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Introduction
This reflective portfolio is based on my placement experience at Zizzi Restaurant, where I worked as a chef mainly responsible for preparing pasta and pizza, as well as supporting other kitchen sections when needed. At the start of my placement, I felt nervous and slightly overwhelmed, as the kitchen environment was very fast-paced and I had to learn many new procedures, recipes and standards in a short period of time. Everything was new, and it took time to adapt to the pressure of service and teamwork. As I gained more experience, I became more confident in my role and started to understand how important the kitchen is in delivering good customer service. Even though I did not interact directly with customers, I realised that food quality, consistency, hygiene and teamwork all have a strong impact on the customer’s overall experience. Every dish prepared correctly and on time contributes to customer satisfaction.
This portfolio reflects my personal and professional development during the placement, focusing on customer service skills, food safety practices and organisational awareness. It also links my practical experience to relevant academic theories and research from the hospitality industry, showing how learning in the workplace supports my future career development.


Element 1: Customer service skills
During my placement at Zizzi Restaurant, I learned that customer service begins in the kitchen, not only at the table. Even though I did not interact directly with customers every day, the food I prepared had a direct impact on their experience. My responsibilities included preparing pasta, pizza, fish dishes such as seabass and salmon, and desserts, while also supporting other sections during busy service periods.
One of the most important customer service skills I developed was attention to detail. I learned to follow standardised recipes, use fresh ingredients, and apply correct portion sizes using a scale. This consistency is especially important in chain restaurants, where customers expect the same taste and quality every time they visit. Research shows that food quality is a key factor influencing customer satisfaction and customers’ intention to return to a restaurant (Amer Rajput, 2020) (Vladimir Perdomo-Verdecia, 2024)
Another essential skill I developed was time management under pressure. During busy services, the kitchen environment was fast-paced and demanding. At first, this felt overwhelming, but over time I learned how to stay calm and focused. I realised that even when I felt tired or stressed, I was still able to maintain performance and food quality. This ability to manage pressure is important for maintaining service standards and ensuring customers receive their meals on time, which strongly influences their overall satisfaction (Al-Ababne, 2017)
I also significantly improved my plating skills during my placement. I learned how presentation affects customers’ first impressions of a dish. In hospitality, service quality includes not only how food tastes but also how it looks and how consistently it is presented. Studies highlight that both technical quality (food preparation) and functional quality (presentation and consistency) are key elements of service quality in restaurants (Al-Ababne, 2017)
Overall, this experience helped me understand that customer service skills in the kitchen require accuracy, consistency, and the ability to work efficiently under pressure. These skills allowed me to contribute positively to the customer experience, even without direct customer interaction, and strengthened my understanding of how service quality is created behind the scenes in hospitality.



Element 2: Kitchen health & safety
Food safety and hygiene were critical aspects of my role at Zizzi and directly linked to customer trust and safety. I completed food safety and allergen training, which helped me understand the importance of following strict procedures, particularly when dealing with allergies. For every allergy order, I checked tickets carefully, used separate utensils and prepared dishes in designated areas to avoid cross-contamination.
There was one situation where a waiter initially forgot to inform the kitchen about a customer allergy. However, the issue was identified before the food reached the customer, and service was stopped immediately. This experience highlighted the importance of communication between front-of-house and back-of-house teams. Poor communication can increase risk, while effective teamwork protects customers and maintains service quality (Wenxiong, 2023)
I regularly checked fridge temperatures every morning and used a thermometer to ensure food was cooked and stored at safe temperatures. Continuous cleaning, handwashing and sanitising after each order were part of daily routine. Research confirms that strong food safety knowledge and hygiene practices are essential for protecting customers and maintaining restaurant reputation. (Mihalache, 2021) (Rebouças, 2017)
Positive feedback from colleagues showed that I adapted quickly to the kitchen environment and worked well under pressure. However, staffing shortages and occasional communication problems between kitchen and front-of-house were challenges. These experiences helped me understand how organisational issues can directly affect service delivery and customer satisfaction (Wenxiong, 2023).
In addition to daily hygiene routines, this placement helped me understand the importance of responsibility and awareness in food safety. I learned that food safety is not only about following rules, but also about being proactive and alert during service. Small actions, such as double-checking labels, monitoring storage conditions and questioning unclear orders, can prevent serious risks. Academic research highlights that strong food safety awareness improves customer confidence and reduces operational risks in hospitality settings (Al Zoubi, 2015). This experience made me more confident in taking responsibility for safety standards and understanding my role in protecting both customers and the business.


