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Customer Needs

Why do you visit a Restaurant?

Hungry or Thirsty? Cheap or Quick?

Meet/Celebrate Need variety?
with Friends or
Family?

Away from home and
unable to cook?
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Customer Needs

Hungry or Thirsty? Physiological Economic Cheap or Quick?

Meet/Celebrate with Social

Vel glel[ef[or]W Need variety?
Friends or Family?

. Away from home and
Convenience unable to cook?

(Cousins and Weekes, 2020)
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Customer Needs

"

5 McDonald's -

Physiological Economic

Social

Psychological

What need do you think McDonalds meets?

Convenience

(Cousins and Weekes, 2020)
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https://calaborlawnews.com/legal-news/california-labor-law-lawsuit-192-21854.php
https://creativecommons.org/licenses/by-nd/3.0/

Customer Needs

Physiological Economic

Social Psychological

Convenience

(Cousins and Weekes, 2020)
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What need do you think a local pub meets?
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http://www.flickr.com/photos/kake_pugh/1404745178/
http://www.flickr.com/photos/kake_pugh/1404745178/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/
https://creativecommons.org/licenses/by-nc-sa/3.0/

Customer Needs

Physiological Economic

Social Psychological

Convenience

(Cousins and Weekes, 2020)

® Prifysgol Cymru
Y Drindod Dewi Sant
W ¥ University of Wales

Trinity Saint David 18?2 - 2022

What need do you think a Michelin star
restaurant meets?

Let’s have a look at a short clip...
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Customer Needs

Hungry or . . : Cheap or
Thirsty? Physiological Economic Quick?
Meet/Celebrate with : : Need
El Psychological
Friends or Family? SOl >ychologica variety?

Convenience

Away from home and unable
to cook?

Now that we know what needs customers need us to fulfil, how can we make sure they
know our restaurant can fulfil their needs?
(Cousins and Weekes, 2020)
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Restaurant Service

Restaurant service refers to the act of
providing customers with food, drinks,
and a pleasant dining experience.

It encompasses all aspects of the
interaction between the customer and
the restaurant, from the greeting at the
door to the final payment of the bill.

Good restaurant service is crucial for
customer satisfaction, repeat
business, and positive word-of-mouth.
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Service Method vs Style

"Service style" and "service methods" are both terms used in the context
of hospitality and food service industries.

Service style refers to the way food is presented and served to guests.
There are several common service styles, including buffet, family-style,
plated, and French service. Each style has its own unique characteristics
and involves different levels of guest interaction and involvement.

Service methods on the other hand, refer to the techniques and practices
used by service staff to provide high-quality service to guests. Service
methods include things like greeting guests, taking orders, serving food
and drinks, clearing tables, and handling payments. Effective service
methods are essential for creating a positive guest experience and
building customer loyalty.
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Service methods

Table 1.6 Simple categorisation of the customer processes in food and beverage service

Service - Service area Ordering/ Service Dining/ Clearing
method | selection consumption
Table service | Customer | From menu By staff to | At laid cover By staff
entersand is | customer
seated |
Assisted Customer | From menu, Combination | Usually at laid | By staff |
service enters and is | buffet or of staff and | cover
usually seated | passed trays customer
Self-service Customer | Customer Customer ' Dining area or | Various
enters | selects items carries | takeaway
| onto a tray ‘
Single point Customer | Orders at single | Customer | Dining areaor | Various
service enters | point carries | takeaway
Specialised or | Where the From menuor | Broughttothe | Served where By staff or
in situ service @ customer is | predetermined | customer ' the customer is | customer
located ' located |
(Cousins and Weekes, 2020)
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Activity: Match F&B Provision to
Service Method

1. Table Service

2. Assisted Service

3. Self Service

4. Single Point of Service

5. Specialised Service

This Photo by Unknown Author is licensed under CC BY
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Activity: Match F&B Provision to
Service Method

1. Table Service

(@) . .
MARRIOTT 5 Assisted Service

Self Service

Single Point of Service

Specialised Service
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Activity: Match F&B Provision to
Service Method

. Table Service
. Assisted Service
. Self Service

. Single Point of Service

. Specialised Service
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Activity: Match F&B Provision to
Service Method

. Table Service

. Assisted Service

. Self Service

. Single Point of Service

. Specialised Service
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Activity: Match F&B Provision to
Service Method

1. Table Service

2. Assisted Service

uv JLN H Til ll!:m HE RN

3. Self Service

ILS-WINES- |
& 2

4. Single Point of Service

5. Specialised Service

This Photo by Unknown Author is licensed under CC BY-SA
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Geranium, Copenhagen
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Activity: Match F&B Provision to
Service Method

Table Service
Assisted Service
Self Service

Single Point of Service

Specialised Service
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LR B

Service Styles

Service style refers to the way food
is presented and served to guests.

Go to Moodle — Week 2 - Theory of
Catering Chapter 8 — Read to page
226.




