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Introduction
This is my experience working in front of house at Wagamama during my placement. Normally, my main role is working in the kitchen, where I feel more comfortable because I am used to cooking and managing kitchen tasks. However, during quieter periods and staff shortages, I also spent time helping in front of house. This gave me the chance to see the restaurant from a different side and understand more about customer service.
At first, I thought front of house was easier than kitchen work, but after some shifts I realised it can also be stressful and difficult. I had to communicate with customers, stay calm under pressure and work closely with the team. This experience helped me improve my confidence, communication and understanding of customer experience in hospitality.
This portfolio will reflect on the customer service skills I developed, the challenges I faced and the personal growth I experienced while working in front of house. It will use reflection to explain what I learned from this experience and how it can help me in my future career.

Element 1: Customer Service Skills
Working in front of house at Wagamama was very different from working in the kitchen. In the kitchen, I usually focus on food preparation, timings and organisation. Front of house was more about people, communication and customer experience. At the beginning, I felt uncomfortable because I was not used to speaking with customers all the time. I also worried about making mistakes or forgetting things. However, after some time, I slowly became more confident.
One important skill I developed was communication. In front of house, communication is very important because customers expect staff to be friendly and helpful. At first, I was speaking very fast because I was nervous. Sometimes I did not explain things clearly enough. After more experience, I learned how to communicate better and listen more carefully to customers. According to (Kotler & Armstrong, Principles of Marketing, 2017), good communication helps create positive customer experiences and customer satisfaction.
Another skill I improved was teamwork. At Wagamama, front of house and kitchen staff work together constantly during service. I already understood kitchen pressure, so this helped me understand both sides better. When the restaurant became busy, everybody needed to support each other. I learned that strong teamwork helps service run more smoothly and reduces stress for staff and customers.
I also developed more patience while working with customers. Some customers were very friendly, but others could become impatient when the restaurant was busy or food took longer to arrive. At first, these situations made me stressed because I was not used to handling complaints directly. Over time, I learned that staying calm is very important in hospitality. Customers usually react better when staff stay polite and respectful. (Goleman, 2020) explains that emotional control is important when working with people in stressful situations.
One thing that surprised me was how much small actions can change customer experience. For example, smiling, checking on tables or helping customers quickly made a big difference. Before this experience, I thought customers mostly cared about food quality. Now I understand they also remember how staff treated them during the visit. (Hemmington, 2007) explain that hospitality is strongly connected to how guests feel during service.
One difficult situation happened during a busy evening when a customer complained because their order was incorrect. I felt nervous because I did not know how to react quickly. Instead of panicking, I apologised and spoke calmly with the customer before fixing the problem with the kitchen team. After this situation, I felt more confident because I realised mistakes can happen, but communication and attitude are very important.
Overall, working in front of house helped me develop many customer service skills that I did not have before. Even though I still prefer kitchen work, this experience helped me better understand customers and the importance of hospitality. I improved my communication, teamwork, patience and confidence. I also learned that customer service is not always easy, but it is a very important part of restaurant success.
Element 2: Customer Service Experience and Feedback
During my placement in front of house at Wagamama, I learned a lot about dealing with different types of customers and working under pressure. Most of the time, I worked in the kitchen, so front of house was a new experience for me. At first, I did not realise how much responsibility front of house staff have during service. They need to communicate with customers, solve problems quickly and still stay calm and positive.
The restaurant was often busy, especially during evenings and weekends. Customers expected fast service and good communication. At first, I found this stressful because I was not used to speaking to many customers during one shift. Sometimes I worried too much about making mistakes. However, after more experience, I started becoming more relaxed and confident.
One challenge I faced was dealing with unhappy customers. I remember one busy evening when customers became frustrated because food was delayed. The kitchen was under pressure and front of house staff also became stressed. At first, I did not know the best way to handle the situation. Instead of avoiding the customers, I apologised politely and explained that the restaurant was very busy. I also continued checking on the table and updating them about the order. In the end, the customers became calmer because they appreciated the honesty and communication.
This experience taught me that customers usually want to feel listened to and respected. Even if problems happen, communication can improve the situation. According to (Buttle & David Bowie, 2016), customer satisfaction is strongly influenced by employee attitude and service quality.
Another important thing I learned was how important teamwork is in hospitality. During busy services, front of house and kitchen staff needed to help each other constantly. Because I already understood the kitchen side, I was able to communicate well between both departments. This helped reduce mistakes and improve service. I realised that when teamwork is poor, customers notice problems very quickly.
During my placement, I received both positive and negative feedback. Positive feedback usually happened when customers felt welcomed or when I helped solve problems quickly. These situations improved my confidence because they showed me that I was improving. However, negative feedback was more difficult at first. Sometimes customers complained about waiting times or incorrect orders. In the beginning, I took criticism personally and felt disappointed. Later, I understood that feedback can help staff improve and become more professional.
Looking back, one thing I would do differently is ask for help more quickly during stressful situations. At the beginning, I tried to manage problems alone because I did not want to look inexperienced. However, I later realised that communication with colleagues and managers is very important in hospitality. (Mullins, 2016) explains that teamwork and support between employees are important for effective service environments.
Overall, this experience helped me better understand customer service and the importance of communication in hospitality. I became more confident dealing with customers and learned how to stay calm under pressure. Even though front of house was difficult at first, it helped me grow personally and professionally.
Element 3: Personal Growth and Reflection
Reflecting on my experience at Wagamama, I can see that working in front of house helped me grow in many ways. Before this experience, I was much more comfortable working in the kitchen because I did not need to interact with customers directly. Front of house pushed me outside my comfort zone and made me develop new skills.
One of the biggest things I learned was confidence. At first, I felt nervous speaking with customers and handling complaints. I worried about saying the wrong thing or making mistakes. Over time, I became more comfortable and realised that confidence grows with experience. This helped me become more relaxed during service and better at communicating with people.
Another important lesson was emotional control. Hospitality can become very stressful during busy shifts, especially when customers complain or service becomes delayed. At the beginning, stressful situations affected my emotions and confidence. However, I learned how important it is to stay calm and professional even during pressure. (Johns, 2017) explains that reflection helps individuals understand experiences and improve future behaviour.
This experience also changed my understanding of hospitality. Before working in front of house, I mainly focused on food quality and kitchen performance. Now I understand that customer experience is also influenced by communication, atmosphere and staff behaviour. Small things such as smiling, listening and helping customers can improve their experience a lot.
There are still some areas where I would like to improve. For example, I would like to become more confident handling difficult complaints and stressful situations. I also want to improve my communication skills and learn more about leadership in hospitality. I believe these skills will help me in future career opportunities.
Overall, my placement experience was challenging but also very useful. It helped me understand hospitality from a different perspective and improved many important skills. Even though I still prefer working in the kitchen, front of house experience helped me become more confident, patient and professional. I now better understand how important customer service is for the success of a restaurant.


Conclusion
In conclusion, this portfolio reflected on my experience working in front of house at Wagamama and the skills I developed during my placement. Although I was more comfortable working in the kitchen, this experience helped me improve my communication, teamwork, patience and confidence. I also learned how important customer service is in hospitality and how employee behaviour can influence customer satisfaction. Reflecting on these experiences helped me understand both my strengths and areas for future improvement. Overall, this experience helped me grow personally and professionally and gave me a better understanding of the hospitality industry.
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