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Introduction (Reflective Mode)
Reflection is a critical component of professional development in hospitality, where service environments are dynamic, unpredictable, and shaped by human behaviour (Wood, R.C, 2015) .For this assignment, I have chosen Gibbs’ Reflective Cycle (Figure 1) , as it provides a structured and logical framework for analysing experiences, identifying emotions, evaluating performance, and planning improvements (Gibbs, 1988). This reflective account draws on my placement at The Secret Bar & Kitchen, where I gained practical experience in restaurant operations, guest communication, and team coordination. Using Gibbs’ model enables me to critically examine two key operational tasks managing a large birthday booking and handling service without full pre‑orders while linking theory to practice and identifying areas for future development.
[image: The Gibbs Reflective Cycle, explained — BiteSize Learning]
Figure 1 : Gibbs ‘ Reflective Cycle (Bitesize learning , n.d).


Managing a Birthday Dinner Party 
A birthday dinner party for 25 guests has been booked for one week’s time. As the Restaurant Manager, my responsibility is to plan, organise, and deliver a seamless experience. Large group bookings require structured preparation because they significantly affect workflow, staffing, and guest satisfaction (Cousins, Weekes, 2020). This includes coordinating staff, preparing the dining area, managing guest expectations, and ensuring that all celebration‑related policies are followed. Celebrations also present commercial opportunities, as positive experiences often lead to repeat business and strong word‑of‑mouth (Kotler, P et al., 2022).
During my placement, I observed that large bookings often required additional coordination with the kitchen, especially regarding timing and dietary requirements. This reinforced the importance of early communication and detailed planning. I also learned that celebrations could create unpredictable emotional dynamics, which require sensitivity and adaptability from the management team.
Initially, I felt confident because I had previously observed large‑party management during my placement. However, I also felt pressure because celebrations carry emotional significance and higher expectations (Zeithaml et al., 2018). I wanted the experience to feel personalised and well‑organised. Reflecting on my placement, I remembered moments where poor communication or unclear expectations caused stress for both staff and guests. This made me more aware of the importance of early planning and clear communication. I also felt motivated, as managing a large booking is an opportunity to demonstrate leadership and organisational skills.
A week’s notice provides some time to plan staffing, order stock, and prepare the dining room layout (Payne‑Palacio and Theis, 2016). It also allows for communication with the guest who made the booking to clarify details such as dietary requirements, allergens, timings, decorations, and cake policies.
However, there are potential challenges. Large groups can disrupt the normal flow of service, especially if expectations are unclear (Wood, 2015). During my placement, I saw examples of poor practice where large groups arrived without confirmed details, leading to delays, confusion, and guest dissatisfaction. This reinforced the importance of structured preparation.
Another challenge is balancing the needs of the large party with those of other diners, which requires careful staff deployment and time management (Davis et al., 2018). I also recognised that celebrations often require additional emotional labour from staff, who must remain positive, patient, and attentive even during busy periods.
Effective celebration management relies on mise en place, standard operating procedures (SOPs), and communication (Cousins et al., 2019). Policies around cakes, decorations, and pre‑orders help maintain consistency and reduce risk, especially regarding allergens (Filimonau and De Coteau, 2019). Clear communication with the booker is essential to understand dietary needs, accessibility requirements, timings, and expectations.
Another important factor is capacity management. Large groups can strain both the kitchen and front‑of‑house if not properly scheduled. Many restaurants use staggered seating or controlled booking windows to avoid overwhelming the kitchen during peak periods (Davis et al., 2018). During my placement, I saw how poor pacing led to long ticket times and guest frustration. This reinforced the importance of aligning group bookings with kitchen capability.
Additionally, celebrations often require emotional intelligence from staff. Guests may be excited, anxious, or demanding, and the manager must remain calm and supportive. Emotional labour is a recognised challenge in hospitality (Wood,R.C,2015), and managing a celebration requires balancing operational efficiency with empathy and guest care.
Industry Example: Wagamama
Wagamama requires parties over 6 to order from the set menu to maintain speed of service and avoid delays (Wagamama, 2024). This highlights how large groups can disrupt operational flow if not properly managed.
Industry Example: Mitchells & Butlers
Mitchells & Butlers use structured group booking forms to collect dietary needs and timings (Mitchells & Butlers, 2023). Their challenge is ensuring consistency across multiple sites, reinforcing the value of SOPs (Jones et al., 2016).
To prepare effectively, I would:
Contact the booker: Confirm dietary needs, allergies, timings, seating preferences, accessibility requirements, and any celebration details such as decorations or cake presentation.
