THE FAILING
RESTAURANT
We recently worked with a Melbourne based restaurateur who had noticed a steady decline
in business performance over an 18-month period.

The client came to us after trying several unsuccessful strategies designed to improve their
situation including an expensive internet marketing campaign and a price reduction in
designed to increase sales volume of meals sold. The client’s assessment of the situation
identified an increase in local competition and poor marketing as the source of their
problem.

THE INVESTIGATION
We recently worked with a Melbourne based restaurateur who had noticed a steady
decline in business performance over an 18-month period.
Our analysis of the client’s financials indicated a steady decline in sales volumes and
gross margin. As a result, the business was unable to support its indirect costs and make
a profit. This result in turn resulted in a cash flow shortage and a subsequent increase in
uncontrolled levels of debt. The numbers tell us that there has been a detrimental change
but they do not tell us why. We therefore conducted a comprehensive investigation into the
business.
We found the following problems:
• Loyal customer felt unappreciated and decided to not renew their patronage
• Not providing for customer needs.
• No mechanism for customer feedback
• Poor customer service
• Poor / no staff training
• Hierarchical communication problems
Loyal customers, some of whom were spending up to $500 per week had their complaints
dismissed and were not satisfied with the food being prepared by a new chef. Some of
these loyal customers had also been turned away during busy times. Attrition due to these
issues accounted for over $200,000 annually in lost revenue.
Staff received no training or instruction and were not provided with any level of behaviour
expectation or standards. Allocation of duties and responsibilities were disorganised and
without process.

THE SOLUTION
• Dissatisfied customers were sent a new menu with a free meal voucher
• Previous customers were also informed of a change in management
• An online feedback form was established
• Staff were provided with customer service training
• New processes for the delivery and service of food and drink was introduced
• Two tables were reserved without during lunch and dinner for regulars (no booking).
• Prices were increased
• Customer loyalty cards were introduced and maintained on the business’s IT system
• New chef was employed
• Online reservation system via major online provider
• Online reviews and customers ratings

THE RESULTS
• 30% increase in revenue
• 20% increase in customer retention
• 10% increase in net profit
• 15% reduction in wages (due in increased efficiency & uniformed procedures)
• Increase in turnover per table
• Improved reputation, brand equity & goodwill
• Improved business value
• Increased employee satisfaction & retention
• Return on investment in customer service management
• 25% increase in walk ins and online reservations

REGISTER FOR ONE OF OUR WORKSHOPS

