


Nothing is better than a dinner and a few drinks after a long working week. We all love it! Whether it’s a family celebration, a post-work gathering, or simply the desire to explore new cuisines, visiting bars and restaurants is one of my favourite forms of entertainment. Growing demand led to a boom in hospitality industry for the last decades. In 2023 there are approximately 42,477 full-service restaurants businesses in the UK as of 2023, an increase of 0.3% from 2022 (IbisWorld). In the sea of competitors, more and more restaurant owners are focusing not just on food quality but also on the overall customer satisfaction. 

There are many skills required for enhancing restaurant service. The most important is immaculate communication skills, delivered with a friendly and welcoming attitude. Speaking appropriately with the customers, maintaining eye contact and positive body language are the things we all notice and ‘judge’ before we’ve even opened the menu. This is also important between FOH and BOH staff as it is vital that the messages businesses and employees are sending are understood in the way that was intended (Hospitality Insights). 

Product knowledge is another very important customer service skill. Staff must know the products in the menu and present them professionally. A great server would suggest what’s fresh or on the restaurant’s specials to customers and be able to pair the food with the most suitable sides and beverages. Knowing the ingredients would also eliminate possible allergic reactions. From 2014 restaurants are required by law to provide ingredient information on 14 of the top food allergens - sesame, mustard, eggs, etc. (Spokin). 

Conflict resolution is another important customer service skill. We all have been there with an insect or object in our food, many possible problems could arise. There is one last chance to save the restaurant’s reputation and avoid the bad feedback and that’s down to the restaurant manager’s and his problem-solving skill. 

Attention to details is another essential skill required to enhance service quality in the restaurant industry. It is crucial in services where even small details matter such as fine dining (Restaurant Hospitality). It could vary greatly depending on the price and quality but it’s always good to see that staff try to leave a lasting impression on the customers as “If service is an art, then every diner’s table is a canvas.” (Authentic Hospitality Group). 

Other very important skills are time management, teamwork, adaptability and finally the staff presentation and cleanliness. 

Adding personal touch is a tool many restaurants are using to attract new customers. Starbucks is a good example - “in 2012 we decided to honour everyone who walked through the doors as an individual”. Store partners began to wear name tags on their green aprons. And they started asking customers for their names and writing them on cups. The changes worked. Barista and customers were once again on a first name basis.” (Archive Starbucks) 

To improve restaurant image, quality of service and popularity, many business owners investing time and money into developing and improving these skills. 
“There are a handful of things that play a role in making a restaurant successful, and a properly trained staff is the primary fuel that keeps a restaurant running and successful. Each employee is only as good as training they receive”. (Postits). 

Staff training is essential for many reasons - skilled, professional staff means happy clients, increased sales, and a better restaurant image. But it also helps in staff retention and team working. 

Quality customer service courses, knowledge about food and drinks and health and safety courses are just a fraction of preferred skills development. On the job trainings include staff testing sessions and restaurants specific trainings. They are often combined with e-learning and online courses. I was lucky to be offered a customer service, silver service, butler, and flower ranging courses. That improved my skills and confidence at work, and I feel personal satisfaction seeing the happy faces of my VIP guests. 

Working in the restaurant could be a rewarding but also very challenging experience. Long hours, stressful situations and constant human interaction could put even the most skilled employees on their edge. It is every employer responsibility to make changes in the environment, shifts and equipment to offer physical and emotional support. 

Another challenge for restaurant staff is “difficult customers”. Things like listening, sympathy, speaking in a calm and professional manner and presenting solution can take you from a beginning of a conflict toward a peaceful and amicable resolution (Awards Network). 

In conclusion FOH staff skills and professionalism are very important for creating that “Wow factor” which leads to positive reviews, new customers and increased restaurant profits. 
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