Description: 

In this journal I am going to utilise Gibbs model to reflect on the services I received as a consumer within the Food and Beverage (F&B) operations, focusing on the skill set and behaviour of the service staff. I will compare both casual and fine dining and conclude with actions required to fulfil my ambition in becoming a successful F&B manager in a 5-star hotel restaurant one day. 
Evaluation: 
When I am travelling and hunger takes over, my initial thoughts are fast-food chains such as McDonald’s or Greggs. These ‘single point service’, as categorised by Cousins and Weekes (2020), are on the cheaper end of the hospitality industry. These chains know their customers need a quick, fuss-free meal to satisfy their hunger on a budget and that is exactly how they continue to market themselves. Cousins and Weekes (2020) categorise these ‘customer needs’ as ‘physiological’ and ‘convenience’. The services I receive in these eateries are exactly as I expect. A limited menu, diverse range of customers on a conveyer belt type queue, welcomed with a scripted communication from the service staff and food arrives within minutes.
On the upper end of the scale, the more elegant and formal ambience is considered a ‘social’ and ‘psychological’ experiences. (Cousins and Weekes, 2020). A restaurant which comes to mind is an independent Italian restaurant in the ‘exclusive’ Mayfair district of London. (Mayfair London, 2021). Unfortunately, this occasion did not leave me with a positive experience. Yes, it had all the airs and grace fine dining offer. However, my question to the waitress, ‘is the meat halal?’ resulted in her darting off to the kitchen to find out, because she had no idea of what I was asking. She returned with an apologetic, no. Normally this would not be an issue as I also enjoy vegetarian cuisine. Unfortunately, this restaurant did not cater for vegetarians either.
Analysis
In my experience, there are no room for further interaction on the low end of F&B operations. I also noticed many of the employees in this sector are young, which lead me to believe that staff turnover is high, therefore managers would have to recruit and train employees often. Skills required to work in the fast-food industry is set at entry level soft skills, with on-the-job training.  McDonald’s (2023) company website requires ‘friendly, welcoming, courteous and helpful’ crew members and ‘effective communication skills such as attentive listening, face-to-face verbal communication and eye contact’.  Greggs (2023) quote ‘don’t worry if you haven’t got any food service or retail experience, we’ll give you all the training’.  Great news for those who do not possess formal qualifications. 
I was very surprised that in today's multi-cultural and diversified England, service staff in fine dining did not know what halal meat was and that they did not offer a vegetarian section on the menu. It made me wonder what else had the service staff not been trained in. Did they know that over two hundred foods have shown to provoke allergic reactions. (Schlosser, 2001)? And that a small trace of allergen in the food can be life threatening to a person with a severe food allergy. (Food Standard Agency, 2002)?
Conclusion:
As we proceed towards the luxurious operations in F&B, customers expect service involving more hard skills, which include preparing for service, formal table setting, proper wine service, etc. to create a better guest experience. (Webrestaurant, 2021).
Kotler and Armstrong (2008) emphasise customer satisfaction is key to building profitable relationship with customers in any business. The F&B industry rely heavily on customer service to provide guest satisfaction and loyalty. Thomas and Tobe (2013) remind us that retaining existing customers generates more revenue than gaining new customers.
Small Business (2016) explain restaurant managers are the ‘nuts and bolts of business management’. Hard skills include budgeting, accounting, report writing, adhering to government regulations, etc. A restaurant manager vacancy requires a someone to ‘host and coordinate the food and dining experience for all patrons of the hotel, along with managing the wine list’ and ‘communicate and work closely with suppliers, as well as other relevant teams within the hotel, attending meetings and ensuring there is a fluid level of service’. (Indeed, 2022). Reflecting on the Italian restaurant, I would ensure staff were trained on different dietary requirements of our multi-cultural society as well as knowing all about food related allergens and how to deal with any minor issues. Kitchen and service staff would have opportunities to communicate with each other behind the scenes as opposed to middle of service.
Action Plan:
Skynova (2023) predict that alcoholic beverages will continue to play a major role in the hospitality industry, which significantly boost profit margins. As a Muslim, who does not drink, I will need to educate myself on alcoholic beverages and pairings with food. I can put this plan in to action, during my work placement by requesting the manager of the bar introduce me to the world of alcohol. 



