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AIM(S)
· To provide students with an understanding of the role and importance of hospitality and guest services practices within the restaurant environment. 

LEARNING OUTCOMES
Upon the successful completion of this module, the student should be able to:

· Understand the importance of maximising a positive customer experience, valuing the importance of the guests within the service experience.
· Evaluate the range of service skills and the provision of these within the ever-changing environment of service in restaurants and how to achieve service excellence.

INDICATIVE CONTENT

· International and UK restauration - definitions of service, and customer experience management, historical developments, role and function of hospitality services.
· Market analysis of different sectors (independent restaurants, franchises, Quick service restaurant, fine dining, restaurants within venues, restaurants within hotels, restaurants within resorts. 
· Relationship within national economies, economic impacts, organisational trends.
· Consumers - Understanding and appreciation of guest needs, identification of market segments for restaurant guests, products, characteristics, structure, changing customer needs and demands, lifestyle trends, patterns of work, lifecycle, fashion fads, service expectations, internal and external factors, market trends. Sustainable (greening) good practice.
· Service Skill Requirements and Operational Issues- Operational systems for resource co-ordination, specific service skills. Changing industry, consumer demands, training initiatives food hygiene, requirements, menu planning, legislation, cultural influences, performance measures, verification, and grading. Social media influences (TripAdvisor) and digital management responses.


Study Time Allocation

The study time for the module is divided as follows:
	Activity type
	Hours
	Percentage

	Scheduled learning
	0
	0%

	Independent learning
	0
	0%

	Placement learning
	200
	100%

	TOTAL
	200
	100%




ASSESSMENT

Assessment Component 1 
(Tick one)

	☐	Written exam
	☒	Coursework
	☐	Practical



	Mode of assessment
	Volume
	Weighting

	Reflective portfolio of practical tasks 
	4 elements
	100%




Assessment Summary
	Activity type
	Percentage

	Written exam
	0%

	Coursework
	100%

	Practical
	0%

	TOTAL
	100%




INDICATIVE READING LIST

	Module Code
	BMGM4003

	Module Title
	Placement: Customer Experience and Service Skills

	Classification
	Reading List entry
	Electronic*

	Essential
	Brown, D.R (2019) 5th Edn. The Restaurant Managers Handbook. How to set Up, Operate, and Manage a Financially Successful Food Service Operation. Atlantic Publishing Group Inc. Florida.
	☒


	Essential
	Cousins, J. Lillicrap, D. Weekes, S. (2019) Food and Beverage Service 9th Edn. Hodder Education. London.
	☒


	Further
	Solomon, M. (2018) The Heart of Hospitality. Great hotel and restaurant leaders share their secrets. Select Books. Inc New York.
	

	Further
	Tesone, V. (2014) Principles of Management for the Hospitality Industry, Butterworth Heineman, Oxford
	☒

	Further
	Walker, J. (2013) Introduction to Hospitality Management, Pearson, London
	☒


	Further
	Wood, R.C., 2015. Hospitality management: a brief introduction, Sage, London
	☒

	Further
	Wine & Spirit Education Trust. (2021) An Introduction to Wine. Cambridge Editorial Ltd. Cambridge.
	☒

	Further
	Fanthorne, C (2004) Work Placements – Survival Guide for Students Macmillan, Basingstoke
	☒

	Further
	Johnston, R Clark, G. Shulver, M. (2012) Service Operations Management, Pearson, London
	☒

	Further
	Wood, R. (2013) Key Concepts in Hospitality Management, Sage, London
	☒

	Websites
	www.thecaterer.com 
	☒

	Websites
	www.bighospitalty.co.uk 
	☒

	Websites
	www.restaurantmagazine.com 
	☒

	Websites
	www.instituteofhospitality.org  
	☒

	Websites 
	www.flowhospitalitytraining.co.uk 
	☒

	Websites
	www.modernrestaurantmagazine.com 
	☒

	Websites
	www.wsetglobal.com 
	☒





