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The intention of this portfolio is to critically analyse and reflect on my placement at El Pescador. I will be utilizing Kolb’s reflective cycle to guide my reflection process, ensuring a structured analysis of my experiences; Experience, Observation, Conceptualization, and Experimentation Mcleod (2024). This will include three written elements; these will focus on self-reflection, taking into consideration ways I developed my skillset and how I have learnt from my time there whilst demonstrating ways I have utilised my newly developed skills from my culinary training to further improve my customer service skills.
Element one:
[bookmark: _Int_JjxpP95v]Upon reflection, my culinary training has aided me in the right direction to further develop my effective communications skills. When working in the culinary department, effective communication is required for a clear understanding for others around you and for yourself. It is considered that communication is the first step towards developing a trustworthy perspective for yourself Kharouf, et al. (2019. p.242). I then utilised this understanding and adapted it into my customer experience. A situation in which this occurred is when a customer ordered what I had initially heard was a  lemonade, however, he gave off the impression it was lemon cordial with soda he was wanting to order, he had struggled with his pronunciation, so with this understanding, I took the time to read over the menu with him and identified the correct order he had wished for. Patience plays an important role in the quality of service to rise levels of customer satisfaction (Singh and Nika, 2019). 
As an employee, within my responsibilities I have conducted research of the “Health and Safety at work act 1974” Lewis (1975), I have learnt that ensuring a duty of care is key priority. In accordance with this act, when carrying very hot and heavy plates from the pass to the table, making the customers aware that their plates are hot and asking that they do not take it from you complies with this act ensuring their safety from the risk of burn injuries.
[bookmark: _Int_qhmkFnrD]I learnt to adapt my service style to align with individual customers and the atmosphere of the table. According to Heide and GrØnhaug (2006. p.272.) the manner in which you engage with guests significantly contributes to the quality of service provided; However, from a critical standpoint, it could be argued that the quality of food is subjective to the customer experience “impression will likely find its way into your meal” Mahe (2023). I demonstrated this understanding when customers would have preferred a higher engagement within their service and when others preferred to have minimalistic interactions throughout their service. This was displayed during the lunch service whilst I had adjusted my level of engagement when I was informed by the customer that it was a business lunch, though I still maintained a professional manner when refraining from conversation due to the customer displaying that they would prefer privacy on this occasion. Being able to understand the expectation of your customer allows for excellent service delivery (Parasuraman; Berry; Zeithaml, 1991). 
[bookmark: _Int_aPfIVT4T][bookmark: _Int_QtlSjtA5]The nature of my role consisted of drinks orders and food and beverage delivery; developing trust to do this independently was challenging. Trust within management and the work force positively contributes to the establishment Mburu; Koome; Gichuhi (2020. p.166). In a comparable manner, Tesone (2010) states that management that have received improper training will lack the ability to become a successful manager in terms of gaining your teams trust this conveys your manager to be unreliable. For instance, I would be relaying the menu to customers explaining key information and answering any questions, and staff members would interrupt the conversation and talk over me. Once I had evaluated the situation, I stepped away and to act upon this I let my colleague know that I am aware of the menu requirements and if I require help for future reference I will speak with my manager for advice whilst maintaining professionalism. I utilised this experience by applying it to the challenges I have been facing to complete beverage service, I was refused the opportunity to help and learn alongside the bar when assistance was evidently required. I attempted to overcome this by making my superior aware of my previous experience and directly asked to assist within beverage service. However, this was denied on two occasions, from this I have learnt to not have hope in my placement in terms of developing my skills. Placement is intended to greatly impact all areas of development within personal skills for future aspirations (Wilton, 2012. p.605).
[bookmark: _Int_xcYgwUac]I believe my customer service skills contributed to the service operations within El Pescador by my dedication to the job role. I had studied the menus, at first answering questions to the menu was seen to be difficult. However, as time went on and the longer, I had studied the menus my confidence had improved when opportunities presented themselves to respond to customer questions based off the menus independently. To obtain the ability to be successful in the food and beverage service, it is required to have “sound product knowledge,” Cousins and Weekes (2020, p.25). To my understanding, once I had developed the basis of knowledge required for general inquiries it had positively impacted the team needing to oversee my work less frequently. I ensured quick and clear communication with the kitchen staff when requesting the following course for a table. Successful communication is achieved when both the sender and receiver grasp the same understanding, it is a skill for both highlighted by Vyas and Mehta (2015, p.105). I assisted my colleagues when gueridon work was being carried out by setting up stations. Subsequently, my effective teamwork helped me to develop confidence within the workplace which assisted towards exceptional service. 
