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Introduction
Customer satisfaction and restaurant profits are positively related. It’s observed that 93% of consumers return to a particular restaurant if it has good customer service quality (Dapo.M. 2023). For this assignment, I have chosen two restaurant styles. The first is McDonald’s, and the other is the Indian restaurant, Veeraswamy. Both of the restaurants have an everyday job role, that is the manager. In this assignment, I have focused on managerial skills required for customer service improvement in MacDonald and Veeraswamy restaurants.  

Key Skills in Customer Service
Managers need some essential skills to enhance the quality of customer service in the restaurant business. I believe skills such as communication, conflict resolution, product knowledge, teamwork, and time management are highly valued for managerial and supervisory roles. 
[bookmark: _Hlk147971082]In my opinion, communication is the foremost important of all. To understand the situation comprehensively, a manager must communicate verbally and non-verbally based on customer needs (Cousins.J.2020; Muda. S and Rashid. S.M. 2021). Moreover, I also believe, that conflict resolution makes a manager deal better with staff and a customer.  A manager also needs sound product knowledge to analyse the competition among similar restaurants (Dapo.M. 2023).  
I also found from a study that, the manager makes it possible to combine the skills, orientation, and personalities of team members to achieve restaurant goals through teamwork (Campell.D. 2023). Finally, I think with the correct planning, preparation, schedule, and target setting, a manager can increase productivity and customer experience (Johnston.R. 2012). This discussion, helped me to learn that each skill is interrelated, eventually boosting customer service and satisfaction. 


Skills Development Strategies
[bookmark: _Hlk147974017]The above-discussed skills can be learned through training or experience. After reviewing related documents, training, either in service or outer service, is a valuable tool to improve those skills. I have seen that, culinary industries have introduced various training enhance their personnel. From my perspective, based on the restaurant type and customer needs, the owner can formally train the manager after hiring. Even based on the restaurant type, they can develop customised training modules for managers. It’s observed that staff training motivated the team to perform better (Akroush .M.N et al., 2013). Contrary to this, specific training programs induced growth in customer service quality (Arroyo-López et al., 2017). I think, even from colleagues, a manager learns communication, teamwork, time management, and conflict resolution skills. Over time, I feel an experienced manager learns and understands the art of dealing with customers. After a while, trained staff can also develop strategies for the consumer from their observation power. It’s seen that experienced managers increase the profit margin of restaurants through an inventory management strategy (Nazarian, A. 2023; Brown, 2013). 

Real-life Examples 
[bookmark: _Hlk148031885]In this section, I have discussed an international drive-thru and self-served food chain, McDonald's, strategies related to customer satisfaction. I remember reading that, in 2014, McDonald’s customer satisfaction decreased by 9% due to improper time management, lack of communication and inadequate product knowledge. McDonald’s followed the happy employee=happy customer, which promoted their growth by 3% in 2016. In my point of view, their managerial staff training for better customer-oriented service was the main factor (Kee et al., 2021; Raduzzi, 2019). Additionally, I believe that the Indian restaurant's successful restaurant Veeraswamy has a professional managerial staff with food innovation. I have seen in studies, that managers are trained and experienced in interactive communication, teamwork, time management, and problem-solving (Business Bliss Consultants FZE, 2022; UKEssay, 2018). Whatever the service method either self-service or dine-in, in my view managerial skills such as communication, conflict resolution, product knowledge, teamwork, and time management are essential. 

Challenges and Solutions 
As I was introduced to the hospitality industry, I realized that each individual is different from one another, this creating challenges. Burnout of employees and digitalisation are other challenges. I feel that the solution lies in the recruitment process, hiring someone who matches the customer service philosophy, vision and goals of the restaurant. Moreover, I think personalized training can be helpful based on employee traits. I discovered that technology will free staff from unnecessary work, and increase their productivity and skills. At the same time, I believe it will provide loyal customers with better, timely, faster and personalised service. 

Conclusion
My outlook changed after learning that the customer is the king of the restaurant business, hence, customer service plays a vital role in profit generation. I have seen that managers within successful restaurants prioritise relationships with the consumer. I argue that a manager with communication, conflict resolution, product knowledge, teamwork, and time management skills is an asset. I also recommend mandatory training and hiring experienced staff are essential for efficient customer service.  Macdonald's and Veerasawmy, I have acknowledged the necessity for skilled managers. Although I have no doubt that, the implementation of those skills has faced challenges, solutions also lie within. 
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