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Focusing on service quality is significantly essential as it positively influences customer satisfaction as well as loyalty. Customers in the restaurant sector look for luxurious services for their leisure therefore service facilities become hugely important for this industry (Zhong and Moon, 2020). High-quality services make customers feel safe and secure. In addition, customers' demands get met which is important for satisfying customers and in turn helps the organisation succeed in the market (Cousins, 2020). Furthermore, productive service quality assists in retaining current customers and it will also help in attracting new ones. Moreover, reducing overall costs can be achieved by focusing on service quality (Li et al. 2021).
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	Skills
	Description

	Communication 
	This skill helps in building a good understanding of customers and effectively solves customer queries. Understanding customer needs is essential for providing adequate services and for this communication skills are important (Filimonau et al. 2020). 

	Problem-solving
	Often customers come up with several problems, therefore staff must have problem-solving capabilities to solve issues of customers to improve service.

	Empathy 
	A well-developed capability to empathise with customers and colleagues is the foundation for good customer service in restaurants.

	Time management
	This capability helps the staff to provide the right services at the right time to customers. Maintaining adequate timing in restaurants helps improve customer satisfaction levels (Filimonau et al. 2020). 

	Product knowledge
	Knowing available products is greatly important as it assists the staff in conveying information whenever a customer asks for it (Song and Kim, 2022). 

	Conflict resolution
	Some customers might have aggressive behaviour in the restaurant sector however it is the responsibility of the employees to keep calm and negotiate the situation without causing any harm to the brand (Cousins, 2020). 

	Critical Thinking
	It allows for becoming proactive and delivering whatever the customer is expecting to receive. Meeting customer needs in this way greatly helps in improving satisfaction levels (Cousins, 2020).


 Table 1: Skills required for improving service in restaurants
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In the case of developing all the seven skills that have been mentioned above, both trainings as well as on-the-job experiences are essential. Aspiring candidates need to participate in internship programs to improve their communication and problem-solving abilities. In addition to this, empathy can be enhanced by participating in training sessions. Furthermore, time management can be developed by joining a practical on-the-job environment as this will give great insights about which tasks to do and when to do. Going through a restaurant's portfolio is important for capturing knowledge about its products. Additionally, this can be achieved by participating in training programmes (Razzak et al. 2022). During training sessions, strategies of negotiation with customers are taught and these learners need to understand properly so that they can improve their conflict resolution powers. Moreover, participating in an internship can help in improving critical thinking capabilities therefore aspiring participants need to indulge in internships. All these skills can be nurtured properly however for this to happen, the aspirant must regularly focus on participating in training classes as well as in on-the-job work. Improvements will not take place overnight however dedication along with hard work is needed to constantly improve all these skills.
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Midsummer House is a restaurant located in Midsummer Common, Cambridge has focused on the above-mentioned skills for improving their service quality (Midsummer House, 2023). The initiative to improve service quality for customers was taken by arranging training sessions for their staff. Presently, the restaurant is blossoming with success as it is recognised with 4.7 stars. Another restaurant named L'Enclume focused significantly on enhancing their staff’s communicability, conflict resolution, empathy, product knowledge, time management, problem-solving and critical thinking skills (L’Enclume, 2023). Using ICT tools, higher management of L'Enclume has conducted training sessions for more than a month. During the training, strategies to improve customer retention rate have been taught. This has paid dividends for the restaurant as they have been able to improve their customer base (Boussard, 2021). 
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Stuff might face challenges while implementing the skills and this can occur if customers from different cultural backgrounds suddenly start to come. Handling different cultural customers requires a different set of skills (Davis et al. 2018). Language barriers can lead to customer dissatisfaction and loss of brand image. It can be effectively overcome with dedicated cross-cultural training. Restaurants can be recommended to focus on developing non-verbal communication skills among their employees so that they can tackle non-native customers (Razzak et al. 2022).
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It has been identified that service quality is a major part of the restaurant business and its success. 7 different skills have been identified which are greatly necessary for elevating service facilities in the hospitality sector. Midsummer House and L'Enclume’s improvement journey has been shown. Skill development is significant in the restaurant industry in the UK as well as in other parts of the world.  As it assists in increasing customer retention rate and in turn enhances the overall brand image of the company. 
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