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In food and beverage, a very important role has the server as he is the bond between the customer and the services offered by an establishment (Cousins and Weekes, 2020, p. 25).
As I moved forward with my lectures at university and learn every time new and interesting things I often reflect on my achievements over years and on my experiences in hospitality.
Because I worked as Guest Experience Supervisor at an airport hotel many times I had to step in and help my colleagues from the food and beverage department as sometimes they were short on staff or due to flight cancellations the restaurant and the hotel were overbooked.
Same as at the reception, at the Food and Beverage department I had to use my hard skills and my soft skills to provide a good service to our guests. The staff is a very important component in the customer experience, the behaviours and appearance of the members of staff make a big difference in the first impression and the quality of the service (Cousins and Weekes, 2020, p. 25).
Does the required skill set of a Food and Beverage employee change, based on the type of business and the type of service that the Food and Beverage operations utilize? From my experience as a Food and Beverage staff member, student, and customer I can absolutely say yes.
One hard skill which always helped me is my excellent computer and typing abilities because it was easy to take orders and upload them into the restaurant system. But when the restaurant was busy with customers from flight delays my language fluencies and the fact that I am bilingual made my shift easy as I Could communicate easily with foreign customers (Institute of Hospitality, 2021).
During service time in the restaurant, I had to use my soft skills such as good communication and good listening to take orders from guests and pass them to the kitchen staff, problem-solving, and helping and caring for people every time there was a complaint (National Careers Service, 2020).
When the restaurant was very busy, and the customers were tired, upset, and hungry because their flight was cancelled or delayed for many hours I had to use my good organizational skill and team leadership because I had to make sure everything runs smoothly and the guests receive the best customer service (Institute of Hospitality, 2021).
[bookmark: _Hlk126270279]As a customer, I`ve been to a few hotels and restaurants where they were using a scripted service. Victorino describes scripted service as a detailed guide for front-line employees to follow during a service encounter. A script includes a predetermined set of specific words, phrases, and gestures (Victorino et al, 2008).
With scripted service employees cannot use their own skills as they are conditioned to certain words and phrases. In the food and beverage industry, today`s customers are looking for an authentic experience, genuine customer service, and customer interaction (Forbes, 2015). When businesses use scripted services, the customers easily recognize them and this can decrease the way they view the quality of the service. The easy way to provide excellent customer service is for the employee to use the correct set of skills for the service provided and for the customer to feel that he is properly cared for (Victorino et al, 2008).
As I learn from my experience and from Food and Beverage operations lectures, hard and soft skills are the key to running a successful business. Good customer services help the business to bring in new customers and to create loyal ones. 
Skills such as good communication, time management, and problem-solving help me in my everyday life and it`s a good way to improve them so when I will be back to work in the hospitality industry I will provide the best customer service to the guests.
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