	

Jason Maddocks.
 Your student ID number: 2245135.
 The module title: Introduction to Gastronomy BMGM 4003.
 Your lecturer’s name – .Chris Rogers
Customer experiences and service skills.



Contents
Introduction:	3
Customer Service Skills:	3
Personal Growth and Reflection:	5
Conclusion:	6
Reference list	7




Customer service
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Undertaking a placement at La Braseria has been an enlightening experience, especially in
the area of customer service. This reflective essay explores aspects of customer service skills
development, the practical experiences and feedback received, and the personal growth
and reflections that have emerged throughout the placement. The essay will be sectioned
accordingly.
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Good customer service is essential to the success of any restaurant. Throughout my
placement, honing customer service skills became an important focus. Effective
communication, active listening, and displaying empathy are all key skills in delivering
exceptional customer service (Smith et al., 2015). Perhaps the most noticeable display of
empathy and warmth in customer service is providing service with a smile, a crucial aspect
of customer service and one that has been associated with perceptions of high quality of
service and positively associated feelings with customer experience (Otterbring, 2017). I
endeavoured to provide service with a smile throughout my placement, acknowledging that
a simple smile can put customers at ease. I then began to notice other peoples smiles when
being served by other service staff at other places. I noticed that sometimes a smile didn’t
feel genuine when unaccompanied by appropriate body language and tone of voice. I used
this observation to try and keep my smile congruent with an upbeat attitude and
appropriate posture and body language. I have been able to develop these skills within this
role and in my previous role as business owner of a small burger and coffee business. These
skills were indispensable in managing a range of customer interactions, from handling
inquiries to addressing complaints.
To this end, adapting communication styles to suit different customers is sometimes
necessary (Lovelock &amp; Wirtz, 2016). Examples of this include speaking louder for some
customers, explaining things in more detail, using body language to explain things in a
clearer way and simplifying details of the menu to help the customer make a choice. I can
think of one example where this was necessary. A customer did not know what langoustines
were and I explained that they were a member of the lobster family, very much like large

prawns. The customer liked prawns so opted for the langoustines. This ability to determine
and respond to the unique needs of each customer fostered a positive dining experience.
Customer satisfaction possesses a psychological component which is important to
understand and requires effort and patience, but when achieved becomes a valuable tool in
the ability to tailor service to the individual (Heskett et al., 1997).
Customer Service Experience and Feedback:
My experiences in delivering customer service were diverse and multifaceted. Working at
the front of house, my duties included greeting and seating guests, taking drinks orders,
checking that everything was satisfactory with starters, mains and desserts and bringing the
bill. It was my responsibility to address any service issues, concerns or complaints. Each
encounter provided an opportunity to apply theoretical knowledge to real-world scenarios.
Customer feedback is a valuable source of information for improving service (Zeithaml et al.,
2006), therefore, I at all times remained attentive to the customers’ needs and listened to
feedback from both staff and patrons. Empathy, a key aspect of emotional intelligence
(Zeidner et al., 2004), played a pivotal role in understanding and responding to the emotions
of customers. Recognizing the emotional cues of patrons allowed for a more personalized
service, fostering a connection that transcends the transactional nature of the dining
experience. I noticed on two occasions that customers were finding it difficult to hear me
when it was busy, so I had to make an effort to stand slightly closer to the table and to
speak more loudly. Although this was not directly fed back to me by the customers, I
intuited it from verbal and non-verbal cues, which demonstrates active listening.
I also received feedback from a manager that I needed to speed up service from table to
table. This was a challenge for me, as I was attempting to balance the need for individual
attentive service with the need to meet the demands of a busy restaurant. I did manage to
find this balance by quickening the pace of my orders and speaking and walking slightly
faster. Regular feedback with customers, as well as internal evaluations, allowed for a
continuous refinement of service delivery. The restaurant’s commitment to feedback
mechanisms underscored its dedication to a customer-centric approach which undoubtedly
contributes to its positive reputation as indicated by several recent positive reviews on Trip
Advisor in the area of customer service (Trip Advisor, 2023).

Understanding the impact of service recovery strategies, as discussed by McCollough et al.
(2000), became particularly relevant in the face of occasional service lapses. One example of
this is when I asked a customer if his meal was satisfactory. He explained that I had given
him the wrong wine, (I mistakenly provided merlot instead of chianti), I was able to rectify
the issue by providing him with an additional glass of chianti free of charge. The customer
said he was happy with this resolution as further indicated by his tip. The ability to turn a
negative experience into a positive one through effective resolution strategies not only
retains customers but can also contribute to a positive word-of-mouth reputation (Hart et
al., 1990).
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Engaging in customer service at La Braseria led to substantial personal growth. It highlighted
the importance of emotional intelligence in service interactions (Goleman, 1995).
Recognising and managing my own emotions while empathising with customers contributed
to more authentic and positive connections. I learned that I need to approach service
situations more confidently and proactively. I have learned to speak more clearly in these
situations so as to be better understood and to work more quickly. Adjusting to the pace of
business has been a learning curve. It is sometimes difficult to maintain the level of
concentration needed to adequately anticipate customer concerns and to meet the
demands of the business in a timely manner. These issues were not previously recognisable
to me as my previous experience has been very different. Selling burgers and coffee was
never as busy as La Braseria. It has been a valuable experience that will undoubtedly benefit
me in my future business endeavours. I am constantly reflecting on my service in light of
feedback and will continue to do so. The reflective process, as highlighted by Moon (1999),
was instrumental in my personal development. Regularly analysing and critiquing my
interactions allowed for continuous improvement. Recognising strengths and areas for
development has become a habitual part of my routine, fostering a proactive approach to
skill enhancement.
The ability to take on board negative feedback was a crucial factor in improving my ability to
provide good quality service. I was able to improve the pace of my service and become
more proactive following criticism by a manager that I was too slow. This ability is
demonstrative of a good level of self-awareness and is known to be a key factor in driving
service improvement (Tax et al., 1998).
Furthermore, allowing myself to embrace various roles such as a knowledgeable server or a
welcoming host allowed me to navigate varying expectations of customers, thus enhancing
the customer experience and developing versatility in my own skillset. The enthusiasm of
embracing one’s role will often be intuited by the customer and lead to a more positive
customer experience (Solomon et al., 2019).
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In conclusion, my university placement at La Braseria has been a transformative experience
in the context of customer service. The development of customer service skills, the richness
of practical experiences and feedback, and the personal growth and reflections have
collectively contributed to a holistic understanding of the role of customer service in the
restaurant industry. As I move forward, the invaluable lessons learned from this placement
will undoubtedly shape my approach to customer service and enhance my contribution to
the ever-evolving hospitality landscape. I will endeavour to continue the practice of these
skills in my everyday work and especially in the context of my own business where I hope to
improve quality of service and achieve growth.
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