


“True hospitality consists of giving the best of yourself to your guests.” (Roosevelt, unknown).
Just like the saying, a service quality can make or break the business in many ways. An exceptional and highly attentive service can help the business grow and experience different situations to be able to further improve and satisfy their customers. 
The service quality depends on the business investment in their members of staff, from training to supporting them in being able to provide excellent service quality.
By offering exceptional quality of service the business will be able to thrive in the hospitality industry.
To compete in the industry and satisfy their customer needs, there are many skills required to achieve this. 
For example, people skills- hiring the right people, supporting them on their transition to fit in a team and seeing the company’s success in the same way. 
Timekeeping- customers are either enjoying their holiday or in a rush, both require efficient and quick service to help and assist customers where needed to allow them to feel comfortable when using your services. 
Patience when dealing with customers and working in a team. Crucial skills when dealing with more difficult situations and being able to deal with them correctly by listening to the information given. 
Multitasking- the hospitality industry can be very busy and demanding at times, it is important to be able to finish all tasks and customer queries whilst ensuring the business is running smoothly.
Finally, the ability to prioritise is another great skill to have to be able to meet deadlines and ensure the tasks are completed in a timely manner. Prioritising customers and their requirements the business can show they care and want to make their customers feel valued and respected. 
All these skills can be improved further with experience and further training to remain professional and valued by customers.  
Passionate and professional people who are always looking for opportunities to enhance and improve their skills within the industry have a variety of options to do so. Training provided by employers is an excellent way to help with on-the-job skills. This can be to assist with new procedures or technology. The workplace itself is a great way to advance personal skills and abilities, this could mean dealing with difficult customers, watching team members in action, or sharing knowledge with people around. 
The online world is an option when looking for specific training opportunities or small courses as it can be accessed anytime. 
Online courses can be free of charge and provide useful information and interesting knowledge which you can apply in a working environment, for example, Skills for Life (‘Skills For Life’,2022) offers a variety of courses to choose from, these can be personal skills or professional training to improve knowledge. 
It is possible to become complacent when the daily routine is steady and consistent.  Speaking to your employer to discuss options could have a positive outcome, the ability to be seconded to a different position can help with new skills and knowledge which could expand career opportunities.
A working individual can sometimes find it difficult to make time for extra studies or training especially if the work and life balance is not managed. This could be a perfect opportunity to research different apps available on the phone for skills training and education. For example, “Learn a language for free. Forever” (‘The Guardian’ 2020). 
The hospitality industry can be very demanding and competitive. A local restaurant in Stansted- Burger Labs, located close to the train station has gone through several changes which were always leading away from success. The company has decided to upgrade and stay up to date with trends and customers’ needs, changing the menu and the overall appearance. The company was able to save its customers and offer rare and interesting food for example American-style burgers. 
This was highly appreciated by the locals and proved to be a successful move for the business. Customers felt valued and appreciated, the business made them feel involved and in return produced more traffic.
By making small changes and listening to your customers, the business can make changes along the way, this will eliminate the need for a complete makeover if they are listening every step of the way. 
Making changes within the business and implementing new procedures and services can have a negative effect on the business if done incorrectly. Customers and employees lead the business success therefore their input needs to be looked at to see how the changes can be achieved. Disrespecting and disregarding employees can make them feel negative about the business and produce a lack of enthusiasm when attending to daily tasks. This can lead to customers feeling the pressure and deciding on taking their business elsewhere. 
Losing customers can be easy however regaining their trust is very difficult. It is important to take this into consideration and always ensure employees and customers are heard. Supporting both parties always will produce a positive effect on business stability. 

The hospitality industry is always evolving and keeping up to date with trends, this could prove to be difficult for businesses to adjust if the skills required are being ignored. 
Listening to and supporting your employees will add extra value to the business, the customers will be able to see the appreciation. Providing training and personal development to your staff will benefit the business overall, this is the first point of contact when dealing with customers. 
Retaining a loyal customer base and further clientele will only allow the business to grow and succeed in the industry. 
Respecting and listening to customers, attending to all their needs will make them happy, this can only be done by looking after your members of staff. 
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