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1.0 Executive summary
The report demonstrates the knowledge and requirements for key skills and attributes using concepts, models, and theories.
 A discussion of the skills studied on the course for example time management and communication skills. The application of different theories and demonstration of the benefits of good employability skills within the catering industry. Several of the theories and concepts discussed in further detail are the hierarchy and the 4Ps for both employer and employee. Additionally, within this report wider employability skills such as IT (Information Technology), customer service, completing transactions (POS) and commercial awareness are investigated. 

This report is focused on a catering organisation in which it will explore the skills involved from an employers and employee perspective.  The catering industry is very diverse and evolving as it adapts to new customer demands with many successful businesses offering opportunities from which we can learn.  Leveraging learnings from such businesses we can look to adopt these techniques, where suitable, and apply them to achieve similar and positive outcomes.
2.0 Findings

This business report explores the employability skills required within the catering industry. Essential employability skills that employers and employees require for this industry are key skills such as:

Leadership Qualities 

Communication 

Positive attitude  

Self-Management 

Adaptability/flexibility

Team Management 

Team work 

Resilience 

2.1 Leadership Qualities

  “Leadership and management development are a key driver in embedding a culture of          innovation into an organisation” 

Employers should seek to implement their leadership skills by motivating their employees, recognise their hard work so that they feel empowered and well equipped to succeed with their roles.  Research shows that employees provide higher quality service, feel a greater sense of pride in their work if they are trusted and empowered

Incentives can be in many forms and not just monetary with increased responsibility, expanded role remit, promotion, ownership, time of in lieu amongst things that are available for an employer to offer.  Leadership entails understanding employee traits and characteristics and offering incentives that are aligned to their personal development goals and aspirations.
3.2 Communication

A two-way flow of information between employers and employees is critical if what is being said is understood by both parties so they know exactly what must be done, listening but not comprehending can cause issues.
Two-way communication occurs when the receiver sends response or feedback to sender’s message.

Communicating with all employees effectively will ensure they understand their job roles, meetings on a regular basis will give the opportunity for employers and employees to express their views and concerns, during meetings employers can encourage employees with incentives for reaching targets and implement the hierarchy for their own needs so they are able to set targets to reach their own personal goals. 

Employers can use communication effectively with customers by remembering a customer’s name, their favourite dish, welcoming them, greeting them personally and knowing what they are like, for example where they like to sit means communication starts before the order is taken.

This is a personalised service, understanding your customer will benefit in having a loyal customer.
Maslow’s theory has five levels in a hierarchy of human needs that employees need to fulfil at work.

All the needs are structured and to reach the next level you would have to fulfil the previous level fully and must be satisfied.

An employer can avoid poor communication by ensuring that employees have basic English such as ESOL certificates so they know that staff are able to communicate with other members of staff and with customers if required, however a waiter would need better understanding as they will be taking orders, therefore ensuring they comprehend what the customer is saying, whilst a person washing dishes will not necessarily need the most advanced language skill.
Tools that could help with communication of the business and enable the success of the restaurant or take away could use social media such as Facebook, promotions and pamphlets door to door, advertisement in newspaper, student, army, and NHS discounts.
Communication of the business between staff extends beyond the hours of business and increasingly communication happens in different formats such as social media.

Engaging the customer base through social media before they come in can create a positive or negative perception even before they step foot into the premises. 

This would relate to employability skills by allowing you to showcase your talents, skills and achievements, for example if an Employer was to have an award in catering for award winning food then the likelihood is more customers are likely to try the food, the employer is then going to have a achievement that is known which could lead to more connections with other people or competitors that may be willing to invest into his/her catering business.

Mehrabian (1981) identified three dimensions that indicate how we use non-verbal communication to make sense of things both personal and professional context.

Immediacy: We react to things by evaluating as positive and negative, good or bad.

Status: We perceive behaviours that indicate various aspects of status to us, for example, rich or poor, strong or weak, superior or subordinate.

Responsiveness: We perceive activity as being active or passive. This signals the intensity of our feelings about a person or subject.

Knapp and Hall (2009) proposed that these three dimensions are basic responses to our environment and are reflected in the way we assign meaning to both verbal and non-verbal behaviour.

The effects of good communication will enable members of the public, employers and employees understand accurate interpretation and the message to be received with full knowledge of what has been spoken. 

Good verbal and oral communication written reflect in confidence while talking to customers and taking orders by phone.

