How to Build a Culture of Hospitality 3/17/2022

How to Build a Culture of Hospitality
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The Key To Guest Loyalty,
Employee Engagement &
Better Financial Results

Welcome!

R BSta ura nt Today’s webinar will be starting shortly.
owner.com ' =

Your Hosts

Kelli Laube Jim Laube

RestaurantOwneron
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Hospitality?
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Competent Caring
Organized Attentive
Comfortable Courteous

On Time Friendly

Describe the Ideal
Restaurant Experience

“Skills & Tools” “Attitude & Desire”
to do the job to serve & delight

Competent Caring

Organized Attentive
TECHNICAL
Comfortable Courteous
On Time Friendly

“He’s excellent!” “She’s on my side”

Describe the Ideal
Restaurant Experience

“Skills & Tools” “Attitude & Desire”
to do the job to serve & delight

TECHNICAL Service Hospitality

“They’re excellent!” “They’re on my side”
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The Power of Emotion

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

- Brene Brown
What does this have to do with the

restaurant business?!!

3/17/2022

= businesses & RESTAURANTS that make us feel good! =

We are attracted to products, people, places

(\Tiiz) Emotional
Outcomes

Hospitality

In a Restaurant,
What Affects the
Guest Experience?
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That’s the power of
genuine ”Hospltallty i

—

.

Emotional
Outcopr~-

Hospitality
In a Restaurant,

What Affects the
Guest Experience?

© Copyright 2022 RestaurantOwner.com 4



How to Build a Culture of Hospitality

What is Hospitality?

Hospitality is the quality of the personal interactions
between your team members & guests.

GENUINE hospitality produces positive
feelings in others.

Positive Feelings & Emotions

Welcome Accepted Cared About
Important Warmth Pampered
Special Kindness Heard
Appreciated Compassion Understood
Valued Competent Respected
Safe/Secure Reassured Delight

What would happen if your team began creating
more of these feelings & emotions?

Team Member Benefits

More Confidence

L]
More Fun & | Higher Tips
Rewarding !

W

Y
& 1
: _ ’ Repeat
Connect With Customers
Guests ——
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Building a Culture of Hospitality

Culture

Training

The Greeting

« Creates the First Impression

* Must be Practiced Consistently

* Includes -
- Eye Contact
- Smiles
- Timing
- Posture (torso, hands)
- Welcoming Language (WHAT is
said) g Language How do you want guests to feel when
- Tone of Voice (HOW it’s said) they interact with your staff?
| o |

E

Teach Your Team: * .
Rate Your First
The Expected Greeting Impression
Vocal Variety Matters

Never Say “No Problem”
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Table Greetings

-
[

Teach Your Team:
Timing
Smile & Eye Contact
Keep Focus on the Guest

Context Clues

Table Greetings

Focus Should Be on the
Guest, NOT the Server

“Hi. my name i< Kelli, and I'll be
your server.”

““Hi, it’s such a pleasure to
welcome all of you to Tony’s.
Thank you so much tor joining us.”

Table Greetings

Focus Should Be On the
GUEST, NOT the Server

“By the way, my name is Kelli. Please
let me know if you have questions or
need anything at all.”

© Copyright 2022 RestaurantOwner.com
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Table Greetings

What’s Job 1?

Focus on hospitality and personal
connection to give guests a memorable
experience.

The ultimate goal is to build a
relationship and create loyalty.

1 8 {Rete vour Fies
1 é & ) | . Rate Your First =

Teach Your Team: A Impression

M Eliminate Restaurant Lingo

Give Guests Options

Match the Guest’s Pace

Give Guests Full Attention

Brashial
Host/Hostess Greeting

Create Connections

Teach Your Team:
To Care

To Listen

Be Curious

Ask Questions
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We Always “Assume the Best”

Help your staff know that it’s always best
to give people the benefit of the doubt.

Teach your people that professionals
don’t take it personally.

The Circle of Hospitality

Within 10 feet — Smile & Eye Contact -

Within 5 feet — Verbally Greet

Hospitality Training Videos

Eﬂ&g&ﬁg -'9“ gf TI0Z Guests T;‘ﬁﬁﬁfgf
o
Hospitality u : Seing Kind

is Good for

[Stating ODAY! ‘*‘='~ A s YOUl
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Hospitality Training Videos

NOT
QVels

apologize

It bettermatchica
#==ithe guest’s Pacess

Building a Culture of Hospitality

Training

What is Culture?

The unique personality and
character of your restaurant

Reflects the common beliefs,
values & behaviors

© Copyright 2022 RestaurantOwner.com

3/17/2022

10



How to Build a Culture of Hospitality 3/17/2022

e What is Culture?

