Hospitality Ulster

STEP 4: Knowing Your Customers

Instruction & Learning

MENTOR: This is perhaps the most important part of training; You need to go through this section in great detail re-emphasising the importance of good customer service and the application of the 10 commandments. You will also need to assess the employees approach to customers through observation and be satisfied that they are confident before signing off this section:

STAFF MEMBER: It is important that you get to know your customers and how to deal with the varying types of people that will visit your outlet. 

Objectives:
On completion of this module, you will have an awareness of:
-The importance of our customers

-Effective communication techniques 

-Your customer needs  

-How to act in a way that encourages our customers to return

-How to grow your tips!

Assessment:

Answer questions and complete observation activities.
MENTOR: you must make the employee aware of the objectives of your outlet in a way that is understandable to the individual – you also need to explain how the employee will help the outlet to achieve these targets; 

	Customer satisfaction objective 
	Please insert the money figure 

	Food Sales Objective 

(How much does your outlet need to make on food each week or for the year)
	(EG) we need to make 10,000 per week on food

	Beverage sales objective 

(How much does your outlet need to make on food each week or for the year)
	

	Notes (make the employee aware of your GP’S in food & beverage - it helps them to know what is important for your business so that they can focus on selling your products)


THE IMPORTANCE OF OUR CUSTOMERS


Hotels and pubs cannot run without customers. How many times have you been a customer – in a restaurant, hotel, pub, shop or club – and feel that staff ignored you or that everything was ignored for the their convenience and not for your own comfort or pleasure?

Always remember that we depend on customers for our living – so we need them to return; therefore experience needs to be a good one! 

Your manner, your courtesy and your welcoming personality is a key factor in this!

There are four basic elements to Customer Service: 

1. Prepare – know about the company’s products 

2. Find out what the customer wants – by using the information 
supplied by management and asking questions of individual 
customers. 

3. Offer Help – and invite the customer to try something out within the 
service

4. Follow up – with appropriate action so that customers can enjoy their experience. 

Listening skills are essential – do we give the customer exactly what they want or what we think they want?

Know your customer!

Success in the hospitality industry is dependant upon understanding your customer and meeting their needs. 

MENTOR: List the types of customer that enter your outlet and make sure the employee writes these in the space below:

	List the types of customer that visit your outlet - if you have a customer mix between Bar & Restaurant - make sure you highlight this :

1.

2.

3.

4.


It is important that you recognise how customer needs will differ. When visiting your outlet, customers will have expectations of how employees should treat them.  These expectations vary from person to person and depend on their own needs, previous experiences and individual personalities. 

Also, people may have specific needs, such as information in a language other than English, facilities suitable for a wheelchair user or business services. 

It is evident that customers are becoming more demanding and expectations of service are rising. 

FIRST IMPRESSIONS LAST!

First impressions are formed within seven seconds and embedded in 30 seconds. It is very difficult to change a customer’s opinion if their initial contact with you has not been positive. 

YOU NEVER GET A SECOND CHANCE TO MAKE A FIRST IMPRESSION!
The first thing you should always do is smile! Make sure you are well presented; be helpful and simply ask the customer how they are and what you can do for them today

So why do businesses lose customers?

	Percentage (%)
	Reason

	9
	Product 

	4
	Move 

	7
	Recommendation 

	68
	Staff Attitude

	12
	Too pricey 


You will see that so much of our business is dependent on the behaviour and attitude of our staff – this is more important than price, or even if they receive a poorly cooked steak!

COMMUNICATION

Verbal communication: 

Choice of words; avoid jargon and slang. Try to use descriptive words where possible. 
Vocal communication:

It’s not just about what you say it is also about how you say it.

Having chosen our words and identified potential barriers, the words then need to be sent using the appropriate vocal forms 

	Volume 


	If you speak too quietly, the listener may struggle to hear. If you speak very loudly it may seem aggressive. Try to get the balance!

	Pace 
	It is hard to understand someone who speaks very quickly, particularly if they are presenting new or complex information. Speaking too slowly may seem patronising. 



