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But When Service Is Haphazard, Watch Out! - According to New Online Restaurant Report, Designed for Owners and
Managers 

When restaurant owners want to help their service staff earn good tips, many of them offer tip guidelines to their guests,
perhaps including a note on the check or showing actual calculation of various tip percentages. But it turns out that guests’
view of the restaurant’s service quality may change how people react to those guidelines. 

While both an educational statement and calculation assistance raise tips in most cases, a restaurant research report from
Cornell’s Center for Hospitality Research found a mixed picture. In fact, sometimes tipping guidelines make things worse.
The newly issued online restaurant report, ’Exploring Consumer Reactions to Tipping Guidelines: Implications for Service
Quality,’ by Ekaterina Karniouchina, Himanshu Mishra, and Rohit Verma, is available at no charge from the center’s website
at http://www.hotelschool.cornell.edu/research/chr/pubs/reports/2008.html. 

Newly Released Restaurant Management Report Demonstrates That Guidelines’ Effects on Tipping Depend in Part
on Service Levels 

The researchers set up a virtual test of tipping guidelines by showing three service scenarios to 631 research participants.
Some were given excellent service, some average service, and some poor service. Then they were presented with a sample
check and asked what they would tip. Some of them saw an educational reminder on their check, some saw tip calculation for
15 or 20 percent tips, and some saw no additional information at all. 

’To begin with, showing actual tip calculations tended to raise tips under all service levels, but the increase was not
significant when the service was poor. Therefore this strategy would be valuable when a restaurant’s service level is
adequate, excellent, or uneven,’ said Verma, an associate professor at the Cornell School of Hotel Administration. 

’When service is merely average, the educational reminder emphasizing tipping norms worked best, but this strategy
backfired in service failure situations,’ added Karniouchina, an assistant professor at Chapman University. 

Mishra, who is an assistant professor at the University of Utah, where the study was conducted, pointed out that ’educational
reminders can penalize servers who provide truly excellent service, because those guidelines push people to adhere to the
norms rather than recognizing servers for going beyond their duties. So, we suggest using educational guidelines for
establishments with consistent, but average service.’ 

’The real concern about tipping guidelines occurred in our scenario that showed poor service,’ Verma continued. ’When we
introduced the educational statement about tip norms, our respondents retaliated with poor tips and, in some cases, promises
that they would give bad word-of-mouth about the restaurant.’ 

Noting that newly released restaurant report is based on simulated scenarios, Verma is calling on restaurateurs to take part in
a live study. In such a study guests would give real tips based on service levels and tipping guidelines, but they would not
know that they are part of an experiment. He invites restaurateurs who are interested in conducting a real life experiment at
their restaurants and who would like to collaborate with the authors, to please contact him at rohit.verma@cornell.edu. 

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

Thanks to the support of the Center for Hospitality Research partners listed below, all Cornell Hospitality Reports and Tools
are made available free of charge from the center’s website, www.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 designed
to improve practices in the hospitality industry. Under the lead of the center’s 69 corporate affiliates, experienced scholars
work closely with business executives to discover new insights into strategic, managerial and operating practices. The center
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 projects, visit www.chr.cornell.edu. 

Center partners and sponsors: AIG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLP,
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, Fox Rothschild
LLP, HVS, InterContinental Hotels Group, JohnsonDiversey, Inc., Jumeirah Group, 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, Inc., SynXis (a Sabre Holdings Corporation), Taj Hotels Resorts and
Palaces, Thayer Lodging Group, TIG Global, Travelport, WATG, and WhiteSand Consulting. 
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Center friends: 4Hoteliers.com American Tescor, LLC Argyle Executive Forum Caribbean Hotel and Restaurant Buyers
Guide Cody Kramer Imports Cruise Industry News DK Shifflet & Associates ehotelier.com EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technology
Professionals (HFTP) hospitalityInside.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 Shibata
Publishing Co. Synovate The Lodging Conference TravelCLICK UniFocus WageWatch, Inc. WIWIH.COM 
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