Element two:
Throughout my placement, there are areas where I have acknowledged missed opportunities, such as experiences in beverage service. I am compliant with the Weights and Measures act 1985 and familiar with fast paced bartending; however, my offer of assistance on the bar was denied by my manager during overwhelming moments for the bar staff, because of my willingness to learn, I feel as though I could have been helpful to the situation. According to Hotifah and Yoenanto (2020) having the willingness to learn enhances knowledge and learning experiences. Upon observation, I have decided for future scenarios, I would display a stronger initiative and relay to whomever that I am capable of the job and willing to work to my full potential. I feel as though on many occasions I missed the opportunity to engage with customers to elevate their personal experience due to the fact of my main role being clearing and relaying tables so in future the outcome of my reflection on this would be the same, to take initiative more often and withhold a more prominent roles as a member of staff. Taking initiative reflects on missed opportunities to become proactive to retain control of your own situation, highlighted by (Bummer, 2022).
[bookmark: _Int_R2LngWLF]Despite being encouraged to communicate with customers, I am not allowed to complete food orders on my own, I am always required to shadow someone else doing this. The shadowing method offers opportunity to learn, following by example Le Riche (2006), a potential limitation of this argument is that it comes with the risk of incorrect work being carried out instead of development from observations by using their own approach to practice what is believed by them to be correct Parker; Hughes; Rutter, (2012. p.54). Due to mainly shadowing I did not really receive neither positive or negative feedback from customers, though, all customers that I had brief interactions with seemed happy and appreciative of my service. It is considered that customer feedback is a ‘goldmine’ for informative insights to further develop your service Sokolovsky (2023). Feedback from the general manager was helpful when she mentioned to observe tables and request to top up their wine glasses, top up water and try and take the opportunity to create that engagement with customers. By doing this I feel as though it has strengthened and enhanced my skills within awareness from observing my surroundings, searching for opportunities to engage by noticing if glasses were empty, offering for the glass to be refilled. This also taught me to upsell. Upselling is commonly used within the hospitality industry to increase profit margins Guillet (2020). Essentially taking initiative and learning not to rely on the customer to request things but to offer as such.
Element three:
I have encountered new experiences that have significantly shaped my personal and professional growth. Personal growth in the workplace enhances your professional development when seeking the opportunities to develop on this Hommelhoff; Schröder; Niessen (2020). I have enjoyed learning to work with different working methods that I have not experienced previously such as the bartender inputting drinks orders into the system and working in a fast-paced environment whilst taking orders on paper and not digitally. The most prominent impact in terms of challenges I had faced during my time at El Pescador would be having to refrain from taking my own initiative and waiting for direction, especially when working with others as I prefer to work independently. Due to my shifts in El Pescador it has taught me to refrain from wanting to complete tasks independently and encouraged myself to act on direction and to understand it is to help me and not to critic me within the working environment.
In conclusion with the intention to develop my future career aspirations, I feel as though El Pescador has aided me in the right direction for personal growth whilst being able to self-evaluate following Kolb’s reflective cycle and gain better understanding for my own skillset, with these newly developed skills and experiences I have gained, I plan to utilise these in my future placement experiences and for my future career aspirations. 


Reference list:
Bummer, G. (2022). Skillfinder International: The Importance of Taking Initiative and Being Proactive. Available at: https://www.skillfindergroup.com/blog/2022/08/the-importance-of-taking-initiative-and-being-proactive?source=google.com. (Accessed: 25 November 2024).
Cousins, J., Weekes, S. (2020) Food and Beverage service, 10th Edn. Hodder Education. London.
Dana, T. (2010) Principles of Management for the Hospitality Industry. Amsterdam: Routledge. Available at: https://research-ebsco-com.ezproxy.uwtsd.ac.uk/linkprocessor/plink?id=a78d580e-6a4a-3db4-a9ca-aa390d47f3aa (Accessed: 26 November 2024).
Guillet, B.D., (2020). International Journal of Hospitality Management: Online upselling: Moving beyond offline upselling in the hotel industry. 84, p.102322. https://doi.org/10.1016/j.ijhm.2019.102322 (Accessed: 25 November 2024).
Heide, M. and GrØnhaug, K., (2006). ‘Atmosphere: Conceptual issues and implications for hospitality management,’ Scandinavian Journal of hospitality and Tourism, 6(4), pp.271-286. Available at: https://www.tandfonline.com/doi/epdf/10.1080/15022250600979515?needAccess=true (Accessed: 25 November 2024). 
