the Darjeeling tea (Loose Leaf Tea Company, 2023).  I have also had some experience in making coffees such as lattes and cappuccinos. I have learnt milk has to be at a certain heat before being ready then coffee is poured on a back of a spoon to limit the volume poured at one time (Manager, 2023).  I have increased my speed since doing this placement. This is due to the idea that when “service” is called you must be able to collect the food quickly (Chef, 2023). It means the food is ready to be taken to the customer.  If this is not done promptly or is ignored, it will be a negative experience as food may begin to start to cool. This will greatly benefit me in the future when I’m in the kitchen. As it’s so important to complete mise en place which is the preparation of the food and equipment you will need before starting cooking in a kitchen. An example of this is “ do the mise en pace ahead, put it in the fridge, and just put it all together when you are ready” (Cambridge Dictionary, 2023).This allows the brigade team to plate up dishes and send out food in a swift and timely manner (Tutor, 2023). The last important aspect that I have learnt is having briefings before service. This helps to know what each person oversees and how to fulfill the needs of the customers. This helps the service run smoothly as it identifies any food intolerances, where customers are seated, do they have vouchers needing to be used and what time they are expected to arrive at the premises.










Element 2: Customer service experience and feedback
The nature of my role in The Grove of Narberth for this term was being a waiter in the back of house operations. Mainly fetching food from the pass and taking it to the customer either in the afternoon tea area, fernery restaurant or artisan room. I would also polish cutlery and plates for service which is very important for continued efficiency of the business. I learnt how to fold napkins for the 2 restaurants during my time on placement. The folds of the napkins are quite simple which has many advantages. For example, they are more hygienic as less handling is required, when draped over a customer’s lap it is less creased and it takes little time to make which means a big volume can be made at once during service (John Cousins and Suzanne Weekes, 2020). I came across a situation that I was not entirely sure how to handle, however I overcame this by being polite and using my skills to create a positive customer experience.  For example, when I was serving a customer their starter, they stated that they were not ready to have it yet and wanted it once they had finished eating the bread. They said to take it back to the kitchen until they were ready.  The gentleman did sound very irritated when he said this. I was unsure if they were pulling my leg as I left the food on the table for a little longer than I should have. I have learnt from this experience and will next time take the food away quicker and say no problem sorry for the inconvenience. If I was taking the order, I would have maybe asked if they wanted their starter once the chefs have prepared it or did, they want it to be made once they had finished. This should have been stated more clearly so that the food taken back to the kitchen wasn’t wasted (Customer, 2023). Another situation I came across was when another customer seemed to be irritated at the fact their black assam tea was not strong enough for them, requesting it was remade, with the added tea strainer left in the tea pot. This allowed the customer to remove it once strong enough for their individual taste. Once the customer’s need was met this became a very positive experience for both me and the customer as it was sorted out in a very efficient and quick manner that’s appreciated by the recipient (Customer, 2023). The last experience I will be talking about is when a family were dining and wanted “salmon sandwiches” ordered from the lunch menu. Once I took their teas over, they were very unhappy as the sandwiches were not what they wanted. They exclaimed to want smoked salmon and ham sandwiches which were only served on the breakfast menu. I was able to change this, so their needs were met, and their customer experience increased due to this change. My communication skills were benefited here as I said, “yes of course I will sort this out for you promptly”.  Communicating this clearly to the chefs helps understand what the customer wanted (Customer, 2023). On both occasions the customers were very grateful for the prompt delivery of the products and how quickly I was able to sort this out for them.




Element 3: Personal Growth and Reflection
 On reflection the aspect that challenged me the most this term was confidence. I did find it hard to be confident and I was quite shy when speaking to customers. Which means they might not have heard me when I was speaking to them initially. I think my confidence has grown as the term is nearing the end. As people continued to say thank you for sorting out problems or just delivering their food to them made me more confident in the service aspect of this placement. Learning about what each dish is, where they came from and having to deliver it to the customers stating what each product on their plate is has helped my confidence. This would help me in the kitchen placement setting also as I now know the produce used and where it comes from. The front of house manager continuously gave me advice and direction through this term, I was influenced to embed this in my day-to-day practices to increase customer satisfaction. I was then complimented on these practices which increased my confidence every week and I made sure I was working hard and growing my skills further (Manager, 2023). The next part of this course is restaurant management. I am hoping that the skills I have learnt in placement will translate into the management aspect of the course. I am hoping that as the years go by, I will increase my confidence and skills in order that I am the best version of myself when being in non- facing (kitchen) and front facing (front of house) situations.
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