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Introduction
This portfolio reflects on my learning experience during my placement at Zizzi. Although my main role was in the kitchen as a chef, I also spent time working in front of house during quieter periods. At the beginning, I found customer interaction difficult because I was more comfortable working behind the scenes. However, this experience helped me improve important skills such as communication, patience and teamwork.
The aim of this portfolio is to reflect on the customer service skills I developed, the challenges I faced and the personal growth I experienced while working in front of house. This portfolio uses Gibbs Reflective (Gibbs, 1988) to reflect on my experiences and learning throughout the placement.


Element 1: Customer Service Skills
During my placement at Zizzi, I had the opportunity to work in front of house even though my main role was as a chef in the kitchen. At the beginning, I found this difficult because I was more comfortable preparing food than speaking directly with customers. However, over time, this experience helped me develop important customer service skills and improved my confidence.
One of the main skills I developed was communication. In the kitchen, communication is usually fast and focused on service, but front of house required me to interact with customers in a calm and friendly way. At first, I felt nervous when customers asked questions or complained about waiting times. However, I gradually learned how important communication is in creating a positive customer experience. According to (Hargie, 2021), good communication helps build trust and understanding between staff and customers.
I also developed patience and professionalism. During busy periods, some customers became frustrated when food was delayed. At first, I found these situations stressful because I was not used to dealing with customers directly. However, I learned how important it is to stay calm, polite and professional even during pressure. This experience helped me improve my emotional control and confidence.
Another important skill I improved was teamwork. Front of house and kitchen staff need to work together closely to provide good service. Because I already understood the pressure of working in the kitchen, I was able to communicate well between both departments. For example, if customers had allergies or special requests, it was important to pass information correctly to avoid mistakes. (Kolb, 1984) explain that teamwork is very important in hospitality because it improves customer satisfaction and service quality.
One situation that helped me improve was when a customer complained about waiting too long for food during a busy evening. I felt nervous at first, but instead of avoiding the situation, I apologised politely and explained that the kitchen was very busy. After updating the customer and speaking calmly, the situation improved. This experience taught me the importance of honesty and communication in customer service.
Overall, my experience in front of house helped me better understand the importance of customer service in hospitality. I improved my communication, patience, teamwork and professionalism. Although I found the experience challenging at first, it helped me grow in confidence and better understand how employee behaviour can influence customer experience and customer satisfaction (Kotler & Keller, 2016).
Element 2: Customer Service Experience and Feedback
During my placement experience in front of house at Zizzi, I learned a lot about customer interaction and the importance of creating a positive atmosphere for guests. Even though my main role was as a chef, spending time in front of house helped me understand the restaurant experience from a different perspective. I realised that customer service is not only about food quality, but also about communication, attitude and teamwork.
In front of house, I interacted with many different types of customers, including families, couples, large groups and customers with special dietary requirements. Every customer had different expectations, and this taught me how important it is to adapt communication depending on the situation. At first, I lacked confidence because I was not used to speaking directly with customers. Sometimes I worried about saying the wrong thing or not knowing how to respond quickly enough. However, over time, I became more comfortable and started understanding how important customer interaction is in hospitality.
One challenge I faced was dealing with customer complaints. I remember one situation when customers became unhappy because they waited a long time for food during a busy evening service. At the beginning, situations like this made me feel nervous because I was more familiar with kitchen work than customer service. However, instead of avoiding the problem, I apologised politely and explained that the kitchen was very busy. I also kept the customers updated while they waited. In the end, the customers became calmer because they appreciated the communication and honesty. This experience taught me that customers often respond positively when staff remain calm and professional.
Another challenge was learning how to manage pressure while still providing good customer service. During busy shifts, staff needed to move quickly between different tasks while still remaining friendly and attentive. At first, I found this difficult because stress sometimes affected my confidence. However, over time, I learned how to stay more organised and emotionally controlled. This helped me communicate better with both customers and colleagues. According to Lovelock and (Wirtz & Lovelock, 2016), employee attitude and behaviour are important factors that influence customer satisfaction.