MICHELIN

2022
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Where did Michelin Stars and
Michelin Guide come from-»

Brothers Andre and Edouard Michelin founded their tyre company in 1889 with a grand
vision for France's automobile industry

To boost car and tyre sales, they produced a small red guide with information for
travellers

For two decades, the guide was free until Andre Michelin saw it being used to prop up a
workbench and decided to sell it for seven francs

The 1920s saw the first guide with a list of Paris hotels and restaurants, and the
abandonment of paid-for advertisements in the guide

Mystery diners or restaurant inspectors were recruited to visit and review restaurants
anonymously

In 1926, the guide began to award stars to fine dining establishments, and in 1936, the
criteria for the starred rankings were published

The MICHELIN Guides became best-sellers in the 20th century and now rate over 40,000
establishments in over 24 territories across three continents

The Michelin company's vocation is to make driving, tourism, and the search for
unforgettable experiences available to all.
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MICH

—LIN STAR

Coveted by many chefs but bestowed upon only to an excellent few.
Getting a star (or three) could change the fate of a restaurant.

&3 &3 EB EBER

Excellent cooking, Exceptional
worth a detour cuisine, worth a

&3

High quality
cooking,
worth a stop
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Case SI‘Udy Three Michelin Stars Awarded

Four ns Hotel rge Vin Pari hich recei i i
our Seasons Hotel George V in Paris, which received three Michelin @ Paris 3 Stars Michelin Le Cing $658

stars in 2019 for its restaurant, Le Cing. The hotel has been working

towards a Michelin star rating for several years, and it has invested World Best 3 Stars Michelin Le Louis XV

heavily in its culinary program to achieve this goal. 2022 - Alain Ducasse Monaco Fine
Dining $454 (€414
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https://www.hospitality-interiors.net/news/articles/2016/02/1390234317-le-cinq-awarded-three-michelin-stars
https://www.youtube.com/watch?v=Z5AeOkbCHGc
https://www.youtube.com/watch?v=W1Hmjl0bCCk
https://www.youtube.com/watch?v=W1Hmjl0bCCk
https://www.youtube.com/watch?v=W1Hmjl0bCCk

» Why do you think the Michelin star rating system is so highly regarded in
the culinary world?

» Do you think Michelin stars are the only way to determine the quality of

a restaurant? Why or why not?
Group v orwhy

» How do you think Michelin stars impact the restaurant industry, both

[ ] [ J
D'SCUSS'O“ positively and negatively?

» Are there any other rating systems you are aware of that are used to rate
restaurants? How do they compare to the Michelin star rating system?
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AA

Rosettes for
culinary excellence

@@@@@
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AA Rosettes AA

The Rosette scheme celebrates successful cooking at different levels across the
UK

* Success or failure in achieving Rosettes is based on one or more visits by an AA
inspector to a hotel or restaurant

* The visit includes the entire meal, including ancillary items, and external
influences from hotels, restaurants, or other guides are not taken into account

* About 10% of restaurants nationwide are of a standard worthy of one Rosette
and above

* The AA recommends not chasing awards, but rather focusing on serving your
market first

e Simple guidelines are available for those aspiring to win a Rosette

* AA food tastings, enhanced food tastings, or AA Rosette Academies can provide
insight and guidance, but they are separate from the awards process and do not

influence assessments.

AA Rosette Award for Culinary Excellence

Pri |
Q‘ e ( i) Man Geni Addysg Uwch yng Nghymru
W'Y University of Wales ~ : ;

Where Higher Education Began in Wales
Trinity Saint David 1822 - 2022




What do the rosettes mean-?

1 Rosette: These restaurants achieve standards that stand out in their local area. They serve food prepared with care, understanding @
and skill, using good quality ingredients. The same expectations apply to hotel restaurants, where guests can eat in with confidence
and a sense of anticipation. Around 50% of restaurants/hotels within our AA Restaurant Guide have one Rosette.

2 Rosettes: Excellent restaurants that aim for and achieve higher standards and better consistency. A greater precision is apparent & @
in the cooking, and there will be obvious attention to the selection of quality ingredients. Around 40% of restaurants/hotels within
our AA Restaurant Guide have two Rosettes.

3 Rosettes: Outstanding restaurants that achieve standards that demand recognition well beyond their local area. The cooking & & &
is underpinned by the selection and sympathetic treatment of the highest quality ingredients. Timing, seasoning and the

judgment of flavour combinations will be consistently excellent. These virtues tend to be supported by other elements, such as

intuitive service and a well-chosen wine list. Around 10% of the restaurants/hotels within the AA Restaurant Guide have three Rosettes
and above.

4 Roseftes: Among the top restaurants in the UK, where the cooking demands national recognition. These restaurants @@Ee®
exhibit intense ambition, a passion for excellence, superb technical skills, and remarkable consistency. They will combine

appreciation of culinary traditions with a passionate desire for further exploration and improvement. There are very few

restaurants with four AA Rosettes.

5 Rosettes: The pinnacle, where cooking compares with the best in the world. These restaurants have highly individual @@ @& & @&
voices, exhibit breathtaking culinary skills, and set standards to which others aspire to, yet few achieve.
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Which is best?

/> Michelin VS AA

~ _ Ak
(GZ0EY Arian [T Siiver [N


https://www.leadingrestaurants.co.uk/data/guide-comparisons/michelin-vs-aa/
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