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BMGM4003- Customer experience & service skills placement LEVEL 4 – Reflective portfolio (1500 words)

	Student Name
	Paulina Anna Skoczek 

	Student ID Number
	2219392

	Lecturer Name
	Dr.Jayne-Griffith Parry




You are required to complete a reflective portfolio to capture the learning experience and knowledge you have acquired within your culinary skills experience. You need to complete four sections as set out in this document, each section must contain 325 words and so your writing must be relevant as to allow you to display the knowledge that you have gained.

In each section reflect on:
 
What new skills / knowledge you have acquired 
How will you apply your knowledge in the future?
What are your personal reflections on the subject?
Why is this topic important within the industry? 
Provide evidence of further reading. Include a minimum of 3 references per section.

This is the placement development record and is designed for the student to reflect on (not describe) their learning experience to critically review their development.

Students should focus upon their: 
· Vocational Development 
· Self-Development 
· Academic Development 

The Development Record Should Include: 

A brief generic overview of the overall placement. This should review the experience in terms of the placement objectives and the student’s own learning outcomes. Students may wish to provide evidence of achievement of the aims put forward in their action plan and learning agreement. Particular attention should be paid to issues regarding self, vocational and academic development as well as highlighting ‘lost’ opportunities. 

The portfolio aims to provide a self-reflection of your progress and to review the work that you have undertaken, applying evidence of developing the following key skills criteria: 
· Self-management and development 
· Task management
· Applying initiative in workplace problems
· Communication 
· Application of knowledge Assessment Criteria 

Students will be assessed upon their ability to critically evaluate their personal performance and development as well as their reflective analysis of the overall learning experience, outcome achievements, key skills development, application of theory in practice, identification of lost opportunities and future career development/skills application. 

This record should not be descriptive in nature but reflective, analytical, and critical. Your placement module lecturer will meet with you bi-weekly to review your progress and regularly meet with your kitchen supervisor to ensure you are progressing through your tasks and acquiring the support you need to be successful in the department rotation.

Upon completion of your placement, you will be required to upload your completed portfolio to the Turnitin link provided in Moodle. Timely submission will be expected as per university guidelines and the required dates will be posted in the Turnitin Link.


	Generic overview of overall placement
(This section does not achieve any marks but allows you to give a general overview of your experience to allow for more focussed writing within the next four sections.)

	







































	Section 1
	· Give examples of how you have contributed to a positive customer experience.


	Customer experience is the priority at the Beach House. ‘‘Commitment is translated into the guest experience’’ Hywel Griffith (2023). Following this belief, in the Beach House, I have learnt to personalize each customer interaction to make sure each guest feels unique and valued. My research actively demonstrates that 96% of customers say that customer service is important in their choice of loyalty to a restaurant. Blake Morgan (2019). Furthermore, 20% of customer frustration is associated with a long waiting time and Front of House slow response times. Hot Jar (2023). With that in mind, I have contributed to a positive customer experience by approaching guests needs as soon as they made themselves comfortable. I have served the water, talking to them cheerfully making sure they feel warmly welcomed and serene. Subsequently, I followed this strategy by serving the Amuse Bouche, Laverbread bread and Canapes explaining each dish carefully to provide as much information about the Chefs inventions. I have also contributed to their positive experience by making sure tables are organised with a clean cutlery, ready for the next course served. The supervision, feedback and guidance, which I received from Christie- The restaurant manager, was helpful. It allowed me to work on my weaknesses such as knowledge about the dishes and developing a more casual during service.  I felt component to perform given tasks, as well as professional and disciplined. Throughout this experience I observed that nothing I was doing was completed automatically and with coercion. Instead, there was enough of human touch, passion and dedication. I am keen to develop my skills further, so it is vital for me to involve more towards the advanced tasks faster. I would like to contribute to positive customer feedback by taking full food orders from guests and working on the ‘pass’. For that, I need more trust and teamwork support from the Beach House management staff and waiting staff as well as personal adherence. 

























	Reference list (minimum of 3 please) – please use Harvard refencing system

	1.Hot Jar (2023) - Understanding customer experience 
Available at: What is Customer Experience: Strategy, Examples & Tips (hotjar.com)
(Accessed:09.03.2023)

2.Hywel Griffith (2023) - Our Head Chef 
Available at: Restaurant In Oxwich | Beach House Restaurant (beachhouseoxwich.co.uk)
(Accessed: 09.03.2023)

3.Morgan.B (2019)- Statistics that prove the value of customer experience.  
Available at:50 Stats That Prove The Value Of Customer Experience (forbes.com)
(Accessed: 09.03.2023)







	Section 2
	· Give examples of how you have received guest feedback and dealt with this.


	It is a fact that loyal customers expand business horizons and fuel the business revenue. Scott Tousley (2023) was a useful source of information. Additionally, I think that what really matters within the hospitality industry is the emotions. Bill Gates (1999) mentioned, ‘’Your most unhappy customers, are your greatest source of learning’’. This quotation connects to my portfolio and supports the above facts because if not the customers feedback, I would not be able to see personal behaviours, or business defects that needs urgent improvements. During my training period at the Beach House, I always meet positive feedback, which of course is followed by great customer satisfaction.  However, the only inconvenient situation, which stuck with but was successfully solved was when a customer was alarmingly concerned about the timing of serving a soufflé. It was easy to notice that he was not pleased when the answer to his question was that ‘’the service will take approximately 20 minutes’’. His body language automatically changed, so as the tone of voice and attitude. Seeing the customer negative emotion my empathy and positive mindset became a priority. I have apologised to the guest immediately and naturally sympathized with his issue. I have fully described to the guest why such a dessert takes longer to be served than others, highlighting all is unique features; stages of cooking and outstanding flavours, trying to convince the guest that the waiting time is worth the hassle. I also offered the availability of choosing different dessert option, ensuring to help answer any question the guest could have or speaking directly with a restaurant manager to make sure his need is met adequately. After that short conversation, tension has calmed, and the customer decided to trust my recommendations. This situation has thought me that excellent customer service is a top priority and that putting myself in the customers shoes is important to resolve big and small issues, which naturally appear throughout a busy service. Therefore, it is crucial to elevate understanding about people's behaviour to master dealing with all sorts of feedbacks. (Johnson, 2018).     






































