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[bookmark: _Int_NDHJl1Gn]I believe that service quality is the key to success in the restaurant industry, I acknowledge from Cousins and Weekes (2020, p.9), customer satisfaction is influenced by several factors, including service, social interactions, and operational aspects, but external factors can also play a role. Therefore, I agree that all the future hospitality professionals must understand that improving service is essential for customer satisfaction and loyalty. 
In this journal, I will explore the key skills that play an essential role in elevating the customer service experience in restaurants and moreover I will compare the job role as a manager at Coarse Restaurant vs. Mc Donalds.
According to Cousins and Weekes, I have identified the key skills essential for improving service in restaurants. Wine and Beverage Expertise is about knowledge wines, beverages, and pairings. Time Management, efficiently handling tasks like seating, ordering, and food delivery for a smooth and timely experience. Customer Service, providing excellent service, addressing customer needs, and ensuring a positive experience. Product Knowledge, understanding the menu, ingredients, and preparation methods to confidently assist customers and provide recommendations. Formal vs. Casual, the style of service, with formal being more upscale and casual being less formal and quicker. (Cousins and Weekes, 2020, pp.350-353)
In comparing Coarse Restaurant and Mc Donalds, differences in product knowledge, customer service, formality, time management, and beverage expertise emerge. I have researched customer reviews on Tripadvisor (2023) and Trustpilot (2023) to further understand these distinctions. Fine dining servers require in-depth menu knowledge, investing more in training, while fast-food servers learn the basics quickly. Coarse Restaurant customer service focusing on rapport, the formality is upscale while Mc Donald’s on speed and the formality contrast in casual. Wine and beverage expertise is exclusive to fine dining, irrelevant in the fast-food realm. These distinctions reflect the unique demands of each dining experience, as reinforced by real customer experiences.
To improve their skills, Coarse restaurant may require advanced product knowledge and formal customer service skills, whereas Mc Donald’s needs speed and efficiency. I understand that these differences impact an employee's skill set, as they adapt to the specific demands of their role. They also affect restaurant operations, as they influence the style, ambiance, and efficiency of service, catering to the expectations and needs of different customer bases. (Shahzadi, M. et al., 2018).
Aspiring restaurant professionals can enhance these skills through a combination of formal training programs and practical experiences. Formal training programs may include courses in customer service, communication, and conflict resolution. On-the-job experiences offer real-world opportunities for skill development. Encouraging staff to participate in role-playing exercises and embracing regular assessments and feedback can be highly effective.
Reading from (Sood, T. 2017) I understand the profound impact of technology on the hospitality industry. The advancements like computerized reservations, global distribution networks, and increased Internet use. These innovations have transformed various aspects, from guest services to food production continuing to reshape the industry.
According to Boussard, S. (2021, pp.46-47) I understand how a fine dining restaurant necessitates specific technical and social skills, where guest interactions are intricately tailored to individual expectations. For instance, a sommelier's wine expertise significantly influences guest satisfaction. Conversely, fast-food establishments demand standardized organizational and production skills, attainable through brief training. 
Looking at Coarse Restaurant (2022) the restaurant offers full table service with professionally trained servers. With a focus on customer satisfaction, they provide a personalized, upscale dining experience that makes fine dining accessible to a broader audience. Coarse restaurant is expensive, with high menu prices to reflect the quality of ingredients, service, and overall experience. The ambiance creates a sophisticated, elegant ambiance with attention to detail in decor, lighting, and table settings.
While looking at McDonald's (2017-2023) their establishments provide quick-service, often involving self-service at counters or drive-thru windows. The focus is on speed and convenience. The menus are simplified and standardized, emphasizing affordability and speed. The prices are budget-friendly, with lower prices that cater to a broad customer base. The ambiance establishments have a casual and functional atmosphere, often with a focus on quick turnover of customers.
Implementing skill requirements in a restaurant may encounter several challenges. For Coarse Restaurant extensive training for skills like wine expertise can be time-consuming and costly. To overcome this, Coarse Restaurant can implement structured wine education programs and encourage staff to attend regular workshops.
For Mc Donald’s establishments, maintaining a prominent level of speed while ensuring quality customer service can be a challenge. Solutions involve streamlining processes, offering online ordering, and enhancing employee training for efficiency.
In this journal, I have delved into the core of service excellence in the restaurant industry. As an aspiring hospitality professional, I have recognized the pivotal role of skills in delivering exceptional customer experiences. Real-life examples, from fine dining at Coarse Restaurant to the fast-food McDonald's, have vividly highlighted their practicality. The profound impact of technology, adaptability is essential as I chart the course to enhance restaurant service, promising memorable dining moments and unwavering customer satisfaction.
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