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INTRODUCTION
Working in Zizzi gave me chance to experience restaurant service from different sides. Even if my main role during placement was chef, I also had experience helping front of house during busy evenings. Because of this, I started understanding better how the whole restaurant works together during service and how important guest experience really is.
One thing I enjoyed from beginning was the fast atmosphere. Every shift was different and sometimes very unpredictable. Some evenings were smooth and organised, while other shifts became stressful very quickly because of large bookings, delays or communication problems. Instead of seeing this as negative, I actually liked learning how to react under pressure and become more adaptable.
This placement made me realise hospitality is not only about serving food. Restaurants depend a lot on timing, attitude, teamwork and energy between staff members. Guests notice much more than people think. They notice if staff look stressed, if communication feels friendly and if service runs naturally.
For this report I will reflect on a birthday booking for 25 guests and explain how I would approach the situation based on my placement experience. I will also reflect on drinks service, upselling, guest interaction and the importance of organisation during busy service. Gibbs Reflective Cycle will be used because I think it helps connect experiences with personal development and future improvement.

Learning through busy service
During placement I noticed large bookings can completely change the atmosphere inside restaurant. A birthday party with 25 guests sounds exciting, but it also creates pressure for kitchen and front of house staff if preparation is poor.
If I was responsible for this booking, the first thing I would do is contact the customer before the event and collect important information about allergies, food preferences, children attending or any special requests. From my experience at Zizzi, guests usually appreciate when restaurant staff communicate early and show interest in details before the booking even starts.
I learned allergies are something restaurants must never ignore because even small mistakes can become dangerous for customers. During placement I saw staff always double checking allergy information before sending food to tables. This created safer service and also gave customers more confidence in the restaurant.
I would also ask guests about the type of atmosphere they expect. Some birthday groups prefer relaxed service with more time between courses, while others want food and drinks faster. Understanding expectations early can help service feel smoother later.
One thing I started enjoying during placement was helping organise busy sections before service started. I liked preparing stations, checking equipment and making sure everything was ready because I realised small preparation problems become much bigger during busy evenings.
Before the birthday party starts, I would organise a short team briefing. I think these briefings are useful because they help staff feel prepared and focused before guests arrive. During placement I noticed services usually worked better when everybody understood their responsibilities early instead of trying solve problems during service.
At beginning of placement I sometimes focused too much only on kitchen tasks and not enough on the bigger picture inside restaurant. But after helping front of house more often, I started understanding how closely every section depends on each other. If kitchen delays food, front of house feels pressure from guests. If communication from servers is unclear, kitchen can also become frustrated. This experience helped me become more aware of teamwork during service.
Another important part of preparation is table organisation. For large bookings, I learned space and timing are very important. Guests need feel comfortable and staff also need enough space to move safely around tables carrying food and drinks.
I remember one evening during placement when two large tables arrived almost together and restaurant became very loud and chaotic at beginning of service. Looking back now, I think staff could have prepared sections earlier and communicated timing more clearly between kitchen and front of house. Even small improvements in organisation can reduce stress during busy evenings.
Restaurants also need policies during celebrations because birthday parties can sometimes become difficult if alcohol consumption increases or guests become louder. Procedures connected with health and safety help staff maintain professional environment and protect customers during service (Association, 2024).
Something else I noticed during placement is that guests remember how staff make them feel. Sometimes customers waited longer for food, but they still left happy because staff stayed friendly, honest and calm during service. Customer satisfaction is strongly connected with service quality and communication (Alan & Zeithaml, 2020).
Personally, I think one of my strengths during placement was staying positive during difficult shifts. I enjoyed the challenge of busy service and I liked learning new things from different situations. Instead of feeling negative when service became stressful, I usually tried stay focused and support other team members where possible.





Service, drinks and guest interaction
For this booking, guests already selected their main courses before arriving, but they did not pre-order starters, desserts or drinks. In my opinion this creates extra work during service, but it also creates opportunities for better guest interaction.
During placement I noticed customers often enjoy recommendations from staff instead of deciding everything before arriving. Some guests become more interested in desserts or drinks after they already relaxed and enjoyed main courses.
Drinks service is very important because it usually creates first impression at the table. If staff communicate confidently and naturally, guests often feel more comfortable and open to recommendations. Because I had experience in front of house before placement, I felt comfortable speaking with customers and helping answer questions during service.
I do not think upselling should feel forced. Customers normally react better when recommendations sound genuine and relaxed. During placement I heard servers recommending cocktails, wines or desserts in very natural way and guests usually responded positively.
Guests also ask many questions about menu items, especially allergens, vegetarian dishes, ingredients or portion sizes. Because of this, good menu knowledge is very important in hospitality industry (Kandampully & Solnet, 2019). Customers trust staff more when answers sound confident and clear.
For this birthday party I would prefer table service because it creates more interaction between staff and guests. It also helps restaurant control timing better during busy evenings.
One thing I learned during placement is that staff deployment can completely change service quality. When responsibilities are unclear, service becomes slower and more stressful. But when communication flows properly between sections, the whole atmosphere feels calmer and more professional.
Looking back now, I think placement helped me improve adaptability more than anything else. Every service was different and sometimes plans changed very quickly. I learned how important it is to stay flexible and positive even when unexpected problems happen.
I also realised leadership is not always about controlling people. Sometimes leadership means helping the team stay motivated and calm during difficult moments. During placement I respected managers who stayed positive during pressure situations because this attitude affected the whole team.
One thing I would still like improve is delegation. Sometimes I tried manage too many tasks alone because I enjoyed staying busy and involved in service. But with more experience I understood trusting the team is also important in hospitality.
This placement experience helped me develop stronger communication, better awareness during service and more confidence working with customers. I think these skills will help me a lot in future hospitality management roles.

CONCLUSION
This placement helped me understand restaurant operations from both kitchen and front of house perspectives. Working in different areas of the restaurant gave me wider understanding of guest experience, teamwork and service organisation.
During placement at Zizzi I improved confidence, communication and adaptability during busy service. I also learned that positive attitude can make difficult situations easier for both staff and customers.
Reflecting on these experiences helped me understand my strengths better and also recognise areas where I still need improve. Overall, I believe this placement gave me valuable experience for future hospitality management opportunities and helped me grow both personally and professionally.
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