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I

f you think about all the great
and memorable experiences you
have had at a restaurant or
foodservice operation in the past
year, you will most likely not be
thinking of the place that offered
the best tasting food or best prices,
but probably the place where you
received the best service.
GAINING CUSTOMER LOYALTY
Regardless of which industry you
work in, a little bit of customer
service can go a long way. Without
customers, there is no business.
Your customers pay your bills,
your salary, your employees, and
help keep your business alive.
In general, it costs a business
five times as much to gain a new
customer as it does to keep a current
customer. So by offering great
customer service, you increase
your chances for repeat business.
In the restaurant and foodservice
industry especially, gaining customer loyalty, repeat business, and
establishing relationships with
your customers are the most
important factors in running a
successful operation.
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I have compiled the 15 Golden
Rules of Customer Service, and if
you follow these rules, you will
increase your chances of success
substantially:

1. Greet your customers
within 30 seconds

Whether your customers are calling
your operation or walking through
the door, always answer the phone
or greet them within 30 seconds.
Even if you are completely
swamped, take the few seconds to
say hello and let them know that
you will be with them shortly.
There is nothing worse than
ignoring potential or existing
customers. Your customers need to
know that you or your staff are
aware that they are in your operation,
and that you will be taking care of
them as soon as you can.

2. Be attentive

Good service means never letting
your customers feel forgotten. If
your operation is experiencing some
delays (which is often inevitable on
busy nights), make sure you still give
your customers your attention.

Regularly check on your
customers, provide updates on the
status of their orders, and offer a
free appetizer or snack to tide them
over. Customers need to know that
you are doing your best to give
them an enjoyable experience.

3. Be patient

Providing great service is much
more important than fast service,
so learning to be patient is a huge
key to offering good customer
service. Take the time that your
customer needs to allow him/her
to be comfortable in your operation,
get all the information he/she
needs to make a decision, and have
an enjoyable and memorable
experience. However…

4. Don’t get caught up with the
chatty customer
Being patient with one customer
does not mean that you should be
ignoring the other 20 customers in
your restaurant. There are some
customers that will demand much
more time and attention than you
have to spare. Politely inform those
customers that you need to look
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after some of the other customers,
but will be right back to answer
any questions he/she might have.

5. Hire great staff

Great customer service has to be
provided by every single member
of your team – from the hostess to
the dishwasher. Good hiring
practices will help your business
establish a positive reputation and
build repeat business.
When you hire staff, one of the
key traits to look for is someone
with a great attitude, and someone
who is willing to get on board with
your customer service practices.
You cannot deal with every
customer in your operation by
yourself, so you need to be able to
trust that your staff is also offering
the best service possible.

6. Educate and encourage
employees

Consider bringing in an outside
consultant to educate and train
your staff on customer service. A
training course or workshop is a
great way to ensure that every
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member of your staff is on the
same page and will handle
situations in the same manner.
You never want one staff
member to tell a customer one
thing, only to have another staff
member tell them something
completely different. Therefore, a
training manual is essential, so
that there is no debate as to how a
situation should be handled.

7. Be a leader

The number one reason that people quit their jobs is because of
ineffective bosses or management. If you want to retain your
great staff, you must be a great
leader. Leadership skills are the
single biggest influence on
employee retention, and high
staff turnover and poor morale
will hurt customer service.
8. Pay attention to what your
customers are saying
Whether your customers are
paying you a compliment or
making a complaint, it is critical
for you to always listen to your
customers. With all the distractions of cell phones, TVs and
other handheld devices, it is very
refreshing to give someone your
undivided attention.

9. Never tell customers that
they are wrong
No matter what the situation,
never tell your customers that
they are wrong. Instead, quickly
offer a solution that will make it
right. Even if your customer was
the one at fault, you do not want
to point fingers or make him/her
feel embarrassed. The main
priority is to sort out the problem
and continue to ensure that your
customers have an enjoyable
experience in your operation.

10. There’s no such word as “can’t”

You should never tell a customer
that you can’t oblige a request. If
best, tell them that you will try
your best to give them what they
want. If the request truly is
unreasonable (for example, the
request violates health or sanitary
laws), be sure to clearly explain to
your customer why you are unable
to grant his/her request, and offer
to make something that is close to
what he/she wants.

11. Don’t tell customers that
“It’s your policy”

There is nothing more infuriating
for a customer than to hear than the
words “It’s our policy.” This
implies that your restaurant is
inflexible and unwilling to work
out a solution that will ensure that
your customer has an enjoyable
experience. You should have a list
of policies for your staff, but not for
your customers.

12. Work as a team

If a customer asks you for something, never tell them that it is not
your job. Every member of your
front of house staff should be
trained to do each other’s jobs so
that every staff member is able to
handle a customer’s request in a
polite and efficient manner.
For example, your service staff
should work together as a team to
ensure customer satisfaction, and
not solely look after their own
tables or section with no regard for
any of the other customers in the
dining room.

13. Take immediate action with
unsatisfied customers

If one of your customers has
expressed dissatisfaction with
something, act on it immediately.
Never make a customer have to

repeat his/her problem. If a team
member is sending a manager or
owner over to the table to deal with
an issue, they should be fully
briefed on the issue before arriving
at the table and be approaching the
customer with a solution.

14. Never say “I don’t know”

If a customer has a question to which
you do not know the answer, never
reply with “I don’t know.” Instead,
tell your customers that they have
asked you a great question, and you
will check it out immediately. This
way, you have not only complimented
your customer for asking a good
question, but you have allowed
yourself the opportunity to get the
answer.

15 There’s always room for
improvement

Never be satisfied with the level of
customer service that you provide.
There is always room for improvement. Be sure to train and retrain
your staff on a regular basis. Be in
constant communication with your
customers to see how you can
improve your business every day.
BONUS POINT: Smile!
A friendly smile can go a long way.
Not only does smiling improve the
mood of your customers, it will also
improve your own mood. Go ahead
and smile to yourself right now.
Don’t you feel better already?
© 2014 Chiasson Consultants Inc. All rights reserved.
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DON’T MISS OUT
ON THE SAVINGS!
Ontrak provides NGCOA members with,
> ACCESS TO MANY SPECIAL NEGOTIATED SUPPLIER AGREEMENTS
THAT CAN SAVE YOUR GOLF COURSE MONEY
> A FLEXIBLE PROGRAM THAT ALLOWS YOU TO USE ONLY THE VENDORS
THAT MAKE SENSE FOR YOUR GOLF COURSE
> ADDED VALUE WITH NO FEE TO JOIN
Remember, you need to register with Ontrak to get started. Once registered,
you can let us know which programs you want to use. Then we can connect your
golf course with the suppliers you choose and get you set up to start saving!
For more information, contact:
Karyn Tindall 416-805-6760

Karyn.Tindall@Sodexo.com

