SKILL REQUIREMENTS FOR SERVICE IMPROVEMENT IN RESTAURANTS
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[bookmark: _Toc148622093]Introduction 
In the dynamic world of the restaurant sector, service quality plays a vital part in shaping the success of dining places. Enhancing service is not only a goal; it is a necessity for restaurant operators and client delight equally. In this journal, we explore into two distinctive gastronomic realms, highlighted by Hotel Trinity, a pinnacle of luxury, and Greggs, a fast-food colossus. 
[bookmark: _Toc148622094]Company overview 
Hotel trinity 
Hotel Trinity is a distinguished luxury hotel renowned for its magnificent suites and world-class service. The hotel offers a blend of modern luxury and classic charm. With excellent restaurants, and a range of facilities.
Greggs 
Greggs is an established restaurant, specializing in freshly baked products, sandwiches, and hot beverages. The company is noted for its rapid and courteous service, offering a broad choice of economical and delicious options (GreggsOfficial, 2023).
[bookmark: _Toc148622095]Identification of key skills in the service method 
The two eateries I have selected to discuss are Greggs, a fast-food business, and Hotel Trinity, a luxury hotel. The employment role that I've chosen is the role of a representative for customer service. 
Professionalism: This competence is crucial for Customer Service Representatives at both fast-food outlets like Greggs and posh hotels such as Hotel Trinity. In Hotel Trinity, professionalism means wearing formal dress, utilising courteous language, and presenting a polished approach when engaging with customers. In contrast, professionalism in Greggs emphasises on preserving cleanliness, adhering to uniform standards. 
Problem-Solving: Customer Service Representatives need to rapidly and efficiently resolve issues. In Greggs, this could mean correcting customer order mistakes, ensuring consumers leave content, and handling complaints efficiently. In Hotel Trinity, it involves solving client worries or complaints, ranging from bedroom issues to service matters (Zutshi, 2019).
Up-selling and Cross-Selling: This ability involves proposing extra products or services to customers to generate revenue and improve the visitor experience. In Greggs, personnel can push combo meals, encouraging consumers to try a range of menu items. In Hotel Trinity, it may entail selling amenities like spa services or gourmet meals, enriching guests' stay and increasing the hotel's revenue. 
Attention to Detail: In Hotel Trinity, painstaking attention to detail is required to guarantee rooms and dining places are impeccably prepared, presenting a luxurious and pleasant ambiance. In Greggs, attention to detail is required for preserving cleanliness, and providing a hygienic and inviting environment (Davis et al., 2018).
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Skills development strategies in the given job role  
Aspiring professionals in the position of Customer Service Representatives at businesses like Greggs and Hotel Trinity may develop the crucial skills of competence, problem-solving, selling more and cross-selling, as well as attention to detail via a multifaceted approach that blends formal education and training with practical on-the-job experiences.
Formal Training Programs:
Customer Service Workshops: Enrolling in customer service workshops and courses can provide a firm basis for professionalism and problem-solving. These seminars often focus on communication, dispute resolution, and the intricacies of customer relationships.
Hospitality Training: Aspiring staff members in luxury settings like Hotel Trinity may profit from special hospitality training, which covers elements of manners, service standards, and guest relations.
On-the-Job Experiences:
Handling Customer Complaints: Real-world settings where personnel answer customer complaints and difficulties can strengthen problem-solving skills. Regular feedback and coaching from supervisors can aid in progress.
Service Role Rotations: Cross-training in different divisions within the business might enhance up-selling skills. For example, in Hotel Trinity, rotating across spa, dining, and reception departments can offer insights into upselling prospects (Motarjemi and Lelieveld, 2014).
[bookmark: _Toc148622097]Real life example 
In real-life circumstances, both Greggs and Hotel Trinity have successfully enhanced service quality by focusing on the abilities of their Customer Service Representatives. In Greggs, the establishment of formal instruction for professionalism and problem-solving resulted in faster and more precise order processing, resulting to increased customer satisfaction. They also employed cross-selling methods by offering combo meals, boosting the whole client experience.
In Hotel Trinity, meticulous attention to detail was visible through room preparation and dining area presentation. This resulted in an upsurge in excellent guest ratings, emphasising the value of these talents in a luxury context. They also prioritised cross-selling by giving spa treatments, improving the client experience and adding to revenue growth. These examples highlight how strengthening core skills can promote service improvement in varied restaurant situations (Johnston, 2012).
[bookmark: _Toc148622098]Challenges and solutions 
Restaurant workers may confront problems such as opposition to change and time restrictions when executing these skill requirements. To overcome opposition, provide straightforward information about the advantages of developing abilities and create incentives for staff (Mirfakhraddini, 2022). Time constraints can be addressed by incorporating skill development into daily activities and offering flexible training options. Providing accessible materials and feedback mechanisms can enable workers in overcoming these barriers and progressively gaining the abilities they need for improved service quality (Cousins, 2020).
[bookmark: _Toc148622099]Conclusion 
In the complex and diversified landscape of the restaurant sector, the relevance of training for representatives of customer service cannot be understated. As proven by Hotel Trinity and Greggs, having a distinct set of skills, from competence to problem-solving and up-selling, holds the key to increasing service quality. 
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