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[bookmark: _Toc148115884]Introduction
In the restaurant industry, service quality is directly related to customer satisfaction. In other words, the provision of high-quality service can facilitate the attainment of customer satisfaction in the restaurant industry. Research has reiterated the fact that customer satisfaction is directly influenced by service quality. Johnston (2012) stated that improvement in the quality of service can not only influence the perceived level of satisfaction but also enhance customer loyalty. In the absence of good quality services, customers will leave a restaurant unsatisfied which will lead them to spread negative word-of-mouth, thereby damaging the reputation of the restaurant. For this task, two types of restaurants have been selected. Among these, the Ledbury Restaurant currently holds 2 Michelin Stars as of 2023 (Michelin Guide, 2023).  The Ledbury Restaurant has been stated as one of the finest restaurants in London as it has achieved culinary excellence. On the other hand, Terrace at the Dilly, the second restaurant chosen for the discussion, is a fine-dining restaurant. Terrace at the Dilly provides a vibrant ambience at the heart of London and offers breakfast, lunch, afternoon tea, and drinks to its guests (The Dilly, 2023). Therefore, maintaining and continuous improvement of service quality is mandatory to cater to the customers’ needs and meet customer expectations. 
[bookmark: _Toc148115885]Identification of key skills
Some of the key skills among restaurant workers that can help in enhancing service quality are communication skills, time management skills, problem-solving skills, empathy, and product knowledge. Communication skills are necessary in ensuring high-quality services as they allow employees to appropriately interact with customers. According to Chaturvedi (2017), clear, concise, and efficient communication between employees and customers can lead to the development of trust, thereby improving the overall customer experience. Time management skills are a key determinant of service quality. The presence of appropriate time management skills allows employees to accomplish each and every task within the stipulated time. Subsequently, the perceived quality of service is enhanced. Higher quality of service, in turn, facilitates the attainment of a higher degree of satisfaction. 
The importance of problem-solving skills lies in employees’ ability to resolve the problems faced by guests. For example, if a guest speaks to an employee about a certain problem they are facing regarding the services, adequate problem-solving skills would allow employees to resolve the issue. Another important skill that restaurant employees must possess to ensure high-quality service provision is empathy. According to Murad and Ali (2015), empathy is an attribute that helps an individual understand the feelings of others. Empathetic employees are more likely to create stronger bonds with customers and are capable of resolving issues better. Finally, product knowledge should be possessed by every employee to ensure that they can fully explain the available products and their utility. 
[bookmark: _Toc148115886]Skill development strategies 
Aspiring restaurant professionals can develop the mentioned skills through both formal and informal training methods. For instance, communication skills, both written and verbal, can be developed by attending online or offline communication courses. Further, regularly practising verbal communication can significantly improve one’s fluency and confidence. On the other hand, improvement of time management can be ensured through informal practices, such as developing and following a schedule. Breaking larger tasks into multiple microtasks can also help in accomplishing tasks within the stipulated time. In addition, to improve problem-solving abilities, on-the-job training can be quite useful. Job shadowing, for example, can help employees in learning from seniors, how issues are resolved and handled within a restaurant. Empathy is an attribute that can be enhanced through experience. In order to become empathetic, an individual must understand others’ issues and problems. Building active listening skills can also facilitate the betterment of empathy in an individual. 
[bookmark: _Toc148115887]Real-life examples
The Ledbury is a prime example of a restaurant that has improved its service based on the above-mentioned skills. In 2016, one of the company’s guests posted a negative review regarding the “rude and arrogant” behaviour of the restaurant’s staff on TripAdvisor (Tripadvisor, 2023). Ledbury took the review seriously and worked on improving the service. Training its employees on empathy and communication allowed the company to gain 4.5 stars out of 5 stars on TripAdvisor as of 2023 (Tripadvisor, 2023). Similarly,  Terrace at the Dilly is another restaurant which received a negative review regarding the delay in fulfilling orders on TripAdvisor. According to the customer, he had to wait for “30 minutes” to receive his drink which is not acceptable (Tripadvisor, 2023). This problem faced by customers of Terrace at the Dilly can be resolved by equipping employees with adequate time management skills. With proper time management skills, the employees would be able to cater to the needs of customers within the stipulated time. 
[bookmark: _Toc148115888]Challenges and solutions
One of the key challenges that restaurant employees can face while implementing these skill requirements is “Jay-Customers”. These are customers who behave harshly causing trouble to the employees and other customers. In the restaurant industry, employees often encounter such customers and subsequently fail to implement the mentioned skills. The best way to handle such situations is to act according to the set rules and procedures of the restaurant. Employees can also refer the matter to the higher authority to ensure executable solutions to the issue. In any case, employees must refrain from losing their temperament and behaving rudely. 
[bookmark: _Toc148115889]Conclusions
In conclusion, it can be said that communication skills, time management skills, problem-solving skills, empathy and product knowledge are some of the key skills that every restaurant employee should possess. The purpose of skill development is either to equip employees with these skills or to improve the existing skills. The presence of these skills is necessary to ensure the provision of high-quality services to customers.
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