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I believe that service quality is crucial because quality defines a business and its customer level of loyalty and satisfaction, helping the business economically and creates stronger connection between customers versus businesses. I agree with Mallya and Patwardhan (2018) that competition and quality differentiation became an internal affair, making customer service an essential part of marketing mix contributing to quality of a business to fulfil customer needs and expectations.
The types of service chosen are a Full-Service midscale restaurant, Bella Italia (2023) and a Limited-Service fast food restaurant KFC (2023). Both services examples are FOH team members.
One of the essential key skills I have chosen is communication. Both examples require high communication skills, well needed to explain and provide information requested. I agree with Jin (2023) that communication is vital in tourism and hospitality to achieve success and development. However, I consider that fast-food communication differs from full-service because of the restaurant style. Full-service focuses on customers and engagement touching social, psychological and physiological needs while fast-food focuses on physiological, convenience and economic. Communication can be improved with company training, technology channels (Ip, Leung and Raw, 2011), and effective management that works closely to staff. I believe that without communication, both examples fail to match customer expectations and satisfaction, creating dissatisfaction and no loyalty can be expected, affecting the business reputation / financials.
I think that empathy is a soft skill needed for both. Same as Wang, Munoz and Tham (2022), I believe that 21st Century professionals must be empathic and helpful as empathy missing can affect emotional and cognitive aspects. In fast-food, being high-pressure business is hard to understand the level of empathy that FOH provide comparing to casual dining where FOH are trained to be empathic and helpful. I believe that the above skill can be improved in time, gaining experience and further training to achieve a high level of knowledge and understanding. If management is not empathetic with employees it leads to poor performance, toxic relationships, lack of business development and employment. 
[bookmark: _Int_n7OM5rM6]I believe time management is an organizational skill vital for both examples to complete the tasks in a timely manner. Both job descriptions highlight under-pressure meaning that time management is high in hospitality. I agree with Ruetzler et al (2014) that time management means productivity called as ‘’working knowledge’’ because a bad time management is affecting employees leading to confusion, lack of productivity and the customers delaying orders, affecting the business reputation and financials. Being a hard skill, i sustain that time management can be improved from the management, providing clear tasks, training and FOH must take accountability for their actions. I think that bad time management can lead in time to anxiety, food and sleep disorders and lack of focus for the employees.
[bookmark: _Int_TVu8Jqkt]Problem solving skills are vital for both. Gultekin and Icigen (2019) name it as ‘’emotional intelligence’’ and I agree that it takes time and experience to deal with positive and negative emotions to resolve certain situations. Both examples involve complaints, delays and conflicts, including being part of a team flexibility. Management plays an important role in problem solving; however, team members must develop and gain understanding on problem solving. Working with humans can be challenging and further training, situations through experience accrued, following company policies and search for management support can help the employee to avoid conflicts. I think, casual dining FOH are more engaged and trained to solve problems as their behavior affects drastically business reputation and leads to negative reviews, business is affected financial with a lack of turnover and employees / customer dissatisfaction.
[bookmark: _Int_gCSMiHY8][bookmark: _Int_eU4Ijs3P][bookmark: _Int_DEAKaPHM]Product knowledge is vital for both jobs to up sale and help customers with allergies and information. Both require a high level of product knowledge; however, I think that casual dining is in higher demand because fast-food has the menu-display, while casual dining must provide information on table service and less economic comparing fast food. I agree with Jinkyung and Jinsoo (2020) that it is part of decision making and all phases of selling are influenced by product knowledge. This hard skill is the most financial, without, the business can fall in lack of financials and sales are not increased. Intensive, updated, continuous training should be provided for team members to acquire knowledge.
[bookmark: _Int_8TbiMGMh]In conclusion, many skills to be applied in hospitality, however the ones mentioned above are essential for business and employees to achieve success. The business must invest in its employees if high results are expected, considering the well-being of the staff and maintaining a healthy relationship, providing recognition and development opportunities for the exceeded expectation staff. Customer satisfaction is mostly related to employee behavior and products ‘’give to receive’’ is the rule that I always believed should be followed by the business to obtain positive results in regards employees and customer satisfaction. 
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