Communication extends well beyond the content of what is being said.  The same thing can be said in many ways with the resulting effect varying hugely.  Greeting a customer or speaking to an employee in a monotone, downbeat and slow fashion will not convey positivity and may mean the message is diluted or interpreted completely differently.  Conveying a sense of positivity, friendliness when greeting a customer or speaking to an employee can encourage, enthuse them despite the content of the message being the same.  This is just one example of how communication extends beyond what is being said or what is written.
Looking beyond this, we can explore the effects of non-verbal communication including our body language, eye contact, facial expressions and gestures.  Non-verbal communication helps us build relationships with employees and customers so that they feel welcome, safe, acknowledged and valued.  Looking away from a customer or employee every time they ask a question is hardly likely to endear you to them.  
Strategies for effective communication would resolve issues if there are any concerns, the ability to be flexible with other members of the team and ask questions if employees are unable to understand their job role, seek constructive feedback from meetings to enable the success for yourself and the business.

An example of the transactional model in a catering setting would be if a customer was unhappy with the food, this would then be I’m not ok and you’re ok, as it is then up to staff on how to deal with this situation.

The waiter would then tell kitchen staff that the food was not up to standard, in this case chef will have to re-cook, but customer is waiting on food and getting frustrated, the chef is I’m ok and customer is not ok.
The manager can now offer a discount or something free to change the situation so that the customer is ok thus changing a negative situation.

The order has been sent by delivery and the situation is over, the customer and staff are now in the position I’m ok and you’re ok.

The customer has written a negative review online, which means the manager has lost a customer and now has a negative review on business. I’m not ok - you’re not ok.

Eric Berne initiated the principle within Transactional Analysis that we are all born 'OK' -- in other words good and worthy. Frank Ernst developed these into the OK matrix, (also known as the 'OK Corral' after the famous 1881 Tombstone shootout between the Earps and the Clantons). These are also known as 'life positions'.

Lacking confidence will prevent the ability to express needs, questioning during meetings for team building and confidence building will develop the ability to learn new skills and be successful within the catering sector. 

Having the right attitude as an employer will ensure that all members of staff are happy and motivated

3.3 Self-management 

Self-management in a work place for employers is crucial in planning and managing day to day business, good time management is having routine, being punctual, and being organised.

Prioritizing working starting early will show employees the benefits of being less stressed and being able to be flexible and adaptable in any circumstance. 

An employer could identify urgent matters with important matters for example urgent matters requires immediate attention, important matters will worsen if not completed successfully.

Having poor time management causes failures in business, in the catering department a chef must be early before work due to the fact he/she must prepare food and heat systems to correct temperature also this will help prioritise what is needed to do to overcome any barrier that may arise.

       “Setting goals before going to bed for the next day and getting up early, are a few        time management practices. To become productive at work we need to understand the importance of goal setting. Achieving goals within the time limit and getting more things done in less time are the results of good time management practices.”

3.4 SMART

Using smart goals in the catering department would benefit each individual so they can attain their goals for example

S-specific-A kitchen porter wants to become a head chef.

M-measurable-make progress by studying an NVQ

A-attainable- making the time to study

R-realistic-having vision of success

T-time-Having a 3-year time to achieve your goal.

Positive attitude
Research has shown having positive attitudes, using a planning system such as a diary or chart will help commit yourself in being practical.

Having lack of motivation as you are too tired has a huge impact on the way we listen and learn.

An employer must have the right attitude to ensure the staff are motivated and customers are happy.

If an employer was not to deal with a complaint regarding his or her meal properly the likelihood is they may not come again, actions like this would slowly have a negative effect on the business.

Having the right attitude towards all staff members will keep them happy and they will want to work there permanently.

Learning styles such as Kolb’s model would help any individual learn.

Concrete experience - Learn

Reflective observation - observe

Abstract conceptualization - understand and solve problems.

Active experimentation - make decisions 

3.5 Transferable skills
Transferable skills are required such as communication skills, team work, problem solving interpersonal skills, research and career development to enable adaption to any job role required, having these skills in a catering department will enable success. An employer desires interpersonal skill such as responsibility with staff making ensuring employees are on time and prepared before opening times. Having Leadership and working in a team will make jobs easier when it is busy and so customers will have their food on time.

