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Cornell Study Finds Customers View Restaurant Reservations asCleimmitment’
2008-01-08

When restaurant customers make a reservation, they consider it a firm commitment that the restaurant will have their tak
ready, according to a new study from Cornell University.

The report, 'A Consumer’s View of Restaurant Reservations Policies,’ is available at no charge from Cornell's Center for
Hospitality Researchhftp://www.hotelschool.cornell.edu/research/chr/pubs/reports/2008.html).

'Restaurant customers view a reservation as an oral contract,” said report author Sheryl Kimes, who surveyed 1,230 visit
to restaurant websites, including the New York Times Diner’s Journal blog, where the questionnaire was posted. 'To be f
most of the respondents thought customers should alert the restaurant if they cannot keep their end of the contract,” saic
Kimes, a professor at the Cornell School of Hotel Administration. 'One problem is, many of them find it hard to contact th
restaurant when they need to make a reservations change.’

The survey found that customers were not keen on several policies designed to prevent no-shows, late-shows, or short-
(when some, but not all of a party arrives). While the survey respondents generally supported the idea of giving away the
table of a late-arriving party, for instance, they disliked policies that call for an entire party to be present before anyone is
seated. Credit-card guarantees earned reluctant support in the survey.

Frank Bruni, reporter for the New York Times and author of the Diner’s Journal blog, made the survey available
(http://www.dinersjournal.blogs.nytimes.com/). In his coverage of responses to the survey, he noted: 'From my experienc
in restaurants and the comments that come into this blog, it's become clear to me that there’s a lot of tension between
restaurateurs and diners, an enormous disparity between the kinds of rules and procedures that restaurants deem neces
and those that their customers deem fitting.’

Survey respondents recognized that staying overlong at a table can interfere with a restaurant’s efforts to honor reservat
but they resisted being rushed. 'One thing that restaurants should be careful about is how to manage the pacing of a me
during busy times,’ Kimes warned. 'As I've seen in other studies, these guests were adamant that they did not want to be
rushed or asked to move if they were using a table longer than expected.’

Meet and interact with Dr. Kimes, an active member of the executive education faculty at the School of Hotel Administrat
when she presents sessions in the Professional Development Program:
http://www.hotelschool.cornell.edu/industry/executive/pdp/.

Thanks to the support of the partners listed below, all Cornell Hospitality Reports and Tools are made available free of cl
from the center’'s websitayww.chr.cornell.edu.

About the Center for Hospitality Research

A unit of the Cornell School of Hotel Administration, The Center for Hospitality Research (CHR) sponsors research desig
to improve practices in the hospitality industry. Under the lead of the center’'s 66 corporate affiliates, experienced scholar
work closely with business executives to discover new insights into strategic, managerial and operating practices. The ce
also publishes the award-winning hospitality journal, the Cornell Hospitality Quarterly (formerly the Cornell Hotel and
Restaurant Administration Quarterly). To learn more about center and its projectsywisdhr.cornell.edu.

Center partners and sponsors: AlG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLF
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, HVS,
JohnsonDiversey, Inc., LRP Publications, Marriott International, Inc., Marsh’s Hospitality Practice, Mobil Travel Guide,
Nestlé, PricewaterhouseCoopers, Proskauer Rose LLP, Smith Travel Research, Southern Wine and Spirits of America, |
SynXis (a Sabre Holdings Corporation), Taj Hotels Resorts and Palaces, Thayer Lodging Group, TIG Global, Travelport,
WATG, and WhiteSand Consulting.

Center friends: 4Hoteliers.com American Tescor, LLC Caribbean Hotel and Restaurant Buyers Guide Cody Kramer Impc
Cruise Industry News DK Shifflet & Associates ehotelier.com Estrela Marketing Solutions EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technc
Professionals (HFTP) hospitalitylnside.com hospitalitynet.org Hotel Asia Pacific Hotel China HotelExecutive.com Hotel
Interactive Hotel Resource International CHRIE International Hotel and Restaurant Association International Hotel
Conference International Society of Hospitality Consultants (ISHC) iPerceptions KPMG Japan/Global Management
Directions Lodging Hospitality Lodging Magazine Milestone Internet Marketing MindFolio PKF Hospitality Research The
Resort Trades RealShare Hotel Investment & Finance Summit Resort+Recreation Magazine RestaurantEdge.com Shib:e
Publishing Co. Synovate The Lodging Conference TravelCLICK UniFocus WageWatch, Inc. WIWIH.COM
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