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The two pictured below are classics most attendees
1ave come across at one time or another. They never
e trouble seeing the profiles and the goblet. Many,
ver, see the young woman but have difficulty see-
old woman. I ask those who do see both to try
ose having difficulty. Eventually, everyone is
to see both halves of the illusions.

ow-up question to the group is this: What
ity have to do with dealing with customer

looks.
a light go on as someone responds, “It
can be looked at from at least two

thinking.
I pose: How might you know a
oyed his/her meal? Sometimes
mplain.

by David Rothschild

d the dining room; attempting to
act with staff
any part of his meal
Juesting the check
¢ shown that only one in 20 customers
oblem in your restaurant will complain.
1plaining customer gives you the opportu-
t a problem you didn’t know existed. Most
't complain; they just don’t come back. In
it’s estimated that an unhappy guest tells an
¢ of 11 other people about his/her bad experi-
. We not only lose their business, but we may lose
business we would have gotten from their friends
and family. When we turn around an unhappy or irate
customer, they will give the restaurant a second chance.
Very often, if the situation is resolved quickly and to
their satisfaction, they become a loyal, regular guest.
Food and beverage servers need to be empowered
to take action when they deem it necessary. They should

Can you see bothgt
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needs to explain. e <

our own words.
cific to the situation.

7tau['ant nd staf

Rothschild 154G




