Skill Requirements for Service
Improvement in Restaurants




Aniko Takacsne Feher 
2245369
Food and Beverage Operation BMIH402












Lecture’s name: 			Antoinette Milne 
Word count: 				805
Table of Content 

Table of Content .........................................................................................................2
Introduction .................................................................................................................3
Identification of Key Skills ...........................................................................................3
Skill Development Strategies ......................................................................................4
Real-Life Examples .....................................................................................................4 
Challenges and Solutions ...........................................................................................5
Conclusion...................................................................................................................5
References .................................................................................................................6


Introduction 
In my student journal, I’ve learned that maintaining service quality is the primary strategy for running a successful restaurant. This ensures guest satisfaction and foster loyalty, which are crucial for the restaurant’s survival and revenue generation. Service quality serves as a competitive advantage and attracts both new and existing customers. However, continuous improvement in service quality, including essential elements like reliability and empathy, is an ongoing requirement due to evolving preferences and heightened customer expectations (Razak et al., 2020).

Identification of Key Skills 
I learned from Cousins et al. (2014) on the importance of professionalism in the food industry, particularly within restaurants. It is crucial that the employees have a high level of professionalism, and we must constantly improve our knowledge and skills. 
In the realm of food and beverage services, possessing extensive expertise about the available products is paramount. It’s not just about knowing the menu items; we must also be able to formulate recommendations. In addition, soft skills are paramount and having the right attitude towards customers is one of the most critical interpersonal qualities. 
Effective communication and building relationships are crucial. Using polite language like “Sir” or “Madam” and saying “please” and “excuse me” show care and respect. When handling challenges like complaints, staff should listen, apologize when needed, and manage situation professionally and politely. 
Another vital skill is time management. Punctuality not only improves the quality of service, but also leaves a positive impression on our guests. Ultimately, I came to understand the significance of collaboration in attaining efficient and productive operations. Teamwork involves collaboration, clear communication and mutual support, all of which are essential to ensure the highest level of service quality. 



Skill Development Strategies
In my exploration of upscale restaurants, I came across Club Gascon, which can be categorized as such due to its unique French-inspired dishes (Club Gascon, 2023). Similarly, Martin Wishart also falls into the upscale dining category, where they skillfully blend Scottish ingredients with classic French culinary techniques (Restaurant Martin Wishart, 2023). 
When considering the roles of food and beverage supervisors, I believe Club Gascon should prioritize innovation and novelty, while Martin Wishart should focus on blending Scottish and French culinary traditions. 
In formal restaurant staff training, customization to match each establishment’s unique features is crucial for effective training (Villanueva, 2016). These programs should incorporate strategies and methods for fostering proper behavior and communication. 
Effective employee training should not only instill an understanding of the company’s operations and goals but also integrate the development of essential personal skills, including behavior, personality, creativity, and customer relations. Adequate training is a critical component of value creation for a restaurant.
Furthermore, on-the-job practices, where employees acquire skills through their assigned tasks, contribute not only to the development of tangible skills but also to the enhancement of intangible services and community skills (Simangca, 2021). 

Real-Life Examples
In my diary, I have noted that at Club Gasco, the food and beverage supervisor holds a crucial role in managing both traditional and innovative flavours, requiring extensive product knowledge. They also tasked with managing customer inquiries and addressing any arising issues. Similarly, at Martin Wishart, in the process of preparing refined dishes that demand innovation, the supervisor must ensure consistency in the dishes served, given the fusion of Scottish flavors with European and French techniques (Squaremeal, n.d.)
Club Gascon opts for a contemporary approach over extravagance, offering sophisticated dishes with attentive staff, as evidenced by its awards such as Catey Awards, Best French Restaurant, and AA Rosettes (Great British Chefs, n.d.). Martin Wishart has also earned accolades, including AA Rosettes, a Michelin Star, and the title of Best Restaurant in Scotland, thanks to its solid framework, dish consistency, and employee training overseen by the head chef (Restaurant Wishart, 2023). 

Challenges and Solutions 
In my student journal, I have observed both restaurants encounter challenges stemming from staff’s inadequate abilities and skills. Hence, ongoing enhancements in both professional and soft skills are essential. Adapting to heightened guest expectations now involves addressing sustainability and technology concerns. 
To attain service quality, I recommend that both restaurant utilize the SERVQUAL scale developed by Parasuraman et al. (1988). This scale primarily assesses responsiveness and reliability, but also aids in evaluating guest expectations. The strategy should focus on delivering high-quality service and measuring both objective and subjective guest perceptions. 

Conclusion 
In my student journal, I have learned that Club Gascon incorporates French style with the food and beverage supervisor’s input, resulting in sophisticated dishes that blend innovation and friendly service. This combination not only ensures excellent cuisine but also provides a competitive edge for the restaurant. On the other hand, Martin Wishart, a renowned Scottish restaurant, has received numerous international accolades for its culinary excellence. It uses local ingredients, European techniques, and its employees’ unique training, guided by its own chef, to meet the high demands of customers. 
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