Hommelhoff, S., Schröder, C., Niessen, C., (2020). ‘The experience of personal growth in different career stages,’ An exploratory study. 27(1), pp.5-19. Available at: https://link.springer.com/article/10.1007/s11613-020-00634-y?src_trk=em663265ee490581.87479149534451938 (Accessed: 25 November 2024).
Hotifah, Y. and Yoenanto, N.H., (2020). ‘Determinant factors of willingness to learn,’ Systematic literature review. pp. 700-704. Available at: https://www.atlantis-press.com/proceedings/icite-20/125948734 (Accessed: 25 November 2024).
Kharouf, H., Sekhon, H., Fazal-e-Hasan, S.M., Hickman, E. and Mortimer, G., 2019. The role of effective communication and trustworthiness in determining guests’ loyalty. Journal of Hospitality Marketing & Management, 28(2), pp.240-262. Available at: https://www.tandfonline.com/doi/epdf/10.1080/19368623.2018.1505574?needAccess=true (Accessed: 24 November 2024). 
Le Riche, P., (2006). ‘Practising observation in shadowing: Curriculum innovation and learning outcomes in the BA social work,’ Social work education 25(8), pp.771-784. Available at: https://doi.org/10.1080/02615470600915829 (Accessed: 25 November 2024). 
Lewis, N., (1975). ‘Health and Safety at Work Act 1974,’ The Modern Law Review, 38(4), pp.442-448. Available at: https://www.jstor.org/stable/1094002?casa_token=FNz_B2SmgqoAAAAA%3APqbczPubl8kW1rSVfU8SyyOwU-AD8VgWWPOMlwNfzPrpu8uIHE0FpZCX07IM0ivulAE_qLHfKGZBNsRhmKzZFLB-kAxGnbPK3yDNH3HfFgwsw5Vx7nE (Accessed: 26 November 2024).
[bookmark: _Int_rNAGSrdg][bookmark: _Int_De8lSkv3][bookmark: _Int_XlT6YCjv]Mahe, G. (2023). Ask George: What’s more important to you in a restaurant, good food or good service?  Available at: https://www.stlmag.com/dining/ask-george/ask-george-whats-more-important-to-you-in-a-restaurant-good-food-or-good-service/ (Accessed: 26 November 2024).
[bookmark: _Int_YrMVh5Gv]Mburu, B., Koome, P., Gichuhi, D., (2020). ‘Influence of employer-employee relationships on service quality in the hospitality industry in Nakuru County, Kenya,’ International Journal of Research in Business and Social Science. 9(5), pp.166-171. Available at: https://ssbfnet.com/ojs/index.php/ijrbs/article/view/854/649 (Accessed: 25 November 2024).  
Mcleod, S. (2024) ‘Kolb’s Learning Styles and Experiential Learning Cycle', Simply Psychology. Available at: https://www.simplypsychology.org/learning-kolb.html   (Accessed: 21 November 2024).
Parasuraman, A., Berry, L.L. and Zeithaml, V.A., (1991). ‘Understanding customer expectations of service,’ MIT sloan management review. Available at: https://sloanreview.mit.edu/article/understanding-customer-expectations-of-service/ (Accessed: 23 November 2024).
Parker, J., Hughes, M. and Rutter, L., (2012). ‘Shadowing' and its place in preparing students for practice learning. The Journal of Practice Teaching and Learning, 7(3), pp.49-69. Available at: https://journals.whitingbirch.net/index.php/JPTS/article/view/352 (Accessed: 27 November 2024).
Singh, R., Nika, A.S. (2019) ‘Influence of service quality on brand image and repeat patronage in hospitality industry’ African Journal of Hospitality, Tourism and Leisure, 8(3), pp.1-19. Available at: https://www.article_42_vol_8_3__2019-libre.pdf (Accessed: 24 November 2024). 
Sokolovsky, D. (2023). Forbes: The Power of Customer Feedback. Available at: https://www.forbes.com/councils/forbesbusinesscouncil/2023/06/30/the-power-of-customer-feedback/ (Accessed: 25 November 2024)
Vyas, F.Y. and Mehta, H.J., (2015). ‘Developing effective communication skills,’ International Journal of Research and Analytical Reviews, 2(1), pp.105-8. Available at: https://ijrar.com/upload_issue/ijrar_issue_156.pdf (Accessed: 25 November 2024).
Wilton, N., (2012). ‘The impact of work placements on skills development and career outcomes for business and management graduates,’ Studies in higher education, 37(5), pp.603-620. Available at: https://doi.org/10.1080/03075079.2010.532548  (Accessed: 20 November 2024).






