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7	steps	of	service	restaurant

Originally	posted	in	2017.	Updated:	December	2019	to	include	up	to	date	hiring	information	and	account	for	the	advances	we’ve	made	in	hospitality	technology	over	the	last	couple	of	years.	As	the	owner	of	a	hospitality	business,	you	know	that	customer	service	is	critical	to	your	success.	Or	more	specifically,	consistently	good	customer	service.	New
businesses	pop	up	every	day.	Customers	have	more	choices	than	ever.	Unfortunately,	this	means	that	one	bad	experience	can	permanently	alter	a	guest’s	perception	of	your	restaurant.	Thankfully,	new	trends	and	technology	are	making	it	easier	to	offer	great	customer	service	to	every	guest.	Here	are	seven	steps	you	can	use	to	take	advantage
of	these	trends	and	enhance	your	customer’s	experience:	Step	1:	Hire	Great	Staff	One	of	the	biggest	challenges	restaurant	owners	face	is	finding	and	retaining	the	right	staff.	Ultimately,	the	quality	of	your	customer	service	directly	reflects	the	quality	of	your	team.	Finding	a	good	team	is	easier	said	than	done.	When	it	comes	to	hiring,	finding	great
talent	starts	at	the	top.	Efficient	managers	will	have	a	strong	work	ethic	and	be	able	to	manage	stressful	circumstances.	Apart	from	the	responsibilities	of	day-to-day	operations,	managers	will	be	required	to	support	staff	during	unpredictable	customer	interactions.	Providing	excellent	customer	service	for	things	like	last	minute	group	reservations	and
unhappy	customers	will	set	your	restaurant	a	part.	Great	managers	will	also	help	attract	top	staff.	Front-of-house	staff	members	will	have	the	most	interaction	with	customers	so	each	employee	needs	to	be	carefully	interviewed	and	trained.	Many	restaurant	owners	are	using	incentive	programs	to	encourage	their	current	employees	to	help	recruit
high-quality	candidates	to	hire.	While	these	programs	can	be	effective,	it	can	be	difficult	to	hire	on	referrals	alone.	Traditional	hiring	practices	such	as	online	postings	will	likely	bring	in	more	applications	but	need	more	screening.	Although	experienced	new	hires	are	ideal,	inexperienced	applicants	can	often	surprise	you.	Someone	with	a	positive
attitude	and	strong	work	ethic	may	catch	on	quickly	and	provide	customers	with	excellent	service.	Surrounded	by	other	people	with	the	right	skills	and	training,	these	inexperienced	staffers	can	become	top	performing	employees	in	no	time.	It’s	always	a	delicate	balance	between	having	enough	staff	to	manage	your	restaurant,	whiles	keeping	your
overheads	in	check.	One	option	to	consider	is	adding	a	self	standing	kiosk	to	your	restaurant.	Kiosks	are	an	excellent	way	to	manage	more	orders	without	the	pressure	of	more	people.	Step	2:	Provide	Proper	Training	Proper	training	is	the	key	to	successfully	onboarding	any	new	hire,	regardless	of	his	or	her	skill	level.	An	effective	training	program	will
provide	a	strong	foundation	for	customer	service	and	reflect	your	unique	culture.	“Your	staff	needs	to	be	attentive	to	customer	demands	while	displaying	the	personality	of	your	establishment,”	said	Shaun	Fowler	in	a	recent	article	on	Chron.com.	The	restaurant	business	is	challenged	with	the	trade-offs	of	quality	and	speed	of	service.”	Traditional
training	methods,	such	as	shadowing	and	mentoring	are	an	effective	way	for	new	hires	to	learn	about	your	business.	These	methods	will	provide	new	employees	with	a	way	to	experience	senior	staff’s	customer	interactions	and	branded	approach	to	service.	Your	guests	will	be	more	likely	to	receive	great	customer	service	if	you	establish	expectations
with	new	employees	right	away.	Clear	boundaries	and	standards	internally	will	be	reflected	outwardly.	Step	3:	Incentivise	Loyalty	Data	published	by	Fast	Casual	showed	that	27%	of	first	time	guests	returned	at	least	once	if	they	were	informed	about	a	hospitality	business	loyalty	program.	These	loyalty	programs	incentive	guests	to	return	through
points	programs,	tiered	incentives,	or	gamification	experiences.	New	technology	makes	it	easier	than	ever	to	implement	programs	that	may	have	been	difficult	to	create	in	the	past.	Points	systems,	such	as	Belly,	offer	rewards	to	customers	who	frequently	visit	your	business.	Tiered	systems,	famously	used	by	Starbucks,	reward	customers	with	different
