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Restaurant management is to ensure that restaurants run smoothly and effectively, they are required to overlook everything regarding both employees and customers, ensuring to give customers a pleasant experience (Giannotti). In my view, the hospitality industry, restaurant management and services are immensely important as it highlights how to manage your business properly, by knowing and following the correct rules and procedures that will help you to be successful. Restaurant management involves overseeing day to day operations (Revfine, 2021). This consists of a few duties such as, property maintenance, law regulations, health and safety, staff training and recruiting. Within the food and beverage service, the staff play an important role between the customer and the service, hence why the staff need to be well trained to complete their job effectively and efficiently. Obtaining the accurate skills is the key to success (Cousins, Weekes, p.25). I have understood that there are certain laws and legislation to the serving of alcohol within the hotel industry. It is crucial to abide by the law, knowing who can sell alcoholic and non-alcoholic beverages. The age customers are required to be to drink and the age which customers need to be to be served alcohol in the UK is 18. The Licensing Act 2003 came into force in 2005 and states that any premises selling alcohol must have a premise licence (gov.uk, 2022). A premise license is required when you offer or provide the sale of alcohol. It is a permanent licence under the Licensing Act 2003. This is required to be done through a designated premises supervisor who has a day-to-day responsibility of managing the business. Within the Food and Beverage industry there are 5 types of services: Table service - where the guest is seated and served at the table. Assisted service - is like a buffet where guests help themselves and a small portion is served by staff. Self-service - guests are required to serve themselves like in a cafeteria. Single point of service – where the guest orders and gets the food from a single point of service such as a counter and Specialised service - is served wherever the customer is, such as room service, hospitals etc. (Hospitality broadcast, 2020). Therefore, understanding the types of services and the steps that are required in the service is very critical as well as to create an appreciable customer satisfaction. Many hospitality services are scripted, and scripted services are efficient as “scripts are a commonly used tool to design and manage the encounter between frontline service employees and customer methods of ensuring a consistent level of service quality (Verma, Victorino, Wardell, 2008, p.6).”  A Scripted and non-scripted service has different views with customers as some guests feel that with a scripted service, there isn’t a true connection between the staff and guest. Studies suggest that heavily scripted services proved negative with the concierge service of the service quality. I feel as though having a scripted service is better as everyone is aware of what they are doing as well as what they need to do, therefore, there is less room for mistakes as the staff are trained to say exactly what they are required to. However, on the other hand non scripted provides you some flexibility in your approach and you are able to be more relaxed. Customer satisfaction is one of the most essential and powerful tools in any organisation, helping to sustain a competitive advantage for a successful business (Mmutle, 2017). People will often leave a brand when they are unhappy, therefore, I think it is important to understand your customers effectively, and asking questions and understanding the difference between the need and the want of a customer matters. To improve the quality of the service, you should try and deliver according to their expectations. Researching the market to see the competition and delivering the accurate level of training to your staff will ensure that they are fully trained for the job so that they have the means to exceed customer expectations. Satisfied customers are the key success to any business (Fourth, 2022). In unforeseen circumstances such as when a crisis occurs you should deal immediately with the crisis itself. Having a communication crisis plan available before a threat occurs helps any establishment to deal appropriately in response to the crisis (Sarabakhsh, Sellnow, 1999, p.53). As we have already seen how Covid impacted the industry. Our main objective should also be to try and keep the customer happy, and to resolve any issues or complaints effectively. Studies suggest that companies which operate well with complaints handling process have better levels of customer retention and loyalty (Ramphal, Roy, 2016). These are some of the things I have learned about Restaurant Management and the Types of Services.
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