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[bookmark: _Int_tLomU5iH]        “Food and beverage service is a crucial part of hospitality services, is the activity, the process, the set of steps” made for the customers satisfaction. “The Food and Beverage service is the essential link between customers and menu, beverages and other services.” (Cousins and Suzanne,2020). The demand for food and beverage away from home continues to increase. Food and restaurants styles are also continuing to diversify, to meet the demands of increasingly knowledgeable and value-conscious consumers. Staff have the role to fulfil these demands by interact directly with customers and create good memories for them. After all, a happy person will be another future loyal customer. To be successful in Food and Beverage service, the operational staff–front line attitude and knowledge is verry important, especially the quality of waiters. This essay is about my experience, as a customer, with waiters of two different restaurants. 
        The first restaurant chosen is The Horizon Restaurant of Ashford International Hotel & Spa. Ashford International is one of the most well-known hotels in Kent aria. Been in the vicinity of Chanel tunnel, Dover Ferry, next to the M20 motorway, this hotel is transited by all kind of customers from diverse cultures. “Whether you’re here for a romantic getaway, a business trip or a family break, tuck into filling and flavoursome dishes, the “A la Carte" menu’s packed with classics with a modern twist, so take your time choosing!” (Dining options in Kent).” 
        “If you happen to be in London, you must visit Young Cheng Restaurant in China Town, where you can taste Chinese cuisine” (Restaurant Guru.2023) or just take away a box for later. The menu includes also vegan options under the same conditions: pay 15 pounds and eat how much you can or pay 7.50 pounds per one take away box. Been a self-serving service restaurant with the possibility to refill your plate, I was well impressed about the downside of drinks menu message: “Please, do not waste food. You can always come back to get more food once you finish a plate of food.” 
        We all meet service operations and experience their services every single day. We are customers or users of a wide range of commercial and public services such as restaurants. “The service outcome is measured by customers satisfaction and by the restaurant success” (Johnson R, 2012). That is why the managers must keep in mind that if they supply the right service and the desired outcomes for customers, that will be the restaurant success. The first mirror of a restaurant is the front-line staff, in my study case, waiters! To be successful in food and beverage service, a waiter needs proper trainings, punctuality, sound product knowledge, well developed interpersonal and a range of technical skills, the ability to work as part of a team, professional and hygienic appearance, personality with well-spoken manner and respect, conduct according to rules and regulations, IT skills. Mental health and sufficient sleep are also essential for a waiter to cope with stress and pressure at workplace. Food and Beverage waiter job description is change based on restaurant and the type of service that is offered. The four stars Horizon Restaurant waiters' skills needed are more different than the three stars Young Cheng Restaurant waiters. 
Even the job descriptions apparently look the same for the waiters of both restaurants, the skills are just at basic level the same. 
For example, a waiter who is working at Young Cheng do not need the ability to carry out the plates to the customer table, or the knowledge of the menu, as the restaurant is self-service. They come to the customer table just to bring drinks and only if customers ask this service. In the meantime, one waiter who is working at Horizon Restaurant interact directly with the customers, so they need a good knowledge of the menu and the dishes content, types of drinks, which wine is recommended for a specific kind of dish, prices, types of payment. The waiters of Young Cheng need the cash handling ability, because there, you pay cash for food, only for drinks they allow card payments. I was interacting with The Horizon Restaurant waiters at Christmas and summer parties and for me looks like there was more waiters needed. They were polite, involved and with a good knowledge of what they must do, but it seemed like they were verry tired. The waiters in Young Cheng seem fresher, and all this because of the smaller volume of work and necessary skills.
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