incentives	based	on	how	often	they	make	a	purchase.	Digital	Ordering	specialist		Mobi2Go	allows	their	clients	to	add	many	loyalty	solutions.	Customers	can		earn	and	spend	points	when	ordering	ahead	or	ordering	in	store	using	QR	code	loyalty,	or	give	them	the	open	to	order	ahead	using	a	gift	card.	Revel	Loyalty,	Maitre’D,	and	WizBang	Technology’s
Onetap	solutions	are	just	a	few	of	the	POS	providers	that	are	allowing	customers	to	create	loyalty	programs	with	their	current	technology.	These	companies	offer	easy-to-customise	technology	so	you	don’t	have	integrate	yet	another	technology	solution	into	your	operation.	Step	4:	Automate	Your	Restaurant	Customer	Service	with	Technology	Today’s
tech-savvy	consumers	have	more	choices	than	ever	when	it	comes	to	eating	out.	Now	that	many	consumers	are	screening	menus	online	before	visiting	in	person,	an	online	presence	is	required	for	exceptional	customer	experience.	Online	and	mobile	ordering	is	becoming	increasingly	popular	for	hospitality	businesses	and	provides	customers	with	the
option	to	place	a	delivery	or	takeaway	order	on-demand.	You	can	reduce	customer	wait	time	and	eliminate	the	potential	errors	by	allowing	your	customers	the	option	to	order	online,	Shake	Shack	recently	made	headlines	with	an	online	ordering	app	that	allows	customers	to	place	their	order	and	select	a	pickup	time,	putting	the	entire	experience	back
in	the	hands	of	their	customers.	Apart	from	online	ordering,	restaurant	owners	are	using	technology	such	as	table	side	tablets,	digital	menus	and	games	while-u-wait	to	provide	a	unique	customer	service	experience.	Try	Online	&	Mobile	Ordering	at	Your	Restaurant	with	a	30-Day	Trial	Step	5:	Delivery	In	a	recent	study,	36%	of	millennials	admitted	to
ordering	delivery	at	least	once	per	week.	As	a	restaurant	owner,	this	means	you	need	to	provide	great	customer	service	for	both	customers	dining	in	and	those	who	order	out.	Although	some	restaurants	manage	delivery	internally,	others	are	outsourcing	delivery	to	third	parties.	Companies	such	as	BringIt	and	OrderLord	specialise	in	delivery	and
provide	an	excellent	door-to-door	experience	for	customers.	Some	restaurants	are	even	going	the	extra	mile	by	offering	customers	with	delivery	trackers	to	monitor	food	in	real-time.	In	2015,	Domino’s	created	a	GPS	Driver	Tracker	that	allows	customers	to	track	their	pizza	order.	The	tracking	lets	customers	see	when	an	order	is	leaving	the	store,	the
expected	arrival	time	and	a	delivery	driver’s	profile.	This	personalised	experience	provides	comfort	to	customers	who	may	be	cautious	about	getting	food	delivered	to	their	home.	By	taking	the	extra	step	to	enhance	the	timeliness	and	safety	of	the	delivery	process,	Dominos	is	going	the	extra	mile	to	retain	customers	and	provide	excellent	service	every
step	of	the	way.	Step	6:	Talk	to	Your	Customers	Customer	feedback	is	a	great	way	for	you	to	improve	your	hospitality	business	as	the	restaurant	industry	continues	to	evolve.	Although	many	managers	find	time	to	talk	to	consumers	throughout	the	day,	it’s	hard	to	get	deep	insight	from	your	customers	in	a	short	amount	of	time.	While	traditional
comment	cards	may	do	the	trick,	technology	is	making	it	easier	than	ever	to	receive	feedback	from	customers.	Websites	such	as	Yelp	and	Google	offer	customers	the	option	to	leave	public	reviews	on	their	third-party	site,	while	Facebook	provides	you	with	a	way	to	reach	your	customers	for	feedback	and	monitor	reviews	on	your	page.	While	many
customers	are	happy	to	share	feedback,	some	businesses	offer	incentives	for	more	detailed	insights.	By	offering	a	discount	or	reward,	you	can	incentivise	customers	to	share	their	experience	in	details	that	you	may	have	miss	otherwise.	Step	7:	Make	Changes	&	Implement	New	Policies	To	provide	an	exceptional	customer	experience,	training	and
policies	should	evolve	based	on	the	feedback	you	receive	from	customers.	The	key	to	any	of	these	changes	is	great	communication	with	your	team	from	the	top	down.	While	some	management	retrains	their	staff	regularly,	others	prefer	to	communicate	changes	at	quarterly	staff	meetings.	Regardless	of	the	approach,	your	customers	will	recognise	the
