

SKILL REQUIREMENTS FOR SERVICE IMPROVEMENT IN RESTAURANTS




Student Name: Klaudia Modrzejewska 
Student Id: 2243846 
Module Name: Food & Beverage Operations 
Module Code: BMIH4002
Modular Name: Antoinette Milne 
Word count: 774


Table of Contents
Introduction	3
Identification of Key Skills	3
Communication	3
Empathy	3
Time Management	3
Conflict Resolution	3
Product Knowledge	4
Skill Development Strategies	4
Real-life Examples	4
Challenges and Solutions	5
Conclusion	5
References	6




[bookmark: _Toc148735704]Introduction
The restaurant industry is a dynamic and ever-evolving sector of the global economy, catering to the diverse gastronomic preferences of individuals from all walks of life. The food industry has experienced a sharp increase in competition in recent years, as several eateries vie for the business and loyalty of discerning consumers. A restaurant's success or failure may be significantly impacted by its ability to provide high-quality service, which has become increasingly important in this challenging economy. This study offers a thorough examination of the intricate field of service quality in the restaurant industry and explains why restaurateurs need to give it ongoing thought. 
[bookmark: _Toc148735705]Identification of Key Skills
[bookmark: _Toc148735706]Communication
Effective communication is without a doubt the skill that restaurants need the most. It covers both verbal and nonverbal communication (Cousins, 2020).
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Empathy is the capacity to comprehend and experience the feelings of others. In a restaurant context, this means being conscious of and attending to the needs and sentiments of customers. 
[bookmark: _Toc148735708]Time Management
Strong time management skills are necessary to keep the pace and flow of restaurant service. The ability of a restaurant to meet the expectations of its customers for quick service typically determines how well-known it is.
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Davis et al. (2018) noted that customers and staff members may argue in any restaurant setting. Expert dispute resolution is necessary to keep the dining area pleasant. 
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Being well-versed on the items is crucial in the restaurant industry. The wait staff should have a solid understanding of the ingredients and preparation methods used on the menu.
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Aspiring professionals must have a wide range of abilities to excel in the restaurant industry. Skills in culinary expertise, service excellence, and an understanding of the nuances of the food and beverage sector are necessary, but so are talents in effective communication, empathy, time management, dispute resolution, and product knowledge. Efficient communication is crucial in the restaurant business (Park et al. 2021). Wait for employees to precisely convey client orders and requests to the kitchen while serving guests in the dining area. Chefs must successfully interact with their personnel throughout this time to ensure that food is made and presented flawlessly. Within many formal training programs, role-play scenarios provide an opportunity for students to practise these crucial communication skills. Another crucial quality that aids restaurant staff members in building a rapport with patrons is empathy. Return visitors are more likely to experience understanding and appreciation. Lupo and Bellomo (2019) claimed that effective time management is essential in the food industry. An efficient workflow across several jobs is necessary for a quality service. Time management is often taught to students in official training programs using simulations that mimic the real-world restaurant scenario. Conflict resolution is a crucial skill for prospective restaurant employees. High-stress circumstances always lead to arguments and miscommunications. 
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The Melting Pot is a popular chain of fondue restaurants that is well-known for its opportunities for interactive dining. A few years ago, the franchise came to the realisation that their services needed to be of higher quality. They started by talking about the two most crucial skills: communication and empathy. 
The Melting Pot invested much in a training program that taught employees not only food safety and cleanliness but also interpersonal skills. Serving staff members received training on how to engage with customers, highlight the unique eating experience, and anticipate their needs (Tan and Netessine, 2020). Customers may now use a technique they developed for customer feedback to anonymously express their thoughts and grievances. In order to provide an exceptional dining experience, The Melting Pot set itself apart in a congested market by emphasising communication and empathy.
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	Challenges 
	Solutions 

	Restaurant staff need to get along with customers and coworkers. 
	Clearly define the process for placing orders and providing service, encourage attentive listening, and regularly hold communication training sessions.

	Stress, tiredness, or opposing opinions might make it difficult for employees to empathise.
	Encourage an upbeat atmosphere at work, give staff stress-reduction resources, and train them in empathic communication (Shimmura et al. 2020).

	Ineffective time management by staff members can lead to delays and disgruntled clients.
	Utilise tools and training on time management.

	Arguments and conflicts may arise in a high-stress dining environment. 
	Establish clear policies for resolving conflicts and give staff members conflict resolution training.



[bookmark: _Toc148735714]Conclusion
Future restaurant employees may truly develop their communication, empathy, time management, conflict resolution, and product knowledge skills via practical on-the-job training. Despite providing a solid basis, formal training programs cannot replace real-world on-the-job experience. Formal education combined with real-world experience is the key to success in this fast-paced and demanding industry. 
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