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S K I L L  R EQ UI R EMENT S  F O R  S ER V I CE  
I MP R O V EMENT  I N  R EST A URA NT S  

-STUD E NT JO URNAL -  

 

INTRODUCTION 

Dining out is a rare treat for a student on a tight budget and I recently had a great 

experience that highlighted the critical importance of service excellence in the restaurant 

sector. It was a charming little town about which I had heard nothing but good things while 

the meal was appealing, but the outstanding service made the evening truly unforgettable. 

The waitstaff was responsive, friendly, and knowledgeable and their recommendations 

were accurate, and their responsiveness to our needs was exceptional. This taught me 

that it's not only the food that matters, but the overall experience and for a student like 

myself, it's worth paying a little more for outstanding service that ensures satisfaction and 

produces lasting memories. Improving restaurant service quality is a precondition for 

success and client happiness. 

 

KEY SKILLS 

My recent dining experience in the hectic restaurant business underlined the critical 

abilities needed to improve service and communication skills are essential first and 

foremost. It entails attentively listening to customers' needs, explaining menu selections, 

and acknowledging unique requests and I believe that communication ensures the 

accuracy of orders, avoiding irritation when it comes to satisfy the consumers needs in a 

restaurant.  
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Another important skill is empathy as it is claimed by (Zeithaml et al., 2018) as sensitive 

to customer sentiments and making them feel valued can elevate an ordinary dinner to 

something special. In my opinion, a  warm expression and demeanor go a long way 

towards creating a welcoming workplace. 

 

Time management is critical to the restaurant's efficiency and I should say that staff must 

balance numerous responsibilities, such as taking orders and providing food on time. 

(Bitner et al., 2018) claims in addition that maintaining  punctuality is critical in order to 

avoid long wait times and keep clients delighted. 

 

When problems develop, conflict resolution abilities are called upon as wether s a faulty 

order or a disappointed customer, effectively resolving disagreements can save the dining 

experience and maintain consumer loyalty. Once when I was dining out with some friends, 

a problem occurred and the staff was very helpful, immediately offering us solutions and 

maintain our attention on the solution rather on the problem, so our night was not ruined.  

 

Finally, product knowledge is essential and I consider that order to answer queries and 

give recommendations, servers must have a thorough understanding of the menu, 

ingredients, and cooking procedures. This understanding instills confidence in customers, 

boosting their likelihood of returning. 

 

These qualities, in my opinion, collectively create the dining experience, making a basic 

supper memorable and encouraging consumers like me to return. 
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SKILL DEVELOPMENT STRATEGIES  

As an aspiring restaurant professional, I recognize the importance of honing the skills 

necessary for success in the industry and I have taken an active role in cultivating and 

enhancing these abilities. With practice, communication abilities can be enhanced and 

for this reason, I frequently interact with guests, listening to their feedback and discovering 

new methods to present myself in a straightforward and courteous manner. Listening to 

and observing more seasoned coworkers is an educational and important lesson and 

reflect upon as (Lovelock & Wirtz, 2017) claims.  

 

I practice empathy by placing myself in the diner's surroundings as understanding their 

perspectives and needs enables me to anticipate and provide superior service while 

(Gronroos, 2017)) said that experience is necessary for effective time management. I 

labour diligently to be efficient, juggling multiple responsibilities while ensuring nothing is 

overlooked. Furthermore, (Fisk et al., 2018)) sustain that setting time objectives and 

prioritizing work have proven to be effective techniques. 

 

(Schneider & White, 2022) said that maintaining composure under duress is crucial for 

conflict resolution and I agree because I have  learned to acknowledge my mistakes, deal 

with issues efficiently, and offer solutions as also, this promotes confidence and mitigates 

potentially detrimental situations. 

 

To expand my product knowledge, I study ingredients, culinary techniques, and the chef's 

inventiveness and changes to the menu and interactions with culinary staff provide 

valuable information while (Gronroos, 2014) said that the keys to success, in my opinion, 

are continuous self-evaluation and the acquisition of knowledge from more seasoned 

colleagues. 
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REAL LIFE EXAMPLES 

 The neighborhood restaurant "Fine Dining Elegance," which recently upgraded its 

service, is an excellent example and the priority number one was training stewards to 

have meaningful conversations with visitors. The increase in visitor satisfaction was 

directly attributable to their attentive listening and personalized suggestions. (Zeithaml et 

al., 2018) 

 

"Harmony Grill" aided in the reduction of tension and improvement of teamwork by 

providing staff members with the necessary instruments for conflict resolution and after 

implementing this policy, both the number of complaints and the number of returning 

consumers decreased. (Johnston & Clark, 2018) 

 

CHALLENGES AND SOLUTIONS 

 

(Parasuraman et al., 2015) said that The implementation of necessary abilities for 

restaurant staff can be challenging and I agree as misunderstandings could arise if 

communication is hampered by a language barrier. The use of multilingual staff or 

translation software could help with this problem. Empathy can be tough to summon while 

dealing with difficult customers or hectic schedules and I also consider that employees 

might be provided with tools to cultivate empathy through ongoing training sessions. 

 

Time management issues are common in stressful work contexts says (Gronroos, 2017)) 

as workflow improvements, shift scheduling, and delegating authority can all help. Conflict 

resolution is challenging when emotions are running high and I consider that employees 

should be taught to remain calm under pressure, pay close attention to consumers, and 

provide viable answers when they are upset. 
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CONCLUSION  

It can be challenging to stay up-to-date on product knowledge if menu items are often 

changed and employees can be kept up-to-date with regular briefings, educational 

materials, and tasting sessions. These preventative measures enable workers to better 

handle challenges and provide constant high-quality service. 
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