positive	experience	they	receive	with	each	new	change	you	implement.	CC0/Einladung_zum_Essen/Pixabay	The	variety	of	meal	delivery	services	has	taken	off	in	recent	years.	Ventures	like	Daily	Harvest	and	Amazon	Fresh	have	added	to	the	list	of	options	available	to	users	who	want	prepared	food.There	are	multiple	options	for	people	who	would
rather	not	cook	at	home.	Eating	out	is	one	of	the	obvious	options,	but	not	everyone	wants	to	go	out	every	time	for	a	meal.	Meal	delivery	comes	in	handy	on	such	occasions.	Sometimes,	too,	if	you	are	a	busy	person,	such	as	a	working	mom,	you	might	choose	to	have	meals	delivered	at	home.	Another	case	where	these	services	can	help	is	if	there	are
young	kids	or	the	elderly	at	home,	who	might	not	be	able	to	cook.How	Meal	Delivery	Services	WorkMeal	delivery	services	come	in	two	main	types.	The	first	is	ready-meal	delivery.	These	food	delivery	providers	will	bring	to	your	house	professionally-prepared,	ready	to	eat	meals.	For	a	set	fee	each	week	or	on	a	per-meal	basis,	for	example,	you	can	get
food	straight	to	the	house.	The	second	category	of	meal	delivery	services	is	the	meal-kit	delivery	services.	These	services	shop	ingredients	and	prepare	recipes	for	you.	They	then	deliver	the	ingredients,	recipes,	and	steps	to	follow	so	that	you	can	make	the	dish.	These	companies	are	a	good	fit	for	those	who	want	to	save	time	on	shopping	but	want	the
freedom	of	cooking	their	own	meals.Notable	Meal	Delivery	CompaniesTo	get	started	with	meal	delivery	services,	you	will	want	to	look	up	the	available	options	in	your	area.	Meal	delivery	services	tend	to	cluster	around	big	cities	and	metropolitan	areas	where	delivery	can	be	fast.Some	notable	meal	delivery	services	include:Veestro	–	A	meal	delivery
company	catering	to	vegans	Amazon	Fresh	–	Delivers	meal	kits	ranging	from	burgers	to	soups	and	vegetables	Trifecta	–	Provides	meals	for	athletes	and	others	on	physical	training	regimens	Provenance	–	A	New	York	focused	organic	meal	delivery	service	Typical	Costs	for	Meal	Delivery	ServicesWith	meal	delivery	services,	you	can	choose	the	right
level	of	service	to	suit	your	budget.	Entry	level	meal	plans	can	be	had	for	between	$50-$100	per	week.	Such	plans	will	offer,	say,	one	meal	a	day	that’s	delivered	to	you.	Entry	level	plans	are	great	if	you	can	cook	at	other	times	and	just	want	a	single	meal	replacement	here	and	there.More	comprehensive	meal	plans	can	cost	between	$200-$400	a	week.
At	the	higher	end	of	the	scale,	you	get	a	comprehensive	diet	plan	that	includes	plenty	of	variety.	This	way	you	don’t	get	bored	with	the	food	and	improve	your	health	while	on	the	plan.AdvantagesMeal	delivery	services	come	with	several	significant	advantages.	If	you	are	strapped	for	time,	for	example,	they	can	free	up	your	time	and	allow	you	to	do
other	things.	This	could	be	the	case,	for	example,	with	athletes	or	busy	executives.Another	advantage	is	the	consistency.	If	you	are	not	a	good	cook	but	still	want	excellent	food	all	the	time,	meal	delivery	services	can	guarantee	a	high	level	of	food	quality.Since	meals	delivered	by	these	services	take	healthy	eating	into	account,	you	might	also
experience	some	health	benefits	as	well.Meal	kit	delivery,	on	the	other	hand,	allows	you	to	build	up	your	cooking	skills	over	time.	You	get	guidance	on	preparing	all	the	meals	and	get	all	the	ingredients	you	need	in	one	place.Using	Meal	Delivery	Services	Long	TermIf	you	are	going	to	rely	on	meal	delivery	services	for	the	long	term,	pay	attention	to
your	dietary	selections.	It’s	easy	to	always	order	the	same	thing	when	you	discover	that	the	delivery	service	is	especially	good	at	it,	for	example.	The	potential	drawback	here	is	that	you	might	fall	in	a	dietary	rut	and	miss	out	on	certain	essential	nutrients.Change	up	your	meal	selections	from	time	to	time	and	eat	some	items	that	are	not	your	favorites.
This	will	ensure	you	get	a	balanced	diet	and	don’t	suffer	from	malnutrition.Make	sure	to	supplement	your	meal	delivery	food	with	locally-sourced	vegetables	and	fresh	fruits.	MORE	FROM	LIFE123.COM
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