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                                    Introduction 

       The scope of this report is to describe with industrial examples and definitions some of the abilities of Guest Services render to guests by the Food & Beverage department of 5-star hotels. Also, will see Facilities management positions and the importance of the work based key skills within this area of hotel operations, discover the guest service skills competencies appropriate to each departmental are of operation that meets the organisation standards and requirements. 
 British Institute of Facilities Management defined Facilities management as “the management, operation and maintenance of buildings, precincts and community infrastructure. “This refers to Real Estate Management, Facilities, Real Property, Property, Corporate Real, Asset and Capital Asset. One of the duties of Facilities Manager to concentrate to maintain the property. 
      Buckner, defined Customer services as “a series of activities designed to enhance the level of customer satisfaction – that is, the feeling that the product or service has meet the customer expectation.” For serving the best services in Food & Beverage department, the employees must know all the products and services that this departments provides, they must be friendly, smile, say thank you, show respect, listen, ability to read customers, goal-oriented focus, tenacity, empathy, willingness to learn, know how to behave and be polite all the time. If they deal with difficult customer, they must get control of themselves, listen and let the customer vent, and show the customer that they care. The customers service representatives are the employees that engage with the customers, from organization part. They offer all the necessary information about the department and what they do there. Also, they deal with complains, process returns and with everything that is happening in this department. It is not easy to please the humans, but not impossible. They must be confident and dedicated to this job. Making every guest to feel special and unique, delivering the best services and products are main things that in this department occurs. Offering the best services can be one of the most important things that set the business apart form others of its kind. 
     One of the best hotels of 5-star in United Kingdom is Sheraton Grand Hotel & Spa, Edinburgh. The hotel is a component of the Sheraton Grand tier. They offer the higher standard of personalised services, design unique, and so one. What are they doing different? Well, Since most of the hotels receive frozen food, in this hotel everything comes fresh because they have contracts with different farms, fishermen, bakers, and everything comes fresh to the hotel. After that, the chef is preparing the food, creating special designs, and after that the magic starts. The waiters that are dressed in a special way, are delivering the food in the best way. Staying at the table, with a special view of the iconic Edinburgh Castle next to them, is the perfect place with the perfect menus when the guests can relax. Everything is unique in their restaurants. The cocktails are made there, because they have a special bar tender with previous experience and qualifications for this position. Because the hotel is a 5-star, The products and services that Food & Beverage offer, must be at high standards. The employees must be in their best condition and behaviour every day, all the time smiling. The tables must be arranged in a different way at every meal and decorate in a different way. The manager is checking the staff all the time to see if they are doing everything correctly and if is necessary, they will help them. All the team of this department have the same scope: satisfaction of the guests and be unique. 



                                              


                                                          Conclusion 

   Guest service in Food & Beverage department is not an easy job. The products and services that they offer starting with drinks, breakfast, lunch, dinner, and finishing with special events, weddings, banqueting, meetings, and so one, all of them must be delivered in a unique way. Satisfaction of the guests is the most important key for a success business. Having all the products that the guests requires, having the best employees passionate about their job, and having an exceptional manager that know to motivate the staff, are the most important things for a prosper business. Being a 5-star hotel, Sheraton Hotel, has all of them. All the products and services are unique, and this thing makes them special. 
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