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Competent Service & Caring Hospitality 

What is Your Role?
What is Your Favorite Part of Your Job?

The Keys to Delighting 
Guests, Building Loyalty 

& Creating Positive 
WOM

Kelli Laube

Your 
Presenter
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The Two Dynamics of Customer Service

The Essential Steps of Service 

The Power of Emotion & How it Shapes the Guest Experience

Practical Ways to Delight Guests & Boost Personal Connection

Words that Destroy Hospitality 

Body Language that Undermines Hospitality

What You Will 
Learn…

The Common Sense Trap

Common Sense is 
Not Common Practice
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The Guest Journey 

Key Touchpoints 

ENTRY MEAL PAYMENT DEPART

• Host Greeting
• Reservations
• Wait
• Seating

• Server Greeting
• Drink Order
• Delivery
• Entrée Order
• Check Back

• Check Delivery
• Payment 

Processing
• Thank You

• Host Farewell
• Invitation to 

Return

Touchpoint = Emotional Response

“People are not rational beings with 
occasional emotion, they are emotional 

beings with occasional rational thought.”
- Brene Brown
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Positive Emotions

Welcome
Important
Special
Appreciated
Valued
Safe/Secure
Joy

Accepted
Happy
Warmth
Kindness
Compassion
Competent
Delight

Reassured
Cared about
Pampered
Heard
Understood
Respected
Enriched

How do you want guests to FEEL 
in your restaurant at each 

touchpoint? 

The Purpose of Exceptional 
Customer Service is to Get Guests 

to COME BACK!
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Two Dynamics of Customer Service

Guest Delight

Caring 
Hospitality

Caring 
Hospitality

Competent 
Service 

Competent 
Service +

Service
(Technical)

Hospitality 
(Emotional) 

• Focus is on completing the task 

• Meets the guests’ expectations 

• Achieves satisfaction 

• Focus is on building relationships 

• How you make guests feel 

• Creates DELIGHT 

Service + Hospitality = Customer Service 
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Benefits of Hospitality 

Video Training Resources
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“You are Not an Order Taker; 
You are an Experience Maker.”

Service: 
Competence 

Service: 
Competence 

• Basic Steps of Service Chart 

• Know Your “Top Six 
Priorities” 

• All Staff Needs to Know 
Menu

When You Get Service 
Right, Guests are Satisfied.
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For Greeters

Training Video

Hospitality: 
The People Side
Hospitality: 
The People Side

• The Gift of Hospitality 

The Gift of Hospitality 
 Eye Contact

 Smile

 Enthusiasm
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Hospitality: 
The People Side
Hospitality: 
The People Side

Show You Care
1. Make guests feel 

important

2. Respond appropriately 
to the mood you sense 
(hurried, happy, excited, 
reserved)

3. Anticipate wants and 
needs  

• The Gift of Hospitality 

• Show you CARE

• Hospitality Flavors 

The Flavors of Hospitality

Our Guests Remember Hospitality 
that is Specific to Them. 
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Hospitality: 
The People Side
Hospitality: 
The People Side

• The Gift of Hospitality 

• Show you CARE

• Hospitality Flavors 

Providing Hospitality Gives 
You the Opportunity to 
Delight Guests. 

Hospitality Best Practices

 Benefit-of-the-Doubt Mindset
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Hospitality Best Practices

 Benefit-of-Doubt Mindset

 Circle of Hospitality (10/4 Rule)

 Guest Right of Way 

 First Impression

Hospitality Best Practices
Handout
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Video Training Resources

Pat’s of Henderson, Louisiana

Customer Service Highlights 

 Both are Essential in Creating a Memorable Guest Experience

 Both Must Be Executed with Consistency to Have Lasting 
Impact

 Your Competitive Advantage is Your Team Because They Create 
the Guest Experience
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Your Words Matter
Handout

Your Nonverbal Cues Matter
“HOW” you say something is just as important as “WHAT” you say

A Nonverbal Cue or Gesture is everything 
we communicate to those around us that 

is not a word. It includes… 
 Body language 

 Facial expressions

 Tone of voice 

 Vocal inflection

 Appearance
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Nonverbal Hospitality Best Practices

 Triple Nod 

 Genuine vs Fake Smile

 Full Face 

Action Steps
1. Manager Meeting. Get Everyone 

on Board

2. Explain the “Why” to Your Team

3. Incorporate Training into Pre-
Shifts. Show RO.com videos

4. Hold Team Accountable 

5. Celebrate Team Wins

What is Your #1 Action Step 
This Week? 
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“People need to be REMINDED more often 
than they need to be instructed.”  

“People need to be REMINDED more often 
than they need to be instructed.”  

- Samuel Johnson

New Server Workshop Series

Set to Launch in April

For RestaurantOwner.com 
Members 
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First Six Topics 
1. Customer Service Equation and Three Tips 

that had a Dramatic Impact on My Tips

2. Best Advice I Received Training at a Fine 
Dining Restaurant 

3. Mastering the First Impression and 
Projecting Confidence 

4. Let’s Talk About It! Common New Server 
Fears & What to Do 

5. Top Server Challenges and Q&A

6. The Different Flavors of Hospitality

Kelli@RestaurantOwner.com

Just 4 very short
questions!

Please Give Us Your FeedbackPlease Give Us Your Feedback
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Thank you for Attending!

The Keys to Delighting 
Guests, Building Loyalty 

& Creating Positive 
WOM

Competent Service & Caring Hospitality 
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