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• What is the difference between service and hospitality?
• Well, performing a quick Google search you can easily find the definition of 

service.
• Basically, its performing necessary tasks for a person.

• The definition of hospitality is readily available as well.
• A hospitable experience is about impacting the way people feel. 

• In comparing the two, I think its pretty obvious that we need to be focusing 
on hospitality.

• Service is a necessary part of hospitality, but hospitality is not necessary to 
provide service.

• Today’s Guests expect more than hot coffee, a comfortable seat, and good 
food.

• Our Guests deserve to be recognized, respected, and appreciated. 
When we do this for our Guests, we are showing hospitality.

• Executing flawless service is just the beginning when it comes being the 
leader in hospitality.
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• While preparing this presentation, I came across this quote. It’s been attributed to 
many people, but Mr. Buehner was the first. To me this quote is the definition of 
service vs hospitality. 

• You can check all the service boxes; greeted immediately, beverage provided, 
deliver the Guest great food, and still be forgotten.

• Guest service isn’t just about the product or service provided. It’s about how you 
make the Guest feel before, during, and after their meal.

• It is the extra steps of welcome greetings, smiling faces, gracious interactions, and 
genuine care for the Guest experience that will they will remember and will set 