	Tone
	Speaking in a positive and enthusiastic tone inspires confidence. It can be very difficult to concentrate on someone who sounds bored or monotonous. 



	Pronunciation
	If you speak indistinctly or mumble your words, it’s hard for anyone to understand what you are saying, especially if their first language is not English. 



	Pitch 
	Occasionally it is helpful to change your pitch of voice for example to emphasise a point. 




Non Verbal Communication: 

Facial expressions – Smiling is essential; it’s all about “acting” – 
you may have had a bad day and unfortunately the customer 
does 
not want to know about it; You have to put on a brave face because the customer does not want to look at a frowning staff 
member – it 
automatically puts them off!  

Body language - One of the most basic and powerful body-language signals is when a person crosses his or her arms across the chest. This can indicate that a person is putting up an unconscious barrier between themselves and others. Please try to be aware of what your body language says about you. Try not to slouch or appear bored – this sends the wrong signals to the customer 
Eye contact - Eye contact and facial expressions provide important social and emotional information; people, perhaps without consciously doing so, probe each other's eyes and faces for positive or negative mood signs.
Gestures – Please avoid any gestures which may be construed as offensive or hostile. 

Distance – Please do not invade the personal space of the person with whom you are conversing. 

Appearance – correct uniform/pen/waiter’s friend etc 

Identifying Customer Needs

We use questions to:

Identify customer needs

Obtain information 

Confirm customer requirements

Open questions: 

Open Questions - encourage customers to talk (e.g) What 
sort of thing do you usually go for - is it steak; chicken; 
etc; 
find out what they like.  
Open Questions - encourage customers to share information 
with you: (eg) what do you usually choose - then say “could 
I suggest the steak dish served with the chef’s special recipe 
thick creamy pepper sauce on a bed of roast veg etc etc - 
build 
the picture.
Open Questions - are useful at the start of a conversation 

Open Questions - help you to identify customer needs 

Open Questions - often start with words like how, what, 
where or when (eg) How are you today, what do you fancy to 
eat today? What did you have last time and would you like to 
try something different
Closed questions:

Limit the response to “yes”, “no” or a short answer (eg) do you want to see the menu: 

Help you to obtain specific information 

Speed up transactions

Help to bring conversations to a close
Often start with words like do, is, would or could 

Observation of customers

Every customer is different, they act in different ways so always be attentive and be alert to how they behave. Use your common sense by trying to determine what customers want by their actions – you wont always get it right but always try to do your best; here are some examples

Two customers are not talking and keep staring into space? 

What could this mean; it means different things to different people; it could mean that they’ve fallen out; it could mean they are a quiet couple; it could mean that they are waiting on you to ask them if they want tea or coffee or they may want the bill; Whatever the reason, there is nothing wrong with asking them is everything ok and if you can get them anything – you’ll know fairly quickly from their response what they actually want.  

A party is deep in conversation, heads bent and leaning towards each other? This may mean that it’s a private conversation that they don’t want anyone to hear, wait for an opportune moment or simply say I apologise for interrupting but is their anything I can get you. If by their reaction they seem annoyed for being interrupted, simply let them know that if the require any further assistance, you’ll be close by. Just learn to read the signs!  

Presenting Information to customers

Don’t make assumptions – give the customer what they want, not 
what you think they want and if necessary, read an order back to them to make sure you’ve got it right!

Make customers feel important – be welcoming, be appreciative that they are in your outlet and remember that 68% of customers are lost through poor attitude  

Make sure that all of the information is accurate – that you explain the menu and that you inform the customer, where appropriate of the price 

Judge the level of response required; if unsure, just ask the 
customer to make sure you’ve got it right 

Meet needs as well as requests – even if you have brought the customer their food or drink, simply ask if there is anything else you 
can do for them 

End on a positive note always thank the customer – hope to see you soon;  
MENTOR: Before you sign this section, please ensure that the employee is confident in dealing with a customer – you must observe this and get it right because your team and the business depends on the ability of the employee to effectively serve customers and encourage return business
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Meets and Greets correctly
	
	
	

	Communicates well with customers 


	
	
	

	Method of assessment – Observation
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