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Johansson & Woods (2008) argue that in a world of constant change, hospitality businesses can achieve competitive advantage by providing superior customer service. In this context, employees entering the workforce will need to meet high and specific expectation because the delivery of the service relies on them. However, it has been established that different businesses require different level of skill from employees depending on the complexity of the service involved. In my experience in the hospitality industry, I have noticed how restaurants such as buffet style or fast-food establishments can attribute extensive importance to hard skills such as speed and agility, knowledge of food safety, inventory supply and clean up. These tasks are often repetitive in nature and one can easily get used to performing the task confidently after a few shifts.  Similar skills were needed from me in a casual dining restaurant, in which the atmosphere was laid back and the meals were moderately priced and the interaction with guests was minimal.

Whilst these skills are important, I have noticed that they do not suffice if I want to excel in the hospitality industry in more high-end establishments.
Research from Baum (2007) and Sisson and Adams (2013) shows that whilst hard skills are essential, high-end establishments also focus on enhanced soft skills. Employees who have the ability to discharge soft skills and perform emotional labour are more likely to achieve service excellence. In my work experience in a luxurious restaurant, I have noticed how a suitable display of positive vocal and facial expressions were appreciated by guests and how being personable and attentive became a part of a fine dining experience. 

Furthermore, service in high-end establishments differs because you have to spend more time interacting with the guests. Because the price for this service is higher, guests often have more complex requests. In one instance, a guest had multiple allergies and dietary requirements which needed to be noted and discussed with the chefs in order to be accommodated. This created a need for clear communication with the guest as well as with other departments. In my experience I have noticed how complex information processing was required as well as skills in decision making and critical thinking depending on the problems that need to be solved since customers are not always happy with what they receive. In this type of high-end service, guests have more demands and expectations that need to be met (Kim et al., 2012). When this doesn’t happen guests expect that their issue be solved with urgency, which requires a lot of emotional labour to be able to remain calm and rational under stressful situations. The transition from a novice to a proficient service provider happened with time, by learning from mistakes (e.g., guest was served wrong dish) and being more self-aware and attentive in the future. Moreover, even the requirements for the hard skills set can increase a lot, especially technological skills (Deming, 2017). Awareness about data protection has gained a lot of importance and performing more complex tasks that involve numeracy, solid literacy and using communication technologies has been a notable difference between low budget versus high end restaurants in which I worked. With this type of industry, I find that the expectations are higher and higher which calls for a continuous need of improvement on skills and qualifications.

As a future goal of mine is to move on the progression ladder towards a general manager position in a high-end restaurant, I believe that the soft and hard skills I so far gathered can be applied and improved upon in future jobs. I find that the most essential skills that have helped me most is having the ability to deal with complex emotional situations and rectifying service mistakes. The hard skills required in fine dining (taking orders accurately, serving food and wines and be knowledgeable about the menu) have been difficult to achieve at first but easily mastered with practice and consistency. 

To conclude, from my work experience I can state that the required skill set of an F&B employee change depending on the type of business. Whilst in casual dining such as buffet and fast-food restaurants the expectations focus on performing repetitive tasks in a quick manner, based on standard procedures, in a high-end environment, it is essential to develop soft skills (e.g. communication, problem solving, stress management) because the emotional labour increases and guests have more demands. Even the hard skill set calls for improvement as attentiveness to the details increases and tasks need to be performed perfectly (Seymour, 2000).
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