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How would our lives look like if the organizations in which we spend our working days were naturally places full of empathy, without leaders to inspire us? In this case, employment would involve the recruitment of those who have only hard skills. Efficient customer service is vital in the food and beverage industry as it usually determines the net success of the business (Nirino et al. 2020). The observations I describe in this journal are based on the analysis of the skills set of the waiters in the Nando's restaurant in the city of Braintree (Great Britain) compared to the same franchise located in the city of Chisinau (Republic of Moldova: my country of origin). Also, being in the position of a customer, I will try to summarize the previous pleasant and unpleasant experiences in the field of food and beverage in both countries.
Food and beverage professionals endlessly work to fulfill customers' needs and demands by improving customer service and the quality of service (Cousins et al. 2019). Professionalism, patience, and a customer-first attitude help food and beverage professionals to provide better customer service in this industry. My observations can be diversified into many categories: restaurant decorations, customer service, hygiene maintained by staff during delivering and serving food, ambience, presence of customers and quality of food. For me these factors are the most important in determining the overall quality of customer service in any hotel or restaurant.
Most commonly, the silver service style is provided in most hotels and restaurants, and it is a formal type of table service provided to customers (Were et al. 2021). The service style of the Nando's restaurant in both countries is similar, but in Moldova, the hygiene maintained by the staff is at a higher level. Hygiene is properly maintained during the serving process and the waiters use hand gloves before starting of serving cuisine to customers.
Soft skills include the capability to communicate effectively with customers, as it is very improving to provide quality customer service in the food and beverage industry (Anthonius, 2021). Empathy and emotional intelligence are valuable skills in this sector. Team work is very important as working in a hospitality industry requires teamwork and collaboration to be successful. To work in this field, hard skills are also required, such as knowledge of financial analysis, marketing and accounting. English managers have the potential to motivate a team and manage customer relationships effectively. In Moldova, the employee's motivation comes only with the salary increase. The average wage in the country is £12 per day (National Bureau of Statistics of The Republic of Moldova, 2022). I don't think there is any more motivation for employees in any field.
The shock of the impact of Covid-19 on the hotel industry has changed the behaviour of both consumers and hospitality employees. This global health crisis has forced the temporary closure of the Nando's franchise in Chisinau. Another factor that influences the operation of food and beverage businesses would be reaching the peak level during the holidays or festivals. The work environment and the number of hours worked affect employees in all fields.
Learning the hard and soft skills required in the food and beverage industry will help the employee flourish in the hospitality sector in the future (Ņikadimovs and Ivanchenko, 2020). Effective teamwork skills, interpersonal skills and stress and time management skills will help me in my professional field as they are essential in this sector.
From the entire learning, I have realised that soft skills are very important while working in the food and beverage industry. Stress and time management, empathy and emotional intelligence, strategy and innovation, problem-solving skills and teamwork are some of the essential soft skills required in this sector. I have learned that stress and time management and teamwork skills will need to be enhanced, which will help me in the professional area. I have understood that effective communication skill is vital for managing client relationships and motivating a team for improving productivity and work performance. Moldovans employed in the hospitality industry have a lot to learn in terms of effective communication, teamwork and customer relations.
From the student journal, it can be concluded that the quality of customer service significantly affects the success and profit of the food and beverage industry. Maintaining the quality of customer service requires various hard and soft skills in the hospitality sector. The importance and essence of these can be learned while working in this industry. Even though it is a franchise chain, Nando's restaurants differ from one country to another in many ways. The reason being the difference in culture, mentality, professional training, salary, long-term goals and of course education. This conclusion is relevant to a variety of food and beverage businesses. In my opinion, responsibility and commitment are the most important qualities of an employee in this industry.
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