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Reflective Portfolio – Customer Service at Wagamama
Introduction
I completed my placement at Wagamama in Bridgend as part of my university course. Before I started, I thought customer service was mainly the job of the front of house team. I believed my job as a chef was only to prepare food. My placement helped me understand that I was wrong.
After a short time, I realised that everyone in the restaurant is responsible for customer service. (Service, 2025) If the kitchen is slow, customers wait longer. If the food is not prepared correctly, customers will not enjoy their meal. Even though customers do not usually speak to the chefs, the kitchen plays a big part in their experience. This idea is also discussed by (Parasuraman, et al., 1988), who explain that good service depends on meeting customers' expectations.
Working at Wagamama was sometimes challenging because it is a busy restaurant. There were days when we had many orders at the same time, and I had to learn how to stay calm, communicate with my team and work under pressure. At the beginning, I was nervous because everything was new, but I became more confident with every shift.
In this portfolio, I will reflect on what I learned during my placement. I will talk about the customer service skills I developed, the experiences that helped me improve and how this placement has changed the way I work. I will also explain what I would do differently in the future and how these experiences will help me in my career.

Placement Overview
I completed my placement at Wagamama in Bridgend. I worked in the kitchen with an experienced team and had the chance to learn how a busy restaurant works every day.
When I started, I was nervous because everything was new. The kitchen was much faster than I expected, and there was always something to do. I had to learn recipes, kitchen routines and how to work safely while preparing food quickly. At first, I needed help from my manager and colleagues, but they were patient and always explained things when I was unsure.
As time went on, I became more confident. I worked on different kitchen stations and learned new skills step by step. I also became more independent and needed less support during service. This made me feel proud because I could see that I was improving.
One thing that really stood out to me was the teamwork. This is also one of the values promoted by Wagamama, where teamwork and supporting each other are an important part of daily work. (Wagamama, 2025). Nobody worked alone. During busy services, everyone helped each other to make sure customers received their food as quickly as possible. The kitchen and front of house team also worked closely together. If a customer changed an order or had a food allergy, we had to communicate clearly to avoid mistakes. I realised that good communication is an important part of good customer service (Bitner & Booms, 1990).
Before this placement, I wanted to improve my cooking skills. By the end of it, I realised I had learned much more. I became more organised, more confident and better at working with other people. The placement also showed me that customer service is not only about speaking to customers. It starts in the kitchen; with every meal we prepare.

Element 1 – Customer Service Skills
Before my placement, I thought customer service was mostly about talking to customers and taking orders. After working at Wagamama, I realised that the kitchen is just as important. Every meal we prepared influenced the customer's experience. (Johnston, 1995). If the food was late, cold or not cooked properly, the customer would remember that, even if they never saw the chef.
The first skill I improved was communication. At the beginning, I was quite quiet because I did not know the team well. I was worried about making mistakes, so sometimes I tried to solve problems on my own. After a few weeks, I understood that it was much better to ask questions than to guess. My manager always said it was better to ask once than make a mistake. This helped me become more confident and work better with the rest of the team. Good communication is an important part of customer service because it helps everyone work towards the same goal (Bitner & Booms, 1990).
Teamwork was another skill I developed. I remember one Friday evening when the restaurant was very busy. Orders kept coming, and my station became very busy. I started to fall behind, and I was worried that customers would wait too long for their food. One of my colleagues came to help me without me asking. We worked together until we caught up with the orders. That day made me realise that teamwork is not only about helping your colleagues. It is also about making sure customers receive good service. When the kitchen works well together, customers do not notice the pressure behind the scenes. They only see good food and fast service (Walker, 2025).
I also became better at staying calm under pressure. During my first busy shifts, I tried to work as fast as possible. Instead of helping, this sometimes made me feel stressed. With more experience, I learned that staying calm helped me work better. I made fewer mistakes, communicated more clearly and felt more confident during service.
Another skill I improved was paying attention to detail. At Wagamama, every dish had to meet the same standard before it left the kitchen. This was especially important when preparing food for customers with allergies. I always checked the order carefully before I started cooking because I knew even a small mistake could affect someone's health. This taught me that customer service is also about making customers feel safe and respected (Parasuraman, et al., 1988).
Looking back, I can clearly see how much I improved. I became more confident, asked for help when I needed it and worked better with my team. The biggest lesson I learned is that customer service starts long before the food reaches the table. It starts in the kitchen, with good communication, teamwork and taking pride in every meal we prepare.

