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Service quality is an important aspect of the restaurant business as it reflects the potential of the business and also makes the customers satisfied with their products and services. The importance of service quality and the skills required for service quality will be discussed in this student journal. Considering this, challenges and solutions will also be discussed that hamper the implementation of the skills in the restaurants.

It is essential to any hotel industry, especially in a restaurant. In relation to this, it is one of the crucial strategies of any restaurant chain to tackle any kind of customer demand as well as reach customer satisfaction (Cousins, 2020). Having good service quality in the organisation helps to spread a positive impact on the customers.
Importance of service quality 
Service quality is important for the restaurant to retain its customers as poor customer service may lead to negative reviews and this can damage the restaurant's image and brand value in society (Davis, et al., 2018). For that reason, it is important to gain customer loyalty and regular customers to their restaurants.



[bookmark: _Toc148386674]Key skills for improving service quality 
Communication
Communication is one of the essential skills that is needed to be more efficient in serving customers in restaurants. In relation to this, interacting with the customers in person makes their experiences in the restaurant more memorable and special.
Time management 
Time is the core skill that is required in the restaurant to support the business in the competitive market. In relation to this, managing time to serve the customers and meeting their needs within a short period of time.
Empathy 
Being empathic means having the ability to understand as well as recognise the perspective of the customers. This skill alos stimulates the recognition of the emotions of the customers. It in turn enhances the experiences of customers and makes them feel valued (García et al.,2022).
Product knowledge
One of the key skills that needs to be mastered in restaurants is the ability to gather knowledge of the products they are serving in the restaurant. This in turn helps the customers to get knowledge about the products and services as well as making decisions.
Technical knowledge 
Technical knowledge helps to resolve any issues that occur in the restaurant. Thus, having technical skills is important to understand the issues and troubleshoot them. This will improve the customer's experience and help them to get more customer base.
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Strategies to enhance communication skills
communication skills can be improved with the job practices as the professionals get a chance to interact with the customer. Despite these skills being gained and learned from the training programmes of the institution, these skills are mainly gained through experiences and interactions with customers (Zutshi, 2019).
Strategies to enhance empathy 
Empathy is the sense of understanding that cannot be improved but developed with the job role practices in the restaurants as this makes the customers understood and valued in the restaurants (Dossena et al., 2021).
Strategies for the enhancement of time management 
Time management is learned in the training courses to improve the multi-tasking ability of the individual to enhance their efficiency in the restaurant. For this reason, time management skill is important to acquire success in the career as well for the sixers of the restaurants.
Strategies for the Development of Product Knowledge 
Product knowledge can be developed through the formal training of the individual in the course as well as working in the organisation (Bertan, 2020). Getting knowledge about the fid and averages and the services provided by the restaurant enhances the efficiency of the professionals.
Strategies for the development of technical knowledge 
Technical knowledge about restaurant services is primarily achieved from the institution and this will enhance the credibility of the individual. On-job training also enhances the knowledge of the technical aspects of the courses.
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[bookmark: _Toc148386677]Real-life experiences in the Fat Duck in the United Kingdom 
The Fat Duck restaurants in the United Kingdom focus on the development of communication skills with their customers. For this reason, they trained their professionals with these skills and let them gather the knowledge of occurring the empathy and essence of understanding the body language of the customers. Apart from this, the restaurant also introduces various sessions for their employees to enhance their skills and also to get more success in their businesses.
[bookmark: _Toc148386678]Real-life experiences in the Ledbury in the United Kingdom 
The Ledbury restaurant in the United Kingdom trains their internet with technological skills to improve their problem-solving skills in regard to technical issues. This helps them to get better technically advanced staff who can resolve their issues. In relation to this, one of the important strategies that the restaurant chain adopts is to update their training timely to support knowledge growth.
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Challenges and solutions 
Different customer persona
Identifying and understanding different customer personas is one of the crucial problems that a restaurant professional faces while implementing the skills including empathy and communication skills. This is one of the difficulties that the industry faces. For this reason, it is necessary to provide specific training and lessons to make the employees efficient.
Technical gap 
The technical gap is one of the biggest difficulties encountered by the hotel industry as well as the employees of the restaurants. In relation to this, the technical gap is compensated with the help of the proper technical training to enhance their knowledge and skills to support customer queries.


The concept of service quality and the importance of service quality in a restaurant has been discussed in this student journal. Key skills that are required to improve the services of the restaurant include communication skills, time management as well and product knowledge skills have been discussed in this student journal. Apart from this, skill development strategies like formal and on-the-job training's importance have been added to this student journal. Considering this, real-life examples of restaurants have been included in this student journal. The challenges of implementing skills and their solutions have been divided in this student journal.



[bookmark: _Toc148386681]References
Bertan, S., (2020). Impact of restaurants in the development of gastronomic tourism. International Journal of Gastronomy and Food Science, 21, p.100232.
Cousins, J. (2020) Food and beverage service. 9th ed. London: Hodder Education Group.
Davis, B et al. (2018) Food and Beverage Management. 6 edn London: Routledge.
Dossena, C., Mochi, F., Bissola, R. and Imperatori, B., (2021). Restaurants and social media: rethinking organizational capabilities and individual competencies. Journal of tourism Futures, 7(1), pp.20-39.
García, J.A.C., Pino, J.M.R., Elkhwesky, Z. and Salem, I.E., (2022). Identifying core "responsible leadership" practices for SME restaurants. International Journal of Contemporary Hospitality Management, (ahead-of-print).
Johnston, R. (2012) Service operations management : improving service delivery. 4th ed. Harlow, England:Pearson.
Zutshi, A. (2019) 'How to develop well-informed and assured teams to embed food safety compliance in the UK catering and hospitality industry', Perspectives in Public Health, 139(6), pp. 294–295.*

Page 2 of 2