	Reference list (minimum of 3 please) – please use Harvard refencing system

	1.Bill Gates (1999) Business and the speed of thought 
Available at: Bill Gates Says Unhappy Customers Are Good for Your Business. Here's Why. | Entrepreneur
(Accessed:09.03.2023)

2.Johnson, J. (2018) How to deal with difficult people (video)
Available at: (55) How to Deal with Difficult People | Jay Johnson | TEDxLivoniaCCLibrary - YouTube
(Accessed: 09.03.2023)

3.Tousley S. (2023) Customer Feedback Strategy: The only guide you ever need. 
Available at: Customer Feedback Strategy: The Only Guide You'll Ever Need (hubspot.com)
(Accessed:09.03.2023)







	Section 3
	· Describe the range of service skills you have developed – how did meeting guests make you feel? What did you learn from colleagues and diners alike?


	Walton S describes the customer service in one evocative passage: 

Exceed your customer’s expectations. If you do, they’ll come back over and over. Give them what they want and a little more.” 

(Sam Walton Quotes 2023) 

I definitely agree with this quote because at the Beach House familiar faces of the regular guests are seen every day. Therefore, this quote supports my portfolio because the first skill that I have developed during my experience was paying attention to details without exception, accordingly, exceeding guest expectations. Only after my work experience sessions at the restaurant, I can admit that customers think alike. The high-end service offered at the Beach According to the Michelin Star Guide (2023) the restaurant differentiate itself from competitors and keeps a permanent place in the ‘best restaurant’ rankings in Wales. Many times, throughout the service I noticed guest checking their cutlery, or fingerprints on glasses. It made me realise that only by being consistent, and attentive the restaurant will be able to fulfil guests' expectation and keep the high level of customer service. Therefore, the skill I gained helped my work become more efficient and effective for example, during the restaurant mise en place.  Furthermore, I have developed communication and teamwork skills, which also turned out to be the ice breakers. This makes my job easier, and it makes me feel confident, relaxed and well supported. What else, these emotions intertwine throughout the service making it casual, warm and homely. Lastly, at the Beach House I have developed a product knowledge which will not only improve order accuracy and confidence in the future, but most importantly, it will ensure safety and comfort of any guest with allergies. Working in a restaurant with such a high criterion often requires sacrifice and many times lead to failure. However, in the Beach House I do feel that my hard work is appreciated, and value and that my hard work will pay off.  I can’t wait for my future adventures with the company. 























	Reference list (minimum of 3 please) – please use Harvard refencing system

	1. Dr. D.Bozward (2011) The importance of product knowledge (video) 
Available at:(55) The Importance of Product Knowledge - YouTube
(Accessed:10.03.2023) 

2. Michelin Star Guide (2023) 
Available at: MICHELIN Guide – the official website
(Accessed:10.03.2023)

3.Sam Walton- Quotes (2023)
Available at: https://www.brainyquote.com/quotes/sam_walton_657728
(Accessed:10.03.2023)









	Section 4
	· How did you make service better- what would you need to develop to make your service excellent?

	I have made the service better by treating each customer with respect. At all times my tone of voice was polite whereas attitude approachable. I have provided a prompt assistance and I tried to find solutions to all customer needs. Furthermore, my communication including the verbal and body language, was clear and understandable. My focus was clearly directed on customer satisfaction and going the extra mile to assist them. I felt confident, happy and excited to be able to take part in service. I was patient and I presented a good emotional intelligence. I kept excellent work ethic and willingness to work hard and avoid shortcuts. Although I feel optimistic and successful, there are subjects that must be improved to allow me to progress further in my career at the Beach House. To make my service is excellent, I have to work closely with the Beach House management team and ask for constructive feedback to identify areas of improvement. As some aspect of work may not go as planned, I need to learn to recover a from stressful days and services and overcome any obstacles that may discourage me to achieve my goals. Therefore, I am ready to take all the required commitments to level up and grow mentally as well as physically. My positive mindset, approach and opportunities offered at the Beach Houe will only benefit me. Personal development was always something I was interested about; therefore, I am honoured to be able to work on that in the Beach House. I see a positive dynamic change in my personality and work ethic. I much appreciate that Beach House allows to mature professionally and intellectually and supports me on my way to success. 
































	Reference list (minimum of 3 please) – please use Harvard refencing system

	Bhasin.H (2020) What is service excellence? Why is it important and excellent
Available at: https://www.marketing91.com/
(Accessed:10.03.2023)
2.Fontanella.C (2020-2021). (blog) June 09. The 8 Key Elements you need for good customer service.
Available at:The 8 Key Elements You Need for Good Customer Service (hubspot.com)
(Accessed:10.03.2023) 
3.Kanav.M - How to achieve service excellence: 7 Critical Steps.
Available at: How to Achieve Service Excellence: 7 Critical Steps (ehl.edu)
(Accessed:10.03.2023) 
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