MAKING
SPECIAL
OCCASIONS
SPECIAL

By Devid Rothschild

n the National Restaurant Association’s “Holiday

Dining” surveys, birthdays are consistently the No. 1

special occasion people celebrate at restaurants. In

2000, 55 percent of respondents reported theyd

gaten at a restaurant on their birthday within the last
12 months. About a third said they'd dined out on their
spouse’s birthday, and the same number commemorated
¢hi'd’s birthday at a restaurant.

VWhen quests choose to celebrate birthdays, engage-
ments, and anniversaries with family and friends in your

restaurant, you should feel honored. They're asking you to
be a part of what will become life-long memories — and
they'll be positive memories if you handle these special events well. Are you and
your staff prepared to accept this responsibility?

First and foremost, your reservationists should be trained to enquire about
spacial occasions. Make this a part of your standard reservations script. If you've
been advised in advance that someone will be celebrating an important event,
don’t blow it! Take a lesson from this mishandled scenario:

While making a reservation, a guest mentions that it’s his wife's birthday.
He asks if the restaurant typically does anything special. Hopefully, the reserva-
tionist knows restaurant policy and can 2nswer, “We'll present a complimentary
slice of cake with a candle” {or whatever your restaurant policy is).

That evening, the couple enjoys a nice dinner. \When they've finished their
main courses, the dessert trolley arrives.The waiter goes through the recitation.
The husband urges his wife to choose a dessert. She does. When the cake is
served there's no candle and no acknowledgement of the birthday by the staff.
To make matters worse, the dessert is included on their check. The husband pays
the bill and leaves the restaurant, fuming.

He'd called ahead. He'd been assured that everything would be taken care
of. Until that moment, the couple had been having a delightful time. As far as
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the husband is concerned, the evening is ruined. More than likely, the husband
will call the restaurant the next day to complain, or he'll write a letter to tell
management of his disappaintment. This scenario is played out time 2nd time
2gain in all sorts of restaurants.

How should this situation have been handled? The reservation sheet
should have had a notation about the wife's birthday, The hostess or seater
<hould have mentioned this to a member of the service team, Later on in the
evening, the hostess should have followed up with a written card repeating the
tabls number, seat number and special occasion — in this case, the birthday.
(ill these procedures eliminate all of these screw-ups? Prebably not, but it will
cut the number and frequency.

Everyone on staff needs to be aware of how special events are to be com-
memorated. If, during the course of the meal, a member of the service team
finds out about a special occasion, he should be empowered to act on this infor-
mation. Soma ways this is often handled:

Basic: Cake slice with candle; staff sings a *happy birthday™ ditty,

Better: Individual cake {or maybe an oversized cupcake, which is very
trendy); inscribed.
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At Ovatlons

we are skilled at ensuringa
' memorable culinary
| experience for
| eachguest who
| passes through your doors.

| We have the resources and the
ability to bring you branded

" concepts that sharpen your

| competitive edge. We manage

|\ cach venue we operare as if it

| were our own, providing all the

| ingredients for a dazzling

| experience for guests, while

| maximizing your returns.

813-948:6900

Some other thoughts:
«  The guest has commented on how much he liked a particular dish. Print
out the recipe on high-quality paper and have the chef sign it.

Use a Labeloff (labeloff.com) to remove the label from the bottle of wine

that the guest has enjoyed and present it to him/her.

A handwritten card, either before or after the meal, thanking the quest for

choosing to spend this special time at your restaurant.

If your restaurant has live entertainment, perhaps a signed (D of the per-

former could be included in the dinner package.

~ Abound journal could be offered for the guests to share a few lines about
their experience.

Be creative when it comes to special celebrations. Empauwer your staff to
2dd those extra touches that will make the meal memorable. Become knowin
25 a restaurant that truly makes special occasions special. You'll not only earn
the repeat business of those who've celebrated with you, they'll rave about it
to others. NAC

David Rothschild is co-owner of EATIQuette, a Phoenix-based woitstaff training
company specializing in on-site certificate training peograms for casino food &
beveroge departments. He con be reached or (602) 569-2051 or
David@fATiQuette.com. You can read Dovid’s previous Notive American Casino
orticles an EATiQuette.com by using the “articles” link on the home poge.
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