Element 3: Personal growth and organisational issue
This placement contributed significantly to my personal and professional growth. At the beginning, I lacked confidence and found it challenging to adapt to the fast pace of the kitchen environment. Over time, I developed resilience, self-confidence and the ability to remain calm under pressure, especially during busy service periods.
The kitchen at Zizzi is structured with a head chef, assistant chef and section chefs, which helped me understand the importance of clear roles and leadership in delivering efficient service. This organisational structure supported teamwork and allowed each section to operate smoothly, even during high-demand periods.
Teamwork played a vital role in maintaining service quality. When one section became overwhelmed, chefs supported each other to ensure orders were completed on time and to the required standard. Research highlights that effective teamwork and empathy among hospitality staff have a positive impact on service quality and employee performance (Al Zoubi, 2015) (Jung, 2023).
This experience also increased my awareness of professional standards within the hospitality industry, particularly regarding hygiene, quality control and customer satisfaction. I learned that organisational support and cooperation between staff members are essential for delivering a consistent customer experience. Studies confirm that strong service quality practices contribute to customer satisfaction, loyalty and long-term business success (Vladimir Perdomo-Verdecia, 2024)
Reflecting on my placement through experiential learning principles allowed me to identify both strengths and areas for improvement. I recognised progress in communication and stress management, while also understanding the need for continuous learning and development. Using reflection models supports deeper learning and professional growth during placement experiences (Sharif & Abdullah, 2025). This placement also helped me reflect on how organisational culture influences staff behaviour and motivation. Working in a supportive environment encouraged me to ask questions, learn from mistakes and improve my performance. I noticed that clear communication and mutual respect between team members reduced stress during busy shifts. Research suggests that positive organisational environments and effective management structures improve employee engagement and service quality (Jung, 2023). This experience helped me understand that organisational support is essential not only for operational success but also for personal development and long-term career motivation.

Overall, this placement confirmed that high-quality customer service is created through a combination of individual effort, teamwork, clear organisational structure and adherence to industry standards. These lessons will guide my future development and career aspirations within the hospitality industry.



Conclusion
My placement at Zizzi Restaurant helped me understand that customer service in hospitality is not only about speaking to customers, but also about what happens in the kitchen. By preparing food carefully, keeping consistency in quality and working to high standards, I contributed to the overall guest experience. Research shows that food quality and service quality are closely linked to customer satisfaction and revisit intention (Konuk, 2019)
During my placement, I also learned how important food safety and hygiene are in protecting customers and maintaining trust. Following correct hygiene procedures, managing allergens and working safely are essential responsibilities for kitchen staff, as highlighted in food safety studies (Mihalache, 2021) (Rebouças, 2017). These practices helped me feel more confident and professional in my role.
Working as part of a structured team allowed me to understand how organisation, communication and teamwork influence service quality. Good teamwork and clear roles support better performance and reduce mistakes, especially during busy service periods (Jung, 2023). Overall, this placement allowed me to reflect on my personal development and connect my real experience with academic theory, supporting my future growth in the hospitality industry (Al-Ababne, 2017).
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Appendix :  includes photos of dishes I prepared during my placement at Zizzi, such as pasta, pizza and fish, as well as images of the restaurant during service and about safety and food allergen . These images support the practical skills discussed in Elements 1 and 2, including food preparation, presentation and hygiene standards.
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