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durty restroonns
candics not it
silverware set crooked
table linen with holes
By David Rothschild inappropriate or Joud music
: wilied flowers with murky water
lack of (or unclcar) signage
pet pocve s an insignificant, MINOT SNDOYANCS; SOMC-
thing that's frustrating 1o you, but docsa’t really bother SEAIING /GEETING
someone clsc. Incvitably. when I'm a gucst on a radio greeted with a number, “Onc?”
show, the host steors the scgment toward diners” pet long wait to be scated
pecves in a restamrant. |t makes for good radio. unrealistic waiting time
Everyone has a minor gripe about something they've expenienced whike hochets wolks 800 fast
diming. being scated, then ignored
I recently browsed the Interct in scarch of sestaurant gnpe sifes. scrver ntroduces seif by same
There are plenty of them — providing both the guests” and staffs” perspec- ©
tives. On the consumer side, you'll find cverything from nowspaper articles (750 5]
dodicatad to the subject 1o intense, in-depth, inferactive discussion boards. soup‘coffee not hot enough
Operators, it might be worth your while to chock thom out somctime. poor quality coffee
There's certamly a lot of food for thought. poor quality bread
: Below, I've listod some of the top peeves that have been posted. I've butter that's t0o cold
cditod and peraphrased the wording for the sake of brevity and clanty, but running cut of menu items
the gist of them remains. Wiile Pve divided the gripes into cight cate- poor perceived value
gonics, many could be placed in scveral, food not as described
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= opening late; closing cardy

- refuses to split checks

o understaffed

* unexpected charges on bill

* pot getting good stemware

« upsclhng

« unresolved complamt

* N0 MANAECT Presence 11 restauran
SERVER sl &4

s rudc, mmanenlive, overeager

. famibar

. specials from pad

*  reaics specials without pnces

»  not writing down order; wrniting and still getting it wrong
. not Deing intormed of 308

* docsn't know ingredienis

s  has never tasted the food

For mc. as a diner. the primary rule of scrvice 18 that the service

(S
tcam never does anvihing that mzkes the guest teel wrong. stupid or

ra vanation, docsn’t

It’s interesung to me that
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restaurants.
Provide a place for managers, SUpCTVISOrs, SCIvVers, bussers and host-
csses to make additions; based on both their interaction with guests

and their own dining expedicaces. Take the time to go over some of

these minor guest anmoyances at your preshifi meetings. Dunmg
training. creatc rolc-playing situations using these  gnpes.
Brainstorm on ways to head off the complaimts and to address them
whea they do occur. We'll never climinate all guests” pet peeves, but
perhaps we can minimize them.

Somctime in the next few months, 1'd like to give you a chance 1o
have a say from “your sidc of the table™ and devote an artcic to dis-
cussing scrvers ' lop peeves about diners. So plcase take a few minuics
to ¢-mail me those imitating incidents you've encoentered. Encourage
your staff to send theirs. too. IF 1 get cnough response, ' devote this
space in an upcoming month 10 your 1op guest gripes. If you'd like to
share somc ways of coping with annoying gucsts or diffusing difficult
situations, I'Hl be happy w pass thosc along as well.

David Rothschild i&s co-owner of EATiQuenste. a Phoenix-based
resfasrant service training company specializing in on-site. certifi-
cate programs for casino food and beverage depariments. He can be
reached at (602) 569-2051 or David@EATiQuette.com. You con
read ' David’s previous Nalive -American -Casino articles on
EAT: tic.com by using the “articlex”™ link on the home page.
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