
 In this reflective journal, I will explore McDonald's and Wagamama. They offer distinct types of service. I will analyse the skills needed for each restaurant's "Front of House Team Member" position to compare these establishments. I reflect on how these skills may differ due to their approaches to service. McDonald's is known for its fast-food chain, which is famous for its quick service, and maintaining high service quality is crucial for its success. Fast and reliable service has become a defining characteristic of the brand. (McDonald's Corporation, 2022/2023).
On the other hand, Wagamama's history." kaizen, meaning good change in the philosophy that sits right at our heart," is a chain of dining restaurants specializing in Japanese-inspired cuisine. It sets itself apart in today's casual dining landscape by prioritizing creating a relaxed and memorable dining experience. (Wagamama, no date)
Service quality plays a role in the restaurant industry. It is vital to possess these skills. Additionally, effectively conveying a restaurant's commitment to sustainability is an aspect that can help strengthen customer relationships. Shen, Qian, & Chen (2020).
 Skills Needed for Front of House Team Members are like Customer Service Skills; at McDonald's, it is essential to provide efficient service to handle the volume of customers. Meanwhile, at Wagamama, personalized service is critical, with attentiveness to customer needs and good menu knowledge. 

"The prime interaction between customers and staff. This has implications for how customers are treated. Conversations between customers and staff override conversations between staff ". (Jhon, 2020, p. 38)
 Communication is crucial at McDonald's to handle orders and manage time effectively, reducing errors and improving the customer experience. Wagamama values engaging in friendly conversations to enhance the dining experience, explain their menu offerings and ensure that customers understand the diverse and sometimes unfamiliar dishes.
 Developing empathy skills enhances the customer experience, increasing satisfaction and loyalty. McDonald's requires thinking to resolve customer issues promptly. Ensuring customers have a positive experience even in a fast-food environment. Wagamama emphasizes an approach to addressing customer concerns and ensuring satisfaction; creating a welcoming atmosphere is crucial. (Song, 2022)
At McDonald's, employees employ multitasking techniques such as taking orders, preparing food, serving customers, handling payments, and adeptly managing customer flow during periods. Another crucial aspect of time management is working well under pressure. Enables employees to remain focused and composed and deliver high-quality service without compromising speed. (McDonald's Corporation, 2022/2023).
Wagamama's effective time management ensures that customers receive their orders promptly while enjoying a dining experience. (Wagamama, no date)  
  "Conflict is a disagreement resulting from individuals or groups that differ opinions, attitudes, beliefs, needs, values. Or perceptions". (John, 2021, p. 391) IN fast food establishments like McDonald's, it is common for customers to express their concerns or make complaints. In Wagamama, conflicts may arise from varying customer preferences or misunderstandings.
Research has shown that "product knowledge plays a role in establishing a connection, ensuring customer satisfaction during tours and influencing word-of-mouth recommendations". Hwang, Park, and Kim (2020, pp. 272-282)
 McDonald's staff needs to be well-informed about the menu. They should be able to answer customer questions, provide suggestions, and offer information regarding ingredients and allergens. Similarly, 
knowing the products is crucial at Wagamama, where cuisines influence the menu. The staff should be familiar with the ingredients used in each dish. Understand how they prepared. This way, they can efficiently guide customers. Wilkinson, (2017)
 At McDonald's, there is an emphasis on communication and time management due to the turnover of customers, While Wagamama focuses on empathy and product knowledge to create a more personalized dining experience. These will highlight that the establishment prioritizes skills to cater to its customer base.
Develop skills through formal training programs emphasizing the abovementioned skills, like communication conflict resolution and on-the-job Experiences, such as role-playing scenarios and mentorship programs, and seek opportunities to interact with customers and learn from experienced colleagues—continuous feedback and self-assessment play a role in improvement. Bilsland, Nagy, and Smith, (2020). 
 My birthday celebration at Wagamama with my friends was quite eventful. We had an experience with one of the waiters who seemed new and had difficulty communicating, which resulted in order mix-ups. However, they have made some improvements, like introducing a barcode ordering system, which has greatly enhanced the accuracy and efficiency of the service. I also noticed that their time management has significantly improved, thanks to their trained staff, who created a welcoming atmosphere. Wagamama is committed to enhancing customer service, earning them a reputation on TripAdvisor. (TripAdvisor, 2023) 
 There are challenges when it comes to implementing skill requirements. Common issues include resistance to change, limited time and resources for training, high staff turnover rates and communication difficulties. It is essential to provide solutions and explanations, demonstrate the benefits of skill development, communicate effectively with employees, engage them in the learning process, offer training options, and establish comprehensive onboarding programs that address language barriers and cultural differences. The industry can improve service quality, enhance customer satisfaction, and achieve success by addressing these obstacles.
In conclusion, when comparing the skill requirements for the Front of House Team Member position at McDonald's and Wagamama, it becomes evident that each establishment has demands for their service. McDonald's emphasizes efficiency, effective communication and resolving conflicts quickly. On the other hand, Wagamama prioritizes service, empathy towards customers and deep product knowledge. These differences reflect how both restaurants strive to cater to their clientele and enhance the dining experience. Developing these skills through formal training programs and on-the-job experiences is crucial for success in the dynamic restaurant industry. Drawing from my experience at Wagamama, I initially faced some challenges. I have witnessed firsthand the positive impact of their continuous improvement efforts. Underscores the importance of skill development in ensuring customer satisfaction and fostering loyalty.
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