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Journal log

In the past few years, the restaurant industry in the UK has grown and changed a lot. Even before the COVID-19 pandemic, the industry was facing a number of issues, such as rising costs, less spending by customers, and too many casual eating brands in the market. The future of the sector looks uncertain because of Brexit and the pandemic, which caused an expected 33% drop in revenue in 2020. However, predictions indicate that the sector will fully recover by 2024 (Statista, 2023). These challenges make it clear how important excellent customer service is for businesses to stand out from their competitors. The aim of this journal is to find the crucial abilities that are needed to improve service quality in those difficult circumstances.
Five key skills are crucial for improving the level of service in the restaurant business. First, open communication is the key to great customer service. Kang and Hyun, (2012) believe that when staff and customers talk to each other clearly and eloquently, it can be better understood what the customers want, which leads to better service and higher satisfaction among clients. Secondly, managing  time well is another aspect of achieving and exceeding customer standards. For example, service that is quick and accurate, from taking orders to delivering food, saves customers time and makes eating out more enjoyable (Walker, 2017). Thirdly, attentive interactions may improve the quality of eating experiences and increase user contentment. Johnston (2012) says that exchanges based on empathy can make dining experiences lasting, which will make customers happier. Furthermore, handling conflicts well can create the distinction between a dissatisfied consumer and a devoted one. As suggested by Davis (2018), speedy and effective dispute resolution can lessen the possibility of harming a restaurant's image and possibly increase usage. Lastly, product knowledge is also essential in the restaurant industry. When staff members have an extensive knowledge about the menu and the items utilized, they can make personalised suggestions that make the customer's whole dining experience much better. According to Walker (2017), educated employees can have a beneficial impact on a customer's choices, which is good for both the customer and the restaurant. 
Professionals with ambitions who want to improve their skills in the restaurant business must get both formal education and direct practise. Hospitality management classes, which are often part of official education programmes, teach the basic ideas and rules of customer service. In addition, apprenticeship programmes in restaurants can also be helpful because they pair new employees with more experienced workers so that the new employees can learn and get help from. Teaching best practises and other unspoken information that tend to be acquired through years of experience is an important element of this kind of mentoring. (Hornbaek, 2023). Also, regular evaluation tools, such as performance reviews or customer happiness surveys, also let individuals keep an eye on their skills to enhance them. These reviews are significant in making sure that key skills continue to develop in order to meet changing customer needs. Participating in professional groups and events for networking is another important way to improve  skills (Zutshi, 2019). Professionals can learn novel information by interacting with experts in their field and other professionals on these sites. Being exposed to different points of view in these situations can create an understanding on how customer expectations change and new trends form.
A UK-based food business called Pret a Manger has been able to boost its service by training its employees more in empathy and product awareness. Their "Pret Academy" gives their employees chances to keep learning and growing (Pret, n.d.).  In the same way, Hawksmoor, a British steakhouse brand, has been complimented for its excellent service, which is partly due to the fact that they put a lot of effort into teaching their employees how to communicate and solve problems (Hawksmoor, 2023). Customer satisfaction has increased as a result of these strategies, which have also contributed to the success of the company.
The implementation of these skills may present difficulties as a result of the fluctuating nature of consumer expectations and the elevated rates of staff turnover. For instance, between 2020 and 2021, the food and beverage service industry witnessed a rise in business turnover in the UK. Food and refreshment services accumulated a turnover exceeding £69 billion in 2021 (Statista, n.d.). However, this can be remedied through continuous  staff training and a competent leadership team that recognises the complexities of service quality. An additional strategy would be to provide rewards for the enhancement of skills, such as career progression opportunities and performance-based compensation.
To sum up, in the UK's volatile restaurant industry, customer service is crucial. Successful people have key abilities including communication, empathy, and time management. These abilities can be developed through classroom instruction, practical experience, and ongoing evaluation. Improvements in specific areas of expertise, as shown at Pret a Manger, can have a major effect on both customer satisfaction and restaurants.
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