


Service quality is critical in the restaurant sector, as it directly influences client retention and corporate success. Delivering outstanding service is critical for sustaining a loyal client base in an era where experiences drive consumer choices. The purpose of this journal is to look into and analyze the key skills required for improving service quality in hospitality industry. Recognizing and developing these skills is critical for future workers in hospitality and service management, since they play a critical part in assuring customer satisfaction and fostering long-term relationships with customers. (Johnson, 2018) 

My primary goal as the customer service manager at the world's most prestigious hotel The Ritz-Carlton is to create an outstanding guest experience. The Ritz-Carlton Hotels (Ritz-Carlton, n.d) cater to the high-end, luxury-seeking audience who place a high value on exquisite experiences and perfect service. Individual attention, extravagant facilities, excellent dining experiences, and a dedication to offering an enhanced standard of service are some of the key services offered by the Ritz-Carlton Hotels that foster customer loyalty (Ritz-Carlton, n.d.; Bianchi, 2016). I am aware that in this fast-paced industry, excellent communication (Anderson, 2020), empathy (Johnson, 2019), effective management of time (Smith, 2019), ability to resolve conflicts (Davis, 2017), and in-depth product knowledge (White, 2016) are critical skills that our staff members need to possess.

The importance of these abilities is emphasized in the training programs we provide, which include sessions on emotional intelligence and resolving disputes as well as in-depth product knowledge workshops. The most recent Annual Report of The Ritz-Carlton highlights the effectiveness of our communication training, enabling tailored guest experiences that exhibit empathy and a deep knowledge of consumer preferences (Annual Report of The Ritz-Carlton, 2023). We continue to place a high priority on providing prompt and effective service in order to maintain our stellar reputation.



On the other hand, my strategy for service improvement in my position as the fast food restaurant's customer service manager is as important. Although the environment might be different, the following key skills were necessary for this role. In a quick-service setting, where expectations change quickly, flexibility is essential (Davis, 2019). Staff leadership is essential for organizing and inspiring a varied workforce to deliver customer service effectively (Parker, 2020). In a high-pressure environment, conflict resolution is essential for handling customer complaints quickly and effectively, and menu knowledge is necessary for assisting customers in making menu selections and giving correct information about various options (Smith, 2020).In order to effectively coordinate numerous tasks, guarantee timely delivery of services, and ensure operational effectiveness during the peak times. (Johnson, 2021).

These key skills can be developed by aspiring restaurant professionals through organized training courses emphasizing proficient interaction, emotional intelligence conferences, time management classes, dispute resolution training, and in-depth product knowledge training. The development of new skills can be greatly aided by practical work experiences including shadowing experienced employees, taking part in customer-focused assignments, and getting helpful feedback from mentorship. The development of these crucial abilities can also be aided by ongoing practice, role-playing scenarios, and asking for client feedback. (Johnson 2019)

Top of Form
I admit that putting these skill needs into practice can be difficult, especially in light of staff resistance, time restraints, and insufficient or scarce resources (Cohen, 2018). To overcome these challenges, an encouraging organizational culture, frequent training opportunities, and a friendly workplace atmosphere are required. The smooth integration of these crucial talents can be facilitated by implementing efficient feedback mechanisms, creating clear communication channels, and rewarding skill development activities among workers. (Brown 2018) 



To emphasize the importance I would quote an incident when a guest complained about the noise in the room during check-in at The Ritz-Carlton Hotel, expecting an immediate response (The Ritz-Carlton, 2023). The staff member's protocol-driven apologies left the guest feeling unsatisfied and stressed since it failed to recognize the guest's unhappiness. The guest's agitation brought to light the influence of the staff's restricted sympathetic response, which was limited by the hotel's strict operating rules. (Smith, 2018).The guest's sense of being undervalued was exacerbated by this lack of empathy, potentially harming the hotel's reputation (Johnson, 2019). Given the ramifications, it is clear that managing customer complaints requires a more sympathetic approach which can be implemented through consistent empathy training for staff, encouraging active listening, and validating guest concerns (The Ritz-Carlton, 2023)

[bookmark: _GoBack]In summary, learning the abilities highlighted, is essential for improving customer satisfaction and loyalty in the restaurant sector. Future professionals can successfully contribute to the expansion and success of restaurants by prioritizing skill development through a mixture of education and training, hands-on training, and a conducive work environment. In this competitive and dynamic market, recognizing the importance of these abilities and continually honing them will definitely pave the road for sustained excellence and unmatched customer satisfaction. (Hill 2017). In the hospitality sector, finding the ideal employees that genuinely want to go above and beyond for the customers is crucial. (American Hotel & Lodging Association, n.d.)
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