



Skill Requirements for Service Improvement in Restaurants

Introduction:
Within the competitive milieu of the UK's restaurant sector, exceptional service quality is pivotal, distinguishing premier establishments from the rest. This assertion is supported by Kwortnik's (2019) research, indicating that a restaurant's atmosphere, including service quality, significantly influences customer satisfaction and loyalty. "Dishoom," celebrated for its Bombay cuisine, prioritises swift, attentive service, whereas "The Ivy" offers a more traditional, formal dining experience, reflecting findings by Brotherton (2019) that service methodologies significantly impact overall business models and customer perceptions. 
As a hospitality student, I'm intrigued by the waiter's role in these distinct settings, recognising that skills like detailed product knowledge, effective communication, and adaptability are crucial for enhancing guest experiences. This journal aims to explore the nuanced skills essential for waitstaff in varied restaurant contexts, understanding that these competencies are integral to sustaining a restaurant's reputation and profitability in the UK.
Identification of Key Skills:
Reflecting on the intricate tapestry of the UK's restaurant industry, I delve into the comparative analysis of two distinct dining establishments: "Dishoom," which offers a casual dining experience with a touch of Bombay nostalgia, and "The Ivy," known for its more formal, high-end dining atmosphere. While both operate within the food and beverage sector, their service styles differ significantly, influencing the skill set required for a pivotal role in both: the Restaurant Manager.
Dishoom capitalizes on a relaxed, communal dining ethos, reminiscent of the Irani cafés of Bombay. The Restaurant Manager here needs a profound understanding of cultural nuances, ensuring the entire experience is an immersive journey for the customer. Skills such as cultural sensitivity and effective team communication are crucial, aligning with the findings of Chathoth et al. (2016) regarding the importance of cultural elements in thematic restaurants.

In contrast, The Ivy presents a fine dining experience, where formality and exclusivity reign. The Restaurant Manager must possess meticulous attention to detail, upholding stringent standards of service quality and elegance. Here, leadership, conflict resolution, and an understanding of luxury market dynamics are essential, resonating with Siguaw and Enz's (1999) emphasis on leadership in upscale dining establishments.
These competencies facilitate tailored dining experiences, whether patrons seek a cultural immersion at Dishoom or opulent exclusivity at The Ivy.
Skill Development Strategies:
In analyzing the skill requirements in "Dishoom" and "The Ivy," I find Kattara's (2020) research on hospitality competency frameworks instrumental. At "Dishoom," with its dynamic, culturally rich environment, staff need to demonstrate cultural intelligence and adaptability, skills Kattara identifies as crucial in modern hospitality settings. In contrast, "The Ivy" requires a heightened focus on personalized customer experiences, necessitating advanced communication skills and emotional intelligence to anticipate and exceed guest expectations.

Additionally, Solnet et al.'s (2018) study on employee well-being and performance in hospitality environments highlights the correlation between employee skill development, job satisfaction, and service quality. This perspective is particularly relevant when considering the diverse demands of different restaurant settings. Employees at "Dishoom" might require resilience training to manage the fast-paced environment, whereas those at "The Ivy" might benefit from detailed training in customer service protocols to meet the expectations of a more upscale clientele.



Real-Life Examples:

My experience at 'Dishoom' was unforgettable. Not only was the cuisine extraordinary, but it was the staff that truly set it apart. Our server, Jane, was a gem. She anticipated our needs, making recommendations that suited our tastes perfectly, and her knowledge of the history behind each dish was impressive. It wasn't just a dinner but a rich cultural experience. It's evident that 'Dishoom' invests in training their staff, and it pays off through the exceptional service provided.

Dining at 'The Ivy' was an experience of a lifetime. The moment we entered, we were treated like royalty. The staff didn't just serve us; they read our mood, engaged us in delightful conversation, and adjusted the pace of our meal to match our evening's flow. When a minor issue arose with my dish, it was not only swiftly rectified, but the way the team handled it — with such professionalism and genuine concern — only enhanced our evening. Their ability to turn a service mishap into a positive touchpoint was remarkable. 


Challenges and Solutions:
In my assessment, one significant challenge restaurant staff face is adapting to diverse customer expectations, as found in Bujisic et al.'s (2020) study. To combat this, continual soft skills training is imperative, enhancing staff's adaptability. Furthermore, maintaining consistent service quality during peak hours is strenuous, as identified by Kim et al. (2021). Cross-training staff can be an effective solution, ensuring operational smoothness even during high-traffic periods. By addressing these challenges with targeted strategies, restaurants can uphold service standards and meet varied consumer demands effectively.



Conclusion:
Concluding, this exploration reaffirms that service quality is paramount in the restaurant industry's success, particularly within diverse UK establishments like "Dishoom" and "The Ivy." Essential skills such as effective communication, profound product knowledge, empathy, adaptability, and time management emerged as common denominators for excellence, irrespective of the dining context. These competencies, when honed and applied, profoundly enhance customer satisfaction and loyalty, fueling a restaurant's reputation and profitability.
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