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Skill Required for Service Improvement in Restaurants
Quality service directly affects how happy and loyal customers are and how much word-of-mouth advertising they do. Restaurants are more than just places to eat; they're also places where people socialise, connect, or celebrate. Good service makes these experiences more memorable and likely to be shared with others, which builds a good image and brings in new customers. Service is more than just providing food; it is about connection and the customer being understood and respected. Great service makes it less likely that customers will be unhappy and leave bad reviews, which can have a big effect on a restaurant's success in this very competitive market. 
In order for a restaurant member to be able to deliver quality service, they have to have some key skills. Cousins (2020) Clear communication is needed to meet consumer needs, answer inquiries, and avoid misunderstandings. Effective communication increases employee coordination and streamlines kitchen-to-dining floor operations, improving the customer eating experience. Empathy to understand customer’s feelings and experiences (Nanjo & Wilkins, 2016). It's crucial for handling complaints, special requests, and disappointments. Feeling heard and valued motivates customers to forgive mistakes and return to the restaurant, retaining customers. Effective time management maximises revenue and customer satisfaction by delivering orders and changing tables swiftly. For efficiency, staff must prioritise and manage time, especially during hectic hours. Conflict resolution restaurants will have unhappy customers. Conflict resolution peacefully minimises bad evaluations; conflict resolution requires customer satisfaction and restaurant protection. Ultimately, multitasking is important for managers, chefs, and servers because it requires juggling many tasks at once, like taking orders, making food, talking to customers, and fixing problems, all in a fast-paced and changing setting. Effective multitasking not only improves the eating experience for customers by cutting down on wait times and making sure they get service on time, but it also makes the business more resourceful and efficient.
Aspiring restaurant workers need both formal training and hands-on practice to develop important skills like communication, empathy, time management, conflict resolution, product knowledge, and multitasking. Hospitality and cooking schools can give you solid background knowledge and an introduction to the most important skills. Workshops and online courses on topics like customer service or conflict resolution can give you more specific knowledge. On-the-job experiences, like getting direct guidance from experienced workers and switching between different roles in a restaurant, also put people in real-life situations where they can use what they've learned in the classroom and improve their skills through hands-on experience. To keep these skills sharp and growing, it's important to have an attitude of always learning. To do this, they need to keep up with industry trends by reading all the time, going to classes, and using technology like POS (point of sale) and CRM (customer relationship management) systems to improve service delivery (Borras et al. 2015). Adding a strong feedback system from peers, managers, and even customers is also very important for finding areas that need improvement (Brown, TotalBox, & Tbx, 2013).
Famous UK restaurant companies Beefeater (Whitbread, 2023) and Wetherspoon (2023) emphasise the significance of dedicated customer service in the highly competitive food market. Beefeater's customer-focused strategy ensures personnel are skilled in communication and empathy. They invest in rigorous staff training to provide polite, quick service and resolve client issues, boosting customer satisfaction and loyalty. Wetherspoon, noted for its reasonable prices and large pub menu, emphasises fast service and a friendly atmosphere. Wetherspoon resolves conflicts and improves by addressing consumer input and making strategic improvements. These chains demonstrate that restaurants may improve service quality and the customer experience by developing and prioritising customer service skills and tactics, boosting their reputation and market success. Developing essential service abilities can boost client loyalty and happiness (Cousins, 2020).
It can be hard to use important restaurant skills like communication, empathy, and time management when there aren't enough staff, customers have different standards, and the atmosphere is high-pressure. During busy times, employees may find it hard to provide excellent service, which could negatively affect customers and make the team more stressed (Bradley, 2017). To deal with these problems, cross-training employees to do different jobs can make them more flexible and keep operations running even when there aren't enough workers (Erdelac, 2022).
Creating a helpful work environment that values teamwork, ongoing learning, and helpful criticism will inspire employees and make it easier for them to use the skills they've learned, even when things get tough. Setting up structured training and mentoring programmes will also help make sure that employees have the skills they need to do their jobs well.
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