Create the table plan: Arrange seating to support comfort, visibility for any speeches/screens, and efficient service flow.
Prepare equipment: Set out polished glassware, cutlery, side plates, jugs, candles, and any celebration‑specific items.
Brief the team: Explain timings, menu details, responsibilities, service sequence, and communication expectations.
Coordinate with the kitchen: Ensure chefs understand the group size, dietary needs, pacing requirements, and any special requests.
Check the dining room: Ensure the layout, lighting, and ambience match the celebration and support a smooth service.
During my placement, I observed that the most successful large‑party services were those where the manager held a clear pre‑service briefing. This ensured that every team member understood their role and the expectations for the event. Good practice also included assigning a dedicated point of contact for the group, which reduced confusion and improved communication.
In future, I would develop a celebration booking checklist to ensure all key information is collected in advance. I would also create a standardised SOP for large parties, including communication templates and briefing notes. Additionally, I would invest more time in staff training, particularly around guest communication and managing expectations (Edwards, John S. A , 1999). My placement experience showed me that preparation and teamwork are the foundations of successful event management, and I plan to apply these lessons in future managerial roles. I would also seek feedback from the team after the event to identify areas for improvement, reinforcing a culture of continuous learning (Wood,R.C, 2015).






Service, Upselling & Guest Experience
In this scenario, the guests have pre‑ordered their main courses but have not chosen starters, desserts, or beverages. This affects pacing, revenue, and kitchen workflow (Kasavana and Smith, 2014). Upselling becomes essential to maximise guest experience and profitability (Kotler et al., 2016). As the manager, I must plan how to approach upselling, manage service style, deploy staff effectively, and ensure the team is prepared to answer guest questions confidently.
I felt confident due to upselling practice during my placement. However, I recognised the challenge of balancing upselling with guest comfort, as pushy selling can damage the experience (Zeithaml et al., 2018). I also felt a sense of responsibility, as effective upselling requires confidence, product knowledge, and timing.
Not pre‑ordering starters and desserts creates opportunities for suggestive selling. However, it can also cause unpredictable demand and slower service (Davis et al., 2018). Beverage pre‑orders are particularly important because drinks contribute significantly to revenue and help set the tone for the meal (Kotler, P et al., 2022).
Another challenge is timing. Without starter pre‑orders, the kitchen may receive a sudden influx of appetiser tickets, disrupting workflow. During my placement, I saw how this caused delays for other diners, which negatively affected overall service quality. This highlights the importance of proactive communication between FOH and BOH to maintain pacing.
Industry Example: The Ivy Collection
The Ivy encourages pre‑orders for groups due two weeks before to ensure stock levels (The Ivy Collection, 2024). This highlights how operational constraints influence menu planning.
Industry Example: Nando’s
Nando’s encourages early drink ordering to avoid bottlenecks at tills (Nando’s, 2023). This demonstrates the importance of beverage planning in large groups.
Upselling techniques such as pairing recommendations and menu engineering increase revenue and enhance guest satisfaction (Kasavana and Smith, 2014). Staff must have strong product knowledge to answer questions about allergens, ingredients, and cooking methods (Payne‑Palacio and Theis, 2016).
Another key factor is guest psychology. Research shows that guests respond positively to confident, personalised recommendations rather than generic upselling (Zeithaml et al., 2018). During my placement, I observed that servers who framed suggestions as enhancing the experience rather than increasing spend were more successful.
Operationally, large groups require synchronised service, meaning dishes must be delivered together and at the correct temperature. This requires coordination between servers, runners, and the kitchen pass (Cousins et al., 2019). Without clear roles, service becomes chaotic, increasing the risk of errors.
To improve future performance, I would introduce optional pre‑orders for starters and desserts to support kitchen planning. I will also develop upselling scripts and improve pre‑service briefings, as communication is central to service quality (Zeithaml et al., 2018). Encouraging staff reflection after service supports continuous improvement (Gibbs, 1988). I also plan to strengthen product knowledge training, so staff feel confident answering guest questions.
Using Gibbs’ Cycle has enabled me to critically evaluate my performance in managing a large celebration booking and handling service without full pre‑orders. I have developed vocational skills such as planning and upselling, personal skills including confidence, communication, and problem‑solving, and academic skills such as applying theory to practice. These experiences will support my future career in hospitality and reinforce the value of continuous learning and improvement. Moving forward, I aim to refine my leadership skills, develop clearer SOPs, and enhance staff training to support consistent service delivery in future managerial roles.
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