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“Food service is centered on the customer experience. Maintaining customer satisfaction through food preparation, table service and dining experiences is an essential skill in the food service industry” (Indeed, 2021).

Description
I was on holiday in Spain during the summer of 2022 with my family and we tried various restaurants during our stay. Since I am enrolled in International Hotels Management, I pay more attention at the service I am getting as well as observing how the entire process of having a meal at the restaurant evolves since stepping in until leaving the premises. 
This incident happened during lunch at a Pizzeria on main promenade of the town. The waitress took our order and brought it to table. While I was cutting my pizza, I observed a long black hair stuck in the middle of it. I called the waitress and showed her that. She appeared to not understand what I was showing her so I asked to see the manager. The waitress seemed to not understand either Spanish or English. After that, a man came to the table but didn’t introduce himself and I showed him the black hair in my pizza. He also refused to acknowledge that there was something wrong and after a few minutes of arguments he said that he can see something but it is a mushroom and not a hair. I was shocked and asked to take back the pizza and bring me a new one. He refused stating that the kitchen is now closed. I said that I am not eating that pizza and that I will leave without paying. He suddenly started shouting at me that I am making things up so I don’t pay and that they made me a favour in accepting my order since the restaurant was about to close, information I didn’t know about since their opening times were not advertised anywhere visible. The so-called manager continued shouting and getting verbally violent by demanding to leave immediately and never come back. I left while he was still screaming and threatening in the background. 



Evaluation
“Customers are delighted when you care” (Brown, 2019), but in this case the employees and manager did not. At that moment I was feeling angry and speechless with how the staff decided to react to the problem I signalled. After I left the premises and cooled down a bit, I started to think what went wrong and realised that there were a few factors which I think escalated the situation. An initial factor which contributed was the barrier in language of the waitress, which seemed to not comprehend accurately how serious the problem is. The staff lacked some very important skills such as problem-solving, which “is important, particularly asking about the problem and showing empathy and understanding” (Cook, 1955, p.14). 

Analysis
“Managers and owners set the stage for the service experience” (Susskind and Maynard, 2019). Obviously neither the waitress nor the manager handled the situation in a professional and efficient manner. As Drucker (1954) points “There is only one valid definition of business purpose: to create a customer” and at this point it felt like I was an intruder claiming something imaginary. The problem was clear and can be seen literally in my plate, but they refused to acknowledge the mistake and instead of solving the problem both the waitress and manager escalated the conflict even worse and converted themselves in victims. The staff failed to stop the conflict and solve the problem by simply being more customer service focused and admit that the hair might have ended in my plate after a failure of the kitchen staff to follow some basic but important food and safety hygiene protocols, as pointed by Weekes and Cousins (2020), use of protective equipment such as hair nets and to avoid contact between fingers and mouth or hair. 

Conclusion
Looking at the situation and reading reviews of the restaurant on the Internet, I realised that the establishment has serious problems to deal with and that everything is due to poor management & leadership. There are some important qualities and skills you need to have when working with customers as Hodak (2021) mentions the 3"P"s—professionalism, patience, and a "people-first" mindset. I learnt that you need to listen to what customers have to say and come up with solutions in a calm professional manner.

Action plan
According to Jarvis (2022), good food would be worthless in 99.9% of hospitality establishments without outstanding customer service. So my plan is whenever I go out at a restaurant or hotel, to observe and make note of the process, staff’s behaviour and actions whenever presented in a unusual or difficult situation. I plan to document all these and try and learn as much as possible from each situation so that I can be aware of various situations in which I could be in the future in my role as a General Manager of a hospitality establishment. 
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