Your culture determines what it’s
like to work in your restaurant

Positive Feelings & Emotions

Welcome Accepted Cared About
Important Warmth Pampered
Special Kindness Heard
Appreciated Compassion Understood
Valued Competent Respected
Safe/Secure Reassured Enriched

Your People Need
Positive Feelings & Emotions Too
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Workplace Cultural Health

WEAK STRONG

Dysfunctional Tense Supportive Inspirational

Open conflict, chaotic, Cliques, g Formal, professional, Flexibility, cooperation,  Energy, fun, creativity,
rudeness, intimidation, blaming others, safe but distant, extra effort, attention best job, trust, humor,
agitation, walk-outs drama, whining & impersonal, not to detail, productivity caring, connection,

complaining engaged teamwork

Feeling on the job? Feeling on the job?
Unhappy & Insecure Content & Engaged

is your culture today?

Workplace Cultural Health

WEAK STRONG

Dysfunctional Tense Civil Supportive Inspirational

Open conflict, chaotic, Cliques, gossip, Formal, professional, Flexibility, cooperation,  Energy, fun, creativity,
rudeness, intimidation, blaming others, safe but distant, extra effort, attention best job, trust, humor,
agitation, walk-outs politics, whining & impersonal, not to detail, productivity caring, connection,

complaining engaged teamwork

Hospitality Training

Workplace Cultural Health

WEAK STRONG

Dysfunctional Tense Civil Supportive Inspirational
Open conflict, chaotic, Cliques, gossip, Formal, professional, Flexibility, cooperation, Energy, fun, creativity,
rudeness, intimidation, blaming others, safe but distant, extra effort, attention best job, trust, humor,

agitation, walk-outs politics, whining & impersonal, not to detail, productivity caring, connection,
complaining engaged teamwork

Improve Your Culture

© Copyright 2022 RestaurantOwner.com
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Quick Culture Feedback

Quick Culture Feedback

Scoring Report

Culture Score Summary Low Culture Responses

OVERALL: 3.5

‘ aimess:

| survey &

What Creates Culture

Management is continually
creating employee experiences

Positive Negative

EXPERIENCES

© Copyright 2022 RestaurantOwner.com 13
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What Creates Culture

Beliefs about the company,
management, the work, the
Positive team, etc.

BELIEFS

EXPERIENCES

What Creates Culture

LEVEL OF HOSPITALITY!
Degree of effort & attention

Positive ACTIONS
BELIEFS

EXPERIENCES

What Creates Culture

ACTIONS

Culture!

BELIEFS

EXPERIENCES

© Copyright 2022 RestaurantOwner.com

Negative

Negative

3/17/2022

14



How to Build a Culture of Hospitality

What Creates Culture

Hospitality Loyalty
Quality RESULTS Sales

Consistency N Profit
Turnover ACTIONS

f BELIEFS N

Owners fEXPERIENCES \ Managers

The Power of Culture

itigy Afebees A"’Ys Bergon <> . # onroen Maitand
' @ Btk ondly “ﬁ’&w

Sy

in the box

RS
’ /.
nnnﬁn‘us‘[ t o C)c!;i‘"@b sj

| The new GM ¥
changed the "
Culture

Same menu

Same recipes Better
Same systems Results! |

Same employees
L - S . _L @
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NEW GM &=~

High Standards \ : Mediocrity
Accountability N *A.* Neglect

Recognition RESULTS Criticism

Smiles 5 AT
Caring ACTIONS Impersonal

f BELIEFS " | N

EXPERIENCES\ ‘,
. NN s

Make Your Restaurant a “Safe Zone”

Scapegoating Bullying

Qo
2
&

%
$ %
® %

Targeting Cliques

Q-
Y, &
5

Harassment %P X Profanity

Many Workplaces Are NOT Safe Zones

— —

According to a Monster.com survey . . .

“66% of respondents admitted to being
a victim of workplace bullying”

3/17/2022
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Make Your Restaurant a “Safe Zone”

<,
<,
Q‘$ /\ %A

What happens Who's

when people responsible for
don’t feel safe at SAFE creating a Safe
work? Zone?
u, COMFZRTABLE &
% X

Make Your Restaurant a “Safe Zone”

It begins with
management being
the role model.

Inclusion

Courtesy —

SAFE

Transparency

Fairness

Consistency

Make Your Restaurant a “Safe Zone”

Customers will never love a company

until the employees love it first.
- Simon Sinek

© Copyright 2022 RestaurantOwner.com
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Online Courses on Culture & Leadership

In RO Learning System BuildingfalGulturelof
ncm'wd!slﬁltsl
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Please Give Us Your Feedback

Just 4 very short
questions!

How to Build a Culture of Hospitality

Restaurant
OWnNer.com
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The Key To Guest Loyalty,

Employee Engagement &

Better Financial Results Y :
)

Thanks for attending!
Restaurant b1
OWner.com

How to Build a Culture of Hospitality
»
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