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Introduction
During my placement at Zizzi, I had the opportunity to work in front of house again after spending many years mainly working in the kitchen as a chef. Before moving into kitchen roles, I previously worked in front of house, so I already had experience communicating with customers and working in hospitality service. However, after focusing mostly on kitchen and management responsibilities for several years, this experience helped me reconnect with customer interaction and refresh important customer service skills. The experience helped me remember the importance of customer interaction, teamwork and professionalism in the restaurant industry. This portfolio will reflect on the skills I used and improved, the challenges I faced and the personal development I experienced during my placement in front of house.

Element 1: Customer Service Skills
Working in front of house again at Zizzi was an interesting experience for me because it reminded me how important customer service is in hospitality. Before becoming a chef, I worked in front of house for several years, so I already had experience speaking with customers and dealing with service situations. However, after spending around five years mostly in the kitchen, I realised I had become more focused on food preparation and kitchen organisation than customer interaction.
At the beginning of my placement, I felt comfortable speaking with customers because of my previous experience, but I also noticed that I needed time to adapt again to front of house pressure. Hospitality changes very quickly, and customer expectations are now higher than before. Customers expect fast service, friendly communication and positive energy from staff. (Lucas, 2011) explains that good customer service is very important because it influences customer satisfaction and business reputation.
One important skill I used during my placement was communication. Because I already had experience in front of house, I understood how important tone of voice, body language and attitude are when dealing with customers. I tried to create a friendly atmosphere and make customers feel comfortable during their visit. I also learned that communication between staff members is just as important as communication with customers. Good communication helped reduce mistakes and improve teamwork during busy service.
Another important skill was leadership. Because of my kitchen and management experience, younger staff members sometimes asked me for help during stressful situations. I tried to support the team and stay calm during busy periods. This experience reminded me that leadership in hospitality is not only about giving instructions, but also about helping and motivating colleagues. According to (Ozturk & Hancer, 2022), strong leadership can improve teamwork and service quality in hospitality environments.
I also improved my patience and emotional control. Even with previous front of house experience, difficult situations can still happen. For example, some customers became impatient during busy evenings when food took longer to arrive. Instead of reacting emotionally, I stayed calm, listened carefully and tried to solve the situation professionally. I believe my previous experience helped me manage these situations better than before.
One thing I noticed during this placement was how important small details are in customer service. Simple things such as smiling, checking tables regularly or remembering customer requests can improve the guest experience a lot. Before returning to front of house, I had forgotten how much these small interactions influence customer satisfaction. Berger (Cavagnaro, 2018) explains that hospitality communication plays an important role in creating positive experiences for guests.
Overall, this placement experience helped me reconnect with front of housework and refresh important customer service skills. Even though I already had previous experience, working in the kitchen for many years made me forget some aspects of direct customer interaction. This experience reminded me how important communication, patience, leadership and professionalism are within hospitality.
Element 2: Customer Service Experience and Feedback
During my placement at Zizzi, I worked with many different types of customers, including families, couples, large groups and regular customers. Because of my previous experience in front of house, I felt more confident interacting with guests than I expected. However, I also realised that hospitality can still be stressful, especially during busy evenings and weekends.
One challenge I faced was balancing management responsibilities with front of house service. Sometimes I needed to support kitchen staff while also helping customers and assisting the front of house team. This required strong organisation and communication skills. During busy services, small mistakes or delays could quickly affect customer experience, so teamwork was very important.
One situation I remember clearly was when customers complained about waiting too long for drinks and food during a very busy evening. Because I understood both the kitchen and front of house sides, I was able to explain the situation professionally and keep communication calm between staff and customers. I apologised to the customers, updated them regularly and made sure the situation did not become more stressful. In the end, the customers appreciated the honesty and remained understanding.
This experience showed me how important emotional control and professionalism are in hospitality. According to (Buchanan & Huczynski, 2013), employees who stay calm during stressful situations can improve teamwork and customer satisfaction.
I also received positive feedback from both customers and colleagues during my placement. Customers appreciated friendly communication and quick support during busy services. Some colleagues also told me that my previous experience helped keep the team calm during stressful periods. This made me realise that experience can help create a more positive working environment.
However, there were also moments where I realised, I still needed improvement. Sometimes I focused too much on solving operational problems and not enough on spending time with customers. Looking back, I think I could have been more attentive during quieter moments instead of always thinking about kitchen organisation or management tasks.
Overall, this experience helped me better understand the connection between leadership, teamwork and customer service. Even though I had previous front of house experience, returning to this role after several years helped refresh important hospitality skills and reminded me how important customer interaction is for restaurant success.
Element 3: Personal Growth and Reflection
Reflecting on my placement experience at Zizzi, I believe it helped me grow both personally and professionally. Before this placement, most of my focus was on kitchen work and management responsibilities. Returning to front of house reminded me why customer service is such an important part of hospitality.
One of the biggest things I learned was the importance of balance between operational management and customer interaction. In kitchen environments, it is easy to focus only on food quality, timings and organisation. However, this placement reminded me that customer experience is equally important. Guests remember not only the food, but also how staff make them feel during their visit.
Another important lesson was that experience does not mean there is nothing left to learn. Even though I worked in front of house years ago, this placement still challenged me and helped me improve skills such as patience, communication and leadership. (Reece & Walker, 2006) explain that learning through experience helps individuals continue developing throughout their careers.
This experience also helped me reflect on my future career goals. I enjoy both kitchen and leadership roles, and this placement reminded me that understanding all areas of restaurant operations is important for successful management. Having experience in both kitchen and front of house can help create better teamwork and stronger customer service within hospitality businesses.
There are still areas I would like to improve in the future. For example, I would like to continue improving my leadership skills and learn how to manage stressful situations even more effectively. I also want to improve staff communication and become more confident supporting both kitchen and front of house teams during busy service.
Overall, this placement experience was very valuable for me. It helped me reconnect with front of housework, refresh important customer service skills and reflect on my professional development. Even after many years in hospitality, this experience showed me that there is always something new to learn and improve.
Conclusion
In conclusion, this portfolio reflected on my experience working in front of house at Zizzi after spending several years mainly working as a chef and helping with management responsibilities. This placement helped me refresh important customer service skills such as communication, leadership, patience and professionalism. It also reminded me of the importance of customer interaction and teamwork within hospitality. Reflecting on these experiences helped me recognise both my strengths and areas where I can continue improving in the future.
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