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        A restaurant's success depends heavily on the quality of its service. In the end, it is what makes customers happy that ultimately determines the success of the business as a whole. “The customer who is unable to satisfy their needs will be a dissatisfied customer.” (John Cousins and Suzanne Weekes, 2020). Nowadays, people are looking for experiences rather than simple meals. As competition increases and customer expectations change, providing exceptional service is critical to a restaurant's reputation and profitability. “Every single organisation is involved in service and so a knowledge and understanding of service operations management can make a real difference to their success.” (Robert Johnston, Graham Clark, and Michael Shulver, 2012). Additionally, excellent customer service can also help to attract and retain talented staff, as employees are likely to be motivated to provide excellent service when they know their efforts are appreciated.
        Two examples of restaurant that are constantly evolving are Sketch in London and Dishoom, which has various locations across UK. Sketch is a highly regarded, Michelin-starred restaurant known for its innovative approach to both cuisine and design. “Sketch serves Michelin-starred food in absolutely breath-taking surroundings for a wholly unique experience any night of the year”. (Sam Barker, 2023).  On the other hand, Dishoom is a popular Indian restaurant chain that is known for its modern take on traditional Indian cuisine and its inviting and nostalgic ambiance and also has the strong belief that that breaking down barriers is hugely important work. “At Dishoom, food is a way of breaking down barriers, and this is at the heart of what we do.” (Unknown Publisher, 2023) In order for these two restaurants to continue to evolve and offer high quality service they rely, amongst other things, on their managers. In both Sketch and Dishoom, managers have similar responsibilities and the main 5 responsibilities they share are:
1. Staff Management and Training: Both managers are responsible for overseeing the training and development of their respective teams.
2. Customer Satisfaction: Ensuring an excellent customer experience is a shared responsibility, requiring both Managers to prioritize customer satisfaction. 
3. Operational Oversight: Both roles involve overseeing the day-to-day operations of the restaurant, including managing reservations, handling customer inquiries, and maintaining a smooth workflow in the dining area and the kitchen.
4. Quality Control: Both Managers are accountable for maintaining high-quality standards in food preparation, presentation, and service.
5. Health and Safety Compliance: Both managers are responsible for maintaining health and safety standards. They must ensure that the restaurant complies with all regulations and protocols to ensure the safety and welfare of staff and customers alike.
        While the manager at Sketch and Dishoom may have similar responsibilities, as the 5 mentioned above, the roles differ in terms of specific focuses. One of the differences is the focus they have on customer experience. At Sketch, every guest must feel the true essence of their exquisite decor and exceptional cuisine from the moment they step in.  “Whether you’re a food enthusiast, an art lover, or simply seeking a picturesque setting for a special occasion, Sketch offers an enchanting escape from the ordinary.” (Norina Balderas, 2023) That's why their manager plays an important role in making sure every customer enjoys a truly luxurious and memorable dining experience. They must put their heart into delivering service that not only matches the ambiance but also makes the guests feel truly special. On the other hand, the manager at Dishoom must have a great understanding of the significance of the restaurant concept in order to be able to create an immersive cultural experience for diners. Despite the fact that Dishoom's design is unique, the music played there also tells a different story, so the managers must be involved in selecting and managing the music playlist, making sure it enhances the atmosphere without overwhelming the diners while aligning with the cultural theme. “The whole place is cast in a soft-focus glow, like an old movie, and it’s not totally unheard of for live jazz musicians to take to the stage…” (Hattie Lloyd, 2022). 
        Customer service workshops, hospitality management classes, and communication training programs can strengthen the customer experience focus of restaurant managers such as Sketch and Dishoom. In order to develop effective customer engagement strategies, on-the-job experiences such as mentoring, shadowing, understanding the outside-in perspective and rotational assignments across multiple departments can be effective. “A better understanding of the outside-in perspective is a good way to start this process.” (Robert Johnston, Graham Clark, and Michael Shulver, 2012)
        A real-life example of a restaurant that has successfully managed to improve their service quality using the previously mentioned skill development strategies is the Ritz-Carlton. Ritz has significantly improved its service quality by adhering strictly to its set of "Gold Standards," which are the brand's core values and philosophy. Among these standards are the Motto, the Credo, the Twelve Service Values, and the Three Steps of Service. “The secret to Ritz’s unparalleled customer service lies in its strict adherence to its “Gold Standards,” which were established from the company’s outset.” (Catherine Morin, 2019)
        Among the challenges that staff members may need to face when it comes to implementing skill requirements related to customer experience focus and cultural immersion in a restaurant setting, there are various other factors that need to be taken into consideration. One of the challenges is language and cultural barriers. “While there are many benefits associated with a culturally diverse workplace, there are particular challenges this environment presents.” (Suzanna W., Carolyn H., Daniel R., 2023).  For example, to overcome language and cultural barriers the staff members must be educated about the cultural context behind the restaurant's offerings through comprehensive cultural training. Also, it is ideal that an inclusive and diverse work environment that promotes cross-cultural understanding in created. 
         In this journal, we highlighted the importance of skill development in restaurant service. A restaurant's success is determined by the quality of its service and customer satisfaction. In addition to meals, customers are now looking for experiences. “The food service industry has already observed that a merely good quality of products/services cannot make a business successful and has emphasized the importance of delivering unique and memorable experiences.” (Seoyoung K., Sunny H., Hyeyoung M., Bee-Lia C., Heesup H., 2019) The delivery of exceptional service is crucial to the reputation and financial success of a restaurant.  Providing excellent service not only ensures customer retention, but also helps attract and retain talented staff.
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