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A confused or anxious customer usually says 'No’ - it's safer.

How you handle their spoken or unspoken questions will either strengthen the relationship or undermine it. With the worl
economy in meltdown, there’s plenty to worry about - your warmth and honesty will be very welome.

The more you answer questions upfront, the more you build trust. It's also a useful check on the strength of your service
systems.

Use party bookings as an example - common customer concerns include:
How much will this event really cost?

Have | forgotten to ask for something that will cost more later?
Will they do it the way | want, or the way they want?

Have we allowed enough time for this party?

What will happen if we arrive early or late?

Will there be enough food?

Will there be food that everyone will want to eat?

What about people on a diet - will they be happy?

Will the food be as good as promised?

How clean is the kitchen?

How will they deal with children who get fidgety?

What will the staff be like on the day?

Will | be embarrassed by anything during the event?

How do they handle people who drink too much?

What else could go wrong that | don’t know about?

You know most of the questions people will ask. A great way to answer them and show your attention to detail is to prep
Frequently Asked Questions list (FAQ). Have it available on your website and as leaflet, and use it with staff training. The
are easy to write - you've heard them all 100 times! Make sure your staff deliver them with a smile, not a sigh - how are t
feeling in the midst of an economic downturn?

Make sure the answers are presented in 'sales mode’ eg:

Q: Are seat covers included in the banquet price?

A: No [wrong answer]

A: We have a great range available at a small extra charge of $5 per chair [better answer]
Q: What time do we need to vacate the room?

A: Rooms must be vacated by 1am [wrong answer]

A: The room can be used beyond 1am for an additional charge, or your guests can move to the Star Lounge which is op
until 3am [better answer]

Profitable Hospitality offers management and cost-control systems (Manuals & CD-ROMS) for restaurants, cafes, hotels,
bars and clubs. The systems are based on the extensive consulting and operating experience of CEO Ken Burgin, and €
busy owners and managers to set up complete operating and cost-control systems in minutes, not months. Profitable
Hospitality also runs regular management training workshops in the areas of kitchen profit & efficiency, restaurant
marketing and functions management. A free monthly e-newsletter keeps you up to date on the latest industry managerr
issueswww.profitablehospitality.com.
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