














M Summing Up the Details M Reviewing the Reports

Bob evaluates his report, noticing he is way ahead of averages on wine sales, but low on appetizers. He makes a mental note Later that night the manager reviews his unit reports which show him the same
to hunt down George and see what he is doing on the soups. He also notes that his beverages revenue stack is lower than information the server Bob reviewed, but measuring his team against other com-
the average. Maybe this is an area he needs to concentrate on if he wants to get back in the Top 10. parable Houston’s locations. His strategy seems to be panning out, as he sees

himself at or near the top of the rankings in comparison to a select set of Houston’s

As Bob walks over to the manager, he hands in his reports and tickets. The manager asks him about the delayed kitchen check, )
stores, which have been deemed as comparable.

which Bob points out. The dining time was 73 minutes on that check and the tip 13% (everybody lost on that one). Armed
with information he makes a quick evaluation and remarks to Bob, “A- today Bob, good job!” He notes that Donna is doing very well in the “dining time average” and makes
a mental note to check-in with her tomorrow. He is at the top of the rankings
for first time customers—he had 22 first time customer tables today and so far
410 this month—a good trend. He wonders whether sponsoring a youth softball
camp in the local area (along with a local sports celebrity) is driving the improv-
ing trend. He notes that so far this quarter he is getting repeat visits by 41% of
his first time customers from the previous customers—another top performance.
Customers love the extra attention that his wine pour program is providing, and
the bottom line likes it to: he is producing one of the “highest margin per guest
numbers” in the company.

This manager has adopted a culture of giving every server a grade every day. He believes that human nature dictates that
everybody has a personal range of performance defined by good days and not so good days. His strategy is to make sure
everyone is accountable to bring a good day to his customers and his unit.

@ Capturing ROI $ 182 y 500 Bob evaluates his report,

check payment blunder per year noticing he is way ahead of wine sales averages.
= 182,500 guests who experience blunders




M The Solution of the Future

Measuring the Guest Dining Experience * Expo printer = Alert station (alerts on seat to first order
L ; ) timer trip, first time customer, large party, >"x" minutes
* Dining time calculation (seat to final check) total dining time checks, etc)

* How the guest is seated (handhelds = greeter Guest Intelligence

sets table and cover count)
. * Rendezvous = Guest information warehouse
o Server has pull check capability from the greeter .
* Name
* Fach item order is time stamped
L ) * Contact information (light or heavy i.e.

e Each draft print is time stamped and overwrites phone number or complete marketing record)

previous draft print time
_ ) * Preferences / Special Requests / VIP
e Server responsiveness is measured
‘ . * Reservation notes
» Seat to first order timings
- e Visit history
* [tem order timings —

Dining time calculations / averages * Virtual Manager
e Tip averages * Guest analysis
Measuring Salesmanship * Active customers
 Appetizer / Dessert ratios * Favorite items
* Soups per cover * Demographic analysis

* Wine sales per cover

* Revenue per cover



