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The following report (Student Journal) will address the question if the skill set of a food and beverage employee changes, based on the type of service that the operation utilises.
The question will be addressed by reflecting upon information acquired so far and own observations as a customer of three different type of services where workers set skill will be observed to gain understanding of similarities and differences, if there are any, on both hard and soft skills.
Generally, a skill is defined as an ability to do something well. Skills are either hard - concrete abilities learned in school or through training programs, or soft skills - talents and abilities picked up through past work experience (Institute of Hospitality, 2022).
From customer service to team work, time management, attention to detail, communication skill, and the rest of them, skills are all together important and set to obtain the best customer experience. Still, rather than sophisticated service techniques, the industry now emphasizes product knowledge, interpersonal skills, technical competence, and collaborative skills (Cousins et al. 2020).
Johnston, R. (2012) defines the service as an activity that involves the treatment of a customer. A service is an input of operation, using its many input resources to create an output - customer satisfaction. There are six main types of service: table service; assisted service; self-service; single point service; specialised or in situ service (Cousins et al. 2020).
Considering this information, I have started observing the kind of skills needed by staff members, servers, in the three different service operations, to observe any substantial changes that may occur in terms of skills.
Plus Pizza - Kebabs takeaway is a single point service type of operation. A classic takeaway with a variety of pizzas, burgers, kebabs and chicken on offer, for both takeaway and delivery (Plus Pizza – kebabs, 2023).
The service inside has, most of the times, two members that has food preparation, cash handling, sanitation skills. Other than that, I have noticed some customer service, communication, time management, as there is not that much interaction required between servers/staff members and customers.
Friends Restaurant and Kebab Shop is an assisted service type of operation, customers having the option to dine in or takeaway (Friends Restaurant and Kebab Shop, 2023).
7 staff members are dealing with all operations inside, taking each customer at a time and doing an individual service from ordering and serving to clearing the table and cleaning. Again, all staff members serving has food preparation, cash handling, time management and sanitation skills. Different from the previous operation, I have noticed a great team working ability to all of them. In addition, I have experienced a better communication, customer service and product knowledge skill.
The third operation I went to observe was Stocco Restaurant, a table service type of operation. I have not tried them all, but this is one of the best by far. Comfort and elegance takes you to a very different place than anything you have experienced in Oldham (Stocco Restaurant, 2013).
Other than the great food and atmosphere, I have seen staff having a full skill set, both hard and soft skills. Customer service, communication, attention to detail, service technique, sales ability, product knowledge, teamwork, every little detail I would have thought of, it was present. The food and the service are compacted together, to create a unique service.
In this journey, I have experienced three different types of operations, observing the skills of servers. In this journey, I have learned that I have most of the hard and soft skills observed. There are skills that I still need to learn about, like product knowledge, attention to detail, service technique, and sales ability. There are skills that I will need to improve, like food safety, customer service, teamwork, food preparation. I have the passion; I just need the extra effort and selection of the right service type, to know exactly which skills I will need to perfect.
I personally believe that any of the first two operations could have done same brilliant job as the third, but I also know that it has to do with the level and type of service provided by the operation. While the first and the second operations does not require a high level of expertise, the third operation’s specific service is an important aspect in staff selection, training and creation of excellent customer service.
Resuming back to the question of this report, I might say that yes, the skill set of a Food & Beverage employee changes, based on the type of business and the type of service that the food and beverage operation utilizes.
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