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This Journal is written as an observation and reflection of my own while interacting with the manager and owner of the Ro-Hu Street Food restaurant (2021), located in the town centre where I live. Besides the part of being the owner, she is also the head chef and occasionally when things get busy, I can find her either greeting guests, taking orders, or even delivering orders. While all this sounds like she is working alone, she takes places where her employers need an extra hand.
The service is wonderful from the start, you are greeted with a big smile and if it is not busy, immediately offered a table, either inside or outside. The owner/manager will come and greet everyone unless there is an event or busy hours. Every personnel in that restaurant will check if you are ok and have everything you need and ask you to come back for a visit. The food is great, the service is quite fast and there is always nice music to listen to while enjoying what I order.
After all this information, going back to the main question, 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 operation utilises?
Johnston (2012) sustain the idea that service operation managers have a vital role in the industry, from managing deliveries to the organisation’s customers, and providing good services to leading a better customer experience and a better workplace.
With all this said and done, I have had a bad experience as well involving a manager from Horoscop (2020) restaurant in Bucharest, Romania. I had to wait for at least 15 minutes for someone to come and bring a menu, when I received my drink, I could feel the tension rising like I was already unwelcomed there, with no smiles no greetings, just pure basic conversation like taking the order. 
When I received what I ordered I noticed that the avocado salad with chicken had no avocado and no chicken in it, I only had olives and a bit of green salad and some Feta cheese. When I asked the waiter he made jokes about the chicken flying away and the avocado rotting somewhere in the kitchen. Obviously, I asked to speak to a manager and the first explanation that the manager gave me was that it is a busy day and that if I don’t like what I received I should order something else. 
Of course, I was shocked by the attitude and answers that he gave me, I understand that it is a popular and public spot people come to, but as a manager, he should have at least given me the chance to explain the situation that his waiter put me in or train his waiters better. Besides the fact that I was told they were busy that day, the outdoor area had about 3 people that occupied tables beside me, perhaps they had a big event or the indoor was packed with customers, sadly I could have easily told him that it is not true since you could clearly see inside from where my table was, but as I know I could have been wrong and start an even bigger fight for no reason. I finished my meal and left without ever looking back to that place.
 As such, I continue my analyses with, Wood (2013, p.17) which sustains the idea that post-purchase evaluation made by the customer is based on the quality of the service that one receives, reliability and empathy, price and of course feelings left after the service is over. 
After that experience that I had with Horoscop restaurant, naturally, I placed it on my blacklist of places to avoid going to dinner to. While talking to some friends that used to work in the industry, I got confirmation that it was the right call to avoid it.
(Brown,2013, chapter 32) suggests that once guests visit a restaurant/hotel the result would be “ Customer for life” and that he/she in theory would never be satisfied by other competitors. Also, the way the service is managed, and the work and effort put in by everyone on the floor would get loyal customers.
Comparing the situations that I just described there is no perfect way of pleasing customers and obviously no perfect place to have dinner, but the main idea is that empathy and understanding and decent service for guests is the key to having regular and loyal customers. 
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