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Service quality is fundamental to restaurant success. Customers anticipate courteous, enjoyable dining experiences. Superior service not only allures new patrons but also fosters loyalty and augments profits. (Cousins et al., 2021; Walker, 2017) When restaurants consistently provide exceptional service, they create positive impressions and word-of-mouth recommendations, resulting in customer acquisition. As a Restaurant Manager in a Hotel Restaurant and a Pub, I have the opportunity to use the skills and services mentioned in this assignment in various ways.

Essential skills for enhancing restaurant service:

1. Communication skills:
In a Hotel Restaurant, I must engage with diverse clientele, including business travellers and families on vacation. In the Pub, I aim to foster a relaxed ambience, engaging with customers to ensure their comfort.

2. Empathy: If a customer is having a bad day, I want to do everything possible to make their experience more enjoyable. Restaurant staff should be able to put themselves in their customers' shoes and understand their needs and expectations. This allows them to provide more personalised and attentive service (Foskett et al., 2021; Wood, 2013).

3. Time management skills: Restaurant staff must manage their time effectively to provide efficient and timely service. This includes being able to prioritise tasks, multitask, and work under pressure (Davis et al., 2018; Johnston, 2012). If a large group of customers comes in at once, I need to be able to quickly and efficiently get them seated and served. 

4. Conflict resolution skills: Restaurant staff may occasionally deal with customer conflict. It is essential for them to be able to resolve these conflicts in a calm and professional manner (Motarjemi & Lelieveld, 2014; Zutshi, 2019). I need to listen to the customer's concerns and try to find a mutually agreeable solution. 

5. Product knowledge: Restaurant staff should have a good understanding of the food and beverage products that they are serving. This allows them to answer customer questions (Brown et al., 2013; Foskett et al., 2021). For example, if a customer is unsure what to order, I can recommend dishes and drinks that I think they will enjoy. 

Skill Development Strategies:

In my role as Restaurant Manager, I apply these skills:
- Communication: Greeting customers, taking orders, and team leadership.
- Empathy: Understanding customer needs and team management.
- Time Management: Shift scheduling, inventory, and efficient service.
- Conflict Resolution: Resolving issues with customers or the team.
- Product Knowledge: Assisting customers and ensuring quality service.

Aspiring restaurant professionals can develop and enhance the identified skills through both formal training programs and practical on-the-job experience (Cousins et al., 2011; Wood, 2013).

Concise guidelines for cultivating these essential skills

- Communication skills: Practice active listening by paying close attention to what customers say and asking clarifying questions. Learn to communicate clearly and concisely, both verbally and in writing.

- Empathy: Try to put yourself in your customers' shoes and understand their needs and expectations. Be mindful of their body language and facial expressions.

- Time management skills: Create a priority list for each shift and focus on completing the most important tasks first. Learn to multitask and work efficiently.

- Conflict resolution skills: Stay calm and professional when dealing with conflict. Listen to the customer's concerns and try to find a mutually agreeable solution.

- Product knowledge: Study the menu and learn about the food and beverage products that you are serving. Be able to answer customer questions about each dish's ingredients, preparation methods, and presentation.

Here are two real-life restaurant examples that enhanced service quality by emphasising the mentioned key skills:

1. Olive Garden, a popular Italian restaurant chain, has been known for its family-friendly atmosphere and large portions, but service quality has been challenging. To improve service, Olive Garden implemented a new training program that focuses on communication, empathy, and time management skills. As a result, customer satisfaction scores have improved significantly.

2. The Ritz-Carlton: This prestigious luxury hotel brand is celebrated for its flawless customer care. The Ritz-Carlton diligently instructs its employees to deliver individualised and attentive service to every visitor.

Conclusion:
Skill development is essential for service improvement in the restaurant industry. As a restaurant manager, I can play a vital role in promoting skill development among my staff by providing formal training programs, on-the-job mentorship, and opportunities for feedback and growth. By investing in the development of my team, I can position my business for success in today's competitive marketplace. Service quality is essential for my success as a restaurant manager. Customers expect courteous and enjoyable dining experiences, and I strive to provide them with the best possible service.
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