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Exceptional Customer Service

Practical Ways to
Boost Guest Delight
& Increase Loyalty
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Today's Agenda

* Understanding the Guest Journey

* The Essential Steps of Service

» The Power of Hospitality
* Creating a Gameplan
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The “Common Sense” Trap
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) Guest Journey ‘ ,
I P 2aun,

Key Touchpoints

Host Greeting « Server Greeting + Check Delivery + Host Farewell
+ Reservations + Drink Order - Payment « Invitation to
+ Wait « Delivery Processing Return
« Seating * Entrée Order « Thank You
 Check Back

8/12/2026

Touchpoint = Emotional Response

“People are not rational beings with occasional

rational thought.”
- Brene Brown

emotion; they are emotional beings with occasional

Restaurant
OWnNer.Ccom

Positive Emotions

Welcome Accepted Reassured

Safe/Secure Competent Respected
Joy Delight Enriched

Restaurant
OWnNer.Ccom
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Who is the most profitable guest?

- —_wy, »

ol

‘_ ' The Purpose of Exceptional
||\ Customer Service is to Get
Guests

to COME BACK!

2 Dynamics of Customer

Service
Competent Caring _
Service Hospitality —

Guest Delight

11
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Guest Delight Creates Loyalty

Repeat guests generate
approximately 60% of
restaurant revenue, making
customer retention one of
the most important drivers of
long-term profitability.

12
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Service

(Technical)

» Focusis on completing the task « Focusis on building relationships
* Meets the guests' expectations * How you make guests feel

+ Achieves satisfaction * Creates DELIGHT

= D W e LS O
Service + Hospitality = Customer Service '@

] |
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CONSISTENCY

Benefits of Hospitality
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Service:
Competence

Tk | Ao conglacon | ¥ ki

* Basic Steps of Service
Chart

* Know Your “Top Six
Priorities”
« All Staff Needs to Know
The TOR SIX PRIDRITIES i 1. SUSHT L0CO Menu

3. Aeedung 8 Qs s Special Raquest INMEDIATELY
R——1
5 Twe Bite Checkack v

& Dosig & Tumiog Tubies

When You Get Service
Right, Guests are Satisfied.

16

| Senice

Basic Steps of Service

_ <\ Competence

medloieos | Inmediaily | Greeting guests immediately - * Basic Steps of Service
throuah doars (Restaurant Name) Top P
: e s Chart
G gty (G S, £y B
. ree: “kome o st ame). oy
e o e (3 5 et

» Know Your “Top Six

Lt oty S, o s Priorities”

5. Bl Senterice: “Thark you s much for dining
with s vour server il be ight with
you”

S, « All Staff Needs to Know

(Restaurant Name) Top Six Priorityl Menu
he s ules
L. Gillof Hospilalty (Genuine S, Eye
Contact % Lnihudizsm)
i

7 e e e e When You Get Service
i Right, Guests are Satisfied.

Server Gresting | Witin L minate 1 minute
of puest(s)

stting

For Greeters

The TOP SIX PRIORITIES @ (RESTAURANT NAME): Greeters
. Greet Guests Immediately
‘Walk Guests to the Table at Their Pace

Start a Conversation with Guests on Way to the Table
Seat in Server Rotation

Notify the Server When Guests are Seated

Keep the Floor Chart Updated

IS

8/12/2026
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The Gift of Hospitality:

Hospitality & The People Side

Eye Contact + The Gift of Hospitality
Smile

Enthusiasm

Posture

Hands

1
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Show You Care o ' Hospita_lity:
sts - The People Side

ond appropriately / + The Gift of Hospitality
sts' mood

ied, héppy. excited,

* Show you CARE

. Anticipate wants and
needs

Providing Hospitality
Gives You the
Opportunity to Delight
Guests.

20

Hospitality Best Practices

Circle of Hospitality (10/4 Rule) The Last Impression

F fThe'last’

Impression
Leaving a
Memorable
Mark
MGMT TRAINING

The Circle of Hospitality

i r S
FOH TRAINING

Within 10 feet - Smile &

Within 4 et - Verbaly Greet

Training Videos

21
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Hospitality Best Practices
Handout

Hospitality Best Practices:
Purn

22

How to Implement an “Exceptional
Customer Service” Gameplan

1. Lead It
2. Teach It
3. Live It

Pulse Check: How would you rate

your customer service game plan?
(1=no formal plan to 10=plan consistently executed)

23
1. Lead It
The fastest way to improve the guest
experience is to coach it in real time.
Cummumcatmn ’
for \U .
S
24
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2. Teac

= @U
MGMT TRAINING

TRAINING VIDEO TRAINING VIDEO
Service Versus Hospitality: “The Power of Role-Playing:
Why Guest Loyalty Depends For Managers - The How
onBOTH

Confidence comes from practice, not
information.

TRAINING VIDEO TRAINING VIDEO
The Power of Role-Playing:
Test Your Skills & Reach The.
Next Level

h It

E 2 ﬁ
AVl

" FOH TRAINING

The Power of Role-Playing:
For Managers - The Why

8/12/2026

Restaurant
Sassmant
25
3. Live it
What gets recognized gets repeated.
TRAINING VIDEO TRAINING VIDEO
Power of Recognition Part 2 Power of Recogrition Part 1
Keep Your Team Engaged Don't Neglect Your Most
Important Asser
Bassamcant
26
Need Help?
—
RODbi Discussion Forum
Bassamcant
27
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Need Consistency?

Learning System Dashboard

e RestaurantOwner
SRS S S — Learning svstem

. Patricia Estevez Luque 5

. 4
Client Success Manager &

patricia@restaurantowner.com ’\

Ry Restaurant
owner.com

28

Remembetr...

“Exceptional customer service isn't one big
moment.

It's hundreds of small moments that create
trust, connection, and loyalty.

Lead it. Teach it. Live it.”

Restaurant
OWner.com
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Customer Service Highlights

v Both are Essential in Creating a Memorable Guest
Experience

v Both Must Be Executed with Consistency

v Build a Game Plan

30
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#1 Action Step
This Week?

Questions?

We're Ready to Answer!

Restaurant
OWner.com

8/12/2026
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Upcoming Webinar

Escape the Owner Bottleneck:
Build a Restaurant That Runs
Without You

August 26, 2026
4:00 PM ET

R

Chip Romp

Restaurant

owner.com
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Exceptional Customer Service

Practical Ways to
Boost Guest Delight
& Increase Loyalty

Restaurant
OWNer.com
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