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INTRODUCTION:
According to Peter Drucker, he said “you can’t manage what you can’t measure.”( Harry A.Patrinos, December,2014) And service quality is one of the important element or factor to measure any hospitality business. Service quality is therefore considered as the primary element to gain sustainable competitive advantage and customers confidence in the top marketplace.
Quality service in hospitality industry can create and bring a competitive differentiation between the type of food and beverage organization.
Hence, quality service can be defined as “what the customer gets out and is willing to pay for” rather than” what the supplier puts in”. And can be resumed as what customer’s service expected and what customer’s service perceived. (Soteris. K,2023)
Therefore, achieving excellent quality service can be differed within different types of hospitality business and the way food and beverage operates.
Another factor which seems to be ignored quite often is employees or workers satisfaction. In hospitality business, employee can enjoy his job and accomplish a quality service only if he has sufficient skills and knowledge of what is doing.
Therefore, knowing that experience is personal and subjective, it can differ from one person to another, and it is difficult to standardize services in hospitality industry which has been delivered by people.
In the following, I will be looking at two different food and beverage organizations which are my local Nando’s restaurant in Hackney/London and Fortnum & Mason for Afternoon tea restaurant.













I think my perception and expectation of going to Nando’s restaurant will heavily change after my learning in Food & Beverage operation. As a novice customer in restaurant, my first impression of quality service was based on food servicing on the table, but it is not.
My local Nando’s and Nando’s restaurant in general, customers are lightly welcome and need to engage themselves to the counter in order to be served. In my last visit to Nando’s, I can recall the manager talking to the staff and gone not paying attention to the customer who just arrived and waited to be served and allocated a table and the waiting time to be seen to place an order was very long. The waiting time was not because of the short of staff but it was less attention place to the new arrival customers.
Once, me and my family were allocated a table, I notice a QR code on the table for additional order of food and none of the surrounding customers were familiar with the service.
I was also expecting a smile on the face from the staff and the staff to be engaged with the customer while waiting for the food unfortunately that was not the case. There was not addressing code or uniform to recognize the staff or waiters from the customers.
Customers are the most important part of the hospitality business and focus should be always place on them to make them feel happy.
Also, the speed of service is an essential part of the customer’s need in food and beverage organization, hence, the hospitality industry as customer will always consider a feedback of what his has experienced.
In contrast to Fortnum & Mason, at arrival at the restaurant’s door, I received a warm welcomed by the waitress dress in black and white to distinguish from the customers. A table was available when booking in advance. Soon after, a quick service with a dedicated and well trained waiter came with the menu even help family with choice of food.
I was served with a tray of selected and hot cakes with tea topping by a glace of Fortnum & Mason champagne. It was an excellent quality service which reflect the standard of food and beverage organization.
Therefore, I can say that the cost of a service will always be directly proportional to the level of experience and skills of the server according to Dr Soteris Kefalas.(24th of January 2023)
Finally, an excellent customer service is a difficult task to achieve in hospitality business but having the management and employees highly skill in hospitality industry, specially in food and beverage organization will show the type of business and the type of service that the food and beverage operation utilizes.
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