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This is a journal summarising what I have learned during Food and Beverage Operations classes. It considers, using 3 examples, how the required skill set of a Food & Beverage employee changes based on the type of business and the type of service that the food and beverage (F&B) operation utilizes. The journal has my personal reflections as a F&B customer and somebody who has a passion for authentic food but has not previously worked in the hospitality industry.
Everything starts with the customer and understanding their particular needs and expectations when visiting an F&B outlet. There are huge variety of different F&B Operations targeted to meet different many different customer needs. The skills required to deliver the required level of service will be different depending on the F&B setting. 
KFC target their marketing to value and convenience conscious customers with special offers available to those who sign up for their app, KFC, 2023.  It rewards those who use the app for the first time with a free bucket of chicken. It builds engagement in the app with opportunities to win “freebies”  in the KFC Rewards Arcade, KFC 2023. Participation and recruitment to the app is further driven through social media such as Facebook and radio and tv advertising. This takes out labour cost by minimising customer facing roles. In the case where food is delivered through their partners the customers only contact with KFC is through the digital experience. 
Fish and Chips is often claimed to be the most famous British meal, National Federation of Fish Friers,2023. It is thought to have been served since 1860, its origins are often contested, BBC,2009. It is thought to have started both in London and around the Northern Pennine Towns, near to where I live. A popular location I visit is Mergatroyds, named after the owner of a textile mill where the restaurant has located been since 1994. It provides takeaway and delivery and also has a Full Service Restaurant ideal for family and gathering of friends to eat traditional fish and chips. They also have an alcohol license. They emphasise on the website how “the loyal team from front of house to fish fryers have been with them many years”, Mergatroyds,2023. The customers are attracted to the high quality sustainably caught fish available in portion sizes suitable for kids or the very hungry adult. My friends appreciate it for the enjoyable highquality food that is still good value for money despite price increases caused by increasing labour, raw material costs and energy costs. 
Quality Fish frying requires training, and this is offered by the NFFF as well as accreditation which means when certain production standards are met the operation is provided with a certificate and logo which consumers recognise as being somewhere to buy great fish and chips, expertly cooked.
Fine dining customers, such as those visiting the 3 Michelin Star restaurant , Restaurant Gordon Ramsey in Chelsea not only expect special menus and ingredients but also attentive service supported by a Maitre d’.  It also invites you to contact the Head Sommelier in advance for a list of wines. They offer an inspiration table for those want to gain an insight into the creative process behind each dish, Retaurant Gordon Ramsey,2023. These are likely to be “foodies” and  this experience engages guests in a powerful psychological way. The restaurant offers an intimate and luxury setting for special occasions to entertain friends, family or business clients.
The skill sets required for management of the F&B operations are both hard ones such as planning, financial and team leadership but also soft ones such as communication especially when in direct contact with the informed customer when emotional intelligence is as important as a detailed knowledge of the menu. 
According to UK Hospitality the industry is facing a “serious labour shortage”. One of the concerns is about the perception of the sector to existing and prospective employees. “The industry needs to get on the front foot to tackle these misconceptions, backed up by ensuring that we deliver on our commitment to great jobs and careers”, UK Hospitlaity,2023.
As a newcomer to the hospitality industry I see it is often characterised by minimum wage and unfulfilling work. Having developed a better understanding of the industry this not the reality. It offers offering many interesting and diverse businesses and roles to work in such as marketing, planning, as well as front of house customer service specialists, team leaders, food experts and chefs supported by supply chain professionals. The campaign currently being led by UK Hospitality should help attract,train and retain those who are seeking a career in hospitality and not just a job in it.
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