Teamwork played a major role in providing good customer service. Front of house and kitchen staff needed to communicate constantly during service. Because I had experience in the kitchen, I understood how stressful busy services could become. This helped me work more effectively with colleagues and support communication between both departments. For example, if there were delays or special requests, I learned how important it was to pass information correctly and quickly. Good teamwork reduced mistakes and improved the overall customer experience.
During my placement, I also received both positive and negative feedback from customers. Positive feedback usually came when customers felt welcomed or appreciated quick help and friendly communication. These moments helped build my confidence and motivated me to continue improving my customer service skills. According to (Walker, 2020), positive guest experiences are important because they influence customer loyalty and restaurant reputation.
Negative feedback was more difficult to manage at first. Sometimes customers complained about waiting times or mistakes with orders. In the beginning, I took negative feedback personally and felt uncomfortable. However, over time, I learned that feedback could help employees improve their performance. Instead of becoming defensive, I started listening more carefully and trying to understand the customer’s point of view. This helped me become more patient and professional.
Looking back at my experience, I believe one missed opportunity was not asking for help sooner during stressful situations. At the beginning, I sometimes tried to manage problems alone because I did not want to appear inexperienced. However, I later realised that communication and teamwork are very important in hospitality. If I experienced similar situations again, I would communicate more openly with colleagues and managers instead of trying to handle everything myself.
Overall, my front of house experience helped me better understand the importance of customer service in hospitality. I improved my confidence, communication skills and ability to deal with difficult situations. I also learned how important feedback is for personal improvement. This experience helped me grow professionally and gave me a better understanding of how customer experience influences the success of a restaurant.
Element 3: Personal Growth and Reflection
Reflecting on my placement experience at Zizzi, I can see significant personal and professional growth. Before working in front of house, I was much more comfortable working in the kitchen because it felt familiar and less stressful for me. Direct communication with customers was outside my comfort zone, and at the beginning I lacked confidence. However, this experience helped me develop important life and professional skills that will benefit me in the future.
One of the biggest challenges for me was learning how to stay calm under pressure. Hospitality can be very stressful, especially during busy shifts when customers are waiting and staff are under pressure. At first, I sometimes became overwhelmed and nervous in difficult situations. Over time, I learned how important emotional control is in customer service. I started becoming more patient and understanding towards customers, even when situations were stressful. This experience helped me become more mature and confident.
Another important lesson I learned was the value of communication and teamwork. Before this experience, I mainly focused on kitchen responsibilities and did not fully understand how important front of house staff are in creating customer satisfaction. Working closely with customers and colleagues helped me realise that every employee contributes to the overall restaurant experience. According to (Gibbs, 1988), reflection allows people to learn from experiences and improve future performance. Looking back at my placement, I believe the challenges I faced helped me improve both personally and professionally.
This experience also influenced my future career goals. Although I still enjoy kitchen work, working in front of house helped me improve skills that will be useful in any hospitality role. I now feel more confident speaking with customers and handling difficult situations. I also developed better communication and problem-solving skills, which are important in many careers.
There are still areas where I would like to improve. For example, I would like to become more confident when dealing with complaints and stressful situations. I also want to continue improving my communication skills and learn more about customer psychology and hospitality management. In the future, I plan to continue developing these skills through more experience and training.
Overall, my placement experience was challenging but very valuable. It helped me leave my comfort zone and better understand the importance of customer service within hospitality. I developed important skills such as communication, patience, teamwork and professionalism. Most importantly, I learned that customer experience is not only about food quality, but also about how customers are treated and how employees make them feel during their visit.
Conclusion
In conclusion, this portfolio reflected on my learning experience and development during my placement in front of house at Zizzi. Although I started with little confidence and limited customer service experience, over time I developed important skills such as communication, patience, teamwork and professionalism. Working directly with customers helped me better understand the importance of customer experience in hospitality and how employee behaviour can influence customer satisfaction. Reflecting on these experiences helped me recognise both my strengths and areas for future improvement. Overall, this placement experience helped me grow personally and professionally and prepared me for future opportunities within the hospitality industry.
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