IT (information technology) from an employer perspective. Within the catering industry IT can be used in certain ways:

Market research 

When looking into what competitors are doing you may find potential opportunities where you will be able to make a profit. One of the examples is being able to offer certain sales and promotions which you have not considered. You will be able establish which kind of products is a best seller and what the consumer wants most. When finding out more about the competitors you have a better understanding on what consumers want.                                          
When conducting Market research within the catering industry you can equip yourself with the information you need to make strategic business decisions. This can be from starting up to, new ideas, growth within the company and finally the 4Ps: 

Product 

The product and services should improve on the information gained on what the consumer wants and need. Being able to focus on an array of things such as the appearance, taste, quality and texture. It is imperative that you have a clear understanding on what your products is and how differentiates yours from the others.

Price 

Within the catering industry it is important that the product should be representing good value for money. This does not necessarily mean the products should be at the cheapest value for high profit margins. In general consumers are influenced to pay more for better quality food and beverages. When analysing the price of other competitors, it is encouraged to have an understanding on what price the customer is willing to pay. 

Placement 

Having the right placement is critical to maximise potential customers. Most catering industries normally advertise by creating their own website however IT has improved, this is by mobile phone applications such as “Just Eat” or “Hungry House”. Depending on the consumers’ needs being in the correct location can be a great way to entice new customers to purchase food at the right place and time. Even by being in the right location can have a knock-on effect and have the potential to engage consumers to purchase online.

Promotion 

Promotion is another key factor within the 4 ps. Being able to send a clear message to a targeted audience through a certain channel. The target audience will be the people who eat or influence the purchase the food. Once you have been able to identify this you can then go and advertise on things such as the radio for the local consumers, direct mail and printed materials, electronic such as company website and finally television once the business is more established. 

 

 Teamwork 
Teamwork is very important in every aspect of the catering business. One of the main advantages why an employer would benefit from good teamwork is that it offers differing perspectives and feedback. Having a good team within the catering industry could help by increasing creativity, problem solving and ultimately planning and implementing using everyone’s sets of skills. 
Team management 

An Employee would be unable to serve every customer alone especially if it is busy, working within a team provides great success for any business with the support of each member of staff contributing to their job roles.

A chef would need a second chef to help with orders, being a waiter or waitress one person could serve drinks while another takes payment transactions, and answers phone orders.

Having good employee relations gives the opportunity for being valued within their job roles, working in a team employee work and communicate better.

Team members can pick up on subtle inflections and nonverbal communication as working as part of a team, it also costs less to have maybe two staff members at national wage compared to a higher salary chef.

In general team members usually manage their required job role and can accomplish any given tasks compared to a single employee.

Common problems for teams can affect the outcome of a successful business, for example

*Lack of commitment 

*Poor management

*Poor communication or language barrier

*Interpersonal conflict

*Mistrust

As an employer working in a team can help you up skill yourself by seeing how other colleges overcome any mistake and can put a stop to it reoccurring. Within the catering industry there could be more experienced colleges, employees may be able to learn and take on their concepts which they have learnt over a long period of time. In addition, the young and active engagement generates new innovative ideas and may be able to help the experience colleges problem solve more effectively and efficiently. 

The researcher has found while being at university there is a lot to reflect on such as using SMART to enable you set goals and achieve them.

Specific Measurable Attainable Realistic Time frame

Also using a SWOT will help you to understand and realise your 

Strength, Weaknesses, Opportunities and Threats 

The researcher has found while being at university there is a lot to reflect on such as personal development plan that can enable you to achieve your personal goals, skills that are needed for employability skills within the catering industry is team work, leadership, critical thinking, listening, problem solving and oral communication.

Time management is an essential skill that we should all learn, by assessing your time management skills and priorities you can use your time more productively, not using time management skills will cause stress at home or work.

Learning different models and techniques has demonstrated we all have different needs and achievements, using Maslow’s (1943) theory “hierarchy of needs” gives several hierarchical of levels to explain motivation.

It shows how his model helps to explain why people want to do what they want to do.

Research has shown by using the Go Mad framework makes a difference in realising the key principles to form a strong base in identifying important tasks, planning and identifying goals.

Employees could use this structure and analyse their weak points to overcome the barrier, the external triangle to involve others, plan and prioritise, and define goals could benefit them to gain success for themselves and business. 
3.6 Conclusion 
The report within the catering organisation has explored skills from an Employee and Employers perspective, using different techniques and applying them achieves positive outcomes.
An employer must use the essential skills to manage employees and enable success of the business.

Using SMART goals and Kolb’s model will show commitment and priorities to achieve success. 

Employees that understand their job role and work well within a team will provide a better service.
Research has shown the diversity of the catering industry, learning and adapting change and new skills will enable employees to understand and apply them.
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