Element 2 – Customer Service Experience and Feedback
Working at Wagamama changed the way I think about customer service. Before my placement, I thought only the front of house team looked after customers. After working in the kitchen, I realised that every person in the restaurant helps create the customer's experience.
Most of our customers wanted fresh food, fast service and friendly staff. Some customers also had food allergies or asked for changes to their meals. These orders needed extra care because even a small mistake could cause a serious problem. Every time an allergy order came into the kitchen, I stopped for a moment, checked the ticket carefully and made sure I understood exactly what the customer needed. It reminded me that customer service is also about making people feel safe (Parasuraman, et al., 1988).
One experience I remember happened on a busy Friday evening. The restaurant was full, and new orders kept coming into the kitchen. I wanted to work as quickly as possible, but I started to feel under pressure. My manager told me not to rush because making a mistake would only slow us down. I followed the advice, stayed focused and worked through the orders one by one. At the end of the shift, I realised that staying calm helped me more than trying to work faster.
I also learned a lot from the front of house team. They often came into the kitchen with special requests from customers or gave us updates if someone had been waiting longer than expected. This helped us decide which orders needed to be prepared first. It showed me that good communication between the kitchen and front of house is just as important as good communication with customers (Bitner & Booms, 1990).
During my placement, my managers gave me regular feedback. At first, they told me I needed to be more confident and speak up if I was unsure about something. I listened to their advice and started asking more questions instead of trying to work everything out on my own. After a few weeks, they noticed the improvement and trusted me with more responsibility. Receiving positive feedback gave me confidence and motivated me to keep improving.
Looking back, I also had some missed opportunities. In my first few weeks, I was very focused on doing my own job well. Sometimes I did not notice that another station needed help because I was worried about making mistakes on my own section. As I became more experienced, I understood that helping the team also helps the customer. If one station falls behind, the whole service becomes slower. If I completed my placement again, I would communicate more confidently from the beginning and offer help sooner when I could. (Kandampully & Solnet, 2019) explains that learning from feedback is an important part of improving service, and I believe this was true in my own experience.
When I think about my placement now, I can see how much I have changed. I became more confident, accepted feedback in a positive way and learned that small actions in the kitchen can make a big difference to the customer's experience. These lessons are something I will take with me into every future job in hospitality.

Element 3 – Personal Growth and Reflection
When I look back at my placement, I can see that I have changed a lot. I started as someone who was nervous and not very confident. By the end of my placement, I felt much more comfortable working in a busy kitchen and being part of the team.
The biggest challenge for me was believing in myself. During my first few weeks, I worried about making mistakes. Because of this, I sometimes worked slower than the rest of the team. I checked everything more than once because I wanted to do a good job. As I gained more experience, I realised that making small mistakes is part of learning. What mattered most was learning from them and trying not to repeat them.
Another thing that helped me grow was working with experienced chefs. I watched how they stayed calm during busy services and how they supported each other. This showed me that being a good chef is not only about cooking. It is also about being reliable, helping your team and keeping a positive attitude, even when the restaurant is very busy.
I also became more confident when talking to my manager and colleagues. At the beginning, I did not ask many questions because I did not want to interrupt anyone. Later, I understood that asking questions helped me learn faster. It also helped me avoid mistakes and become more independent. Looking back, I wish I had done this from my first week. (Gibbs, 1988) explains that reflecting on our experiences helps us improve, and I can clearly see this in my own placement.
This placement also helped me think about my future. It confirmed that I enjoy working in hospitality and that I like the fast pace of a busy kitchen. I enjoy working as part of a team and I like learning new skills every day. In the future, I would like to continue developing my knowledge, take on more responsibility and keep improving my leadership skills. I know I still have a lot to learn, but this placement has given me a strong foundation and much more confidence than I had when I first started.
Overall, my placement was a very positive experience. It helped me improve my practical skills, but it also helped me grow as a person. I became more confident, more organised and more willing to learn from others. These are skills that I will use throughout my career in hospitality.


Conclusion
My placement at Wagamama was one of the most valuable parts of my university course. It helped me understand that customer service is everyone's responsibility, not only the front of house team. Every meal, every conversation with colleagues and every small decision in the kitchen can affect the customer's experience.
During my placement, I improved my communication, teamwork and confidence. I also learned how to work under pressure, accept feedback and learn from my mistakes. These experiences have made me a better team member and have prepared me for my future career.
Looking back, I am proud of the progress I made. I know I still have more to learn, but I feel much more confident than I did on my first day. I will take these lessons with me in every future role because they have helped me become a better hospitality professional.
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