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The food and beverage businesses are constantly diversified to adopt new requirements from customers. To exceed demands the skill set of employees is in constant adaptation to the expectation. While soft skills are essential to delivering good service to keep and attract new customers, Employees require hard skills to meet trends and exceed expectations that influence customer experience. Successful businesses in the industry require to work in harmony with each other therefore each employee’s skills are merged to deliver customer’s outstanding service (Cousins and Weekes, 2020, p. vii). 


While I was looking into different businesses, I noticed there is a major difference in the services they offer therefore the set of skills must match the expectation. In Mcdonald's, staff must be good team players efficient in their work offer good customer service and follow COSHH Regulations among other mixed soft and hard skills depending on the role.
When I am going into a food and beverage business is to satisfy certain needs or wants. If the occasion is a casual family dinner or friend meeting is more about the needs must be fulfilled if the expectation is meet, I as a guest leave happy. If they hospitality exceeded my expectation it creates a wonderful experience which is likely to encourage me to not just spend more money but also to recommend and come again. 


On one of the regular visits to Frankie & Bennie's, I wasn’t happy about my toast and asked to have it remade and offered to pay separately after giving the server instruction about having my toast well done, the remake come back exactly as the earlier. I complained to the manager but the only answer I received was “The toast is fine that is our standard”.
 If I would come across that situation again, I would tell the manager that is not what I have asked for and I have given clear instruction to the server and they did customize it a week ago but if they are not able this time I would rather like to know in advance to decide if I wanted at all.
That experience made me unhappy I felt silenced, swift over and my needs not being met. I never returned to that Frankie & Bennie’s. If I were the staff, I would try to customize to ensure the guest is satisfied.

That’s why when it comes to luxury food and beverage businesses, they are incredibly careful of the communication and try to not just meet the basic needs but to exceed them. 







According to Boussard(2021), The word luxury is overused and that is creating confusion when it comes to customer expectations, they don’t know what to expect from luxury businesses. To stand out hotels and restaurants are granted stars which are influenced by many varied factors such as location, pricing and facilities, sometime strict regulations must be followed to access certain levels of stars.
Skilled staff is key for any luxury business and attitude prevails overall such as other soft skills like communication and patience, resilience and empathy, problem solving and team working skills are all necessary to meet customers expectation, but luxury is thriving to exceed the guest expectation and that’s why hard skills step into the essence of hospitality. Dietary and culturally differences awareness, allergy and first aid skills, food and drinks knowledge, education and training.


Good service is essential in any hospitality business this could be a single point restaurant such as  McDonald’s where I can order and collect my meal at one designed point or in Frankye & Bennie’s where is table service and I can enjoy my meal and a family diner at an accessible cost where usually service is good unless you came across staff lack of training what can ruin your custom and not go back. 
I will have different expectation when I would go for a Tea afternoon into The Ritz Carlton and having many different options and dressing up accordingly or fine dining at Core and can have sophistication and fine meals. Awarded hospitality businesses have an outstanding marketing strategy and promises great services, Michelin star awarded restaurant is coming across showing high standards what is increasing my expectation regarding of the hospitality service and offerings. Customers are made to feel important, and I will therefore have a high expectation to have a unique experience. 

As a hospitality industry student, it motivates me to become part of someone’s lifetime experience. This industry is keeping me engaged and there is always more to learn and improve, these skills I can transfer to many distinct roles in the future, what will help me build my brand to become a strong candidate for the roles and situations I may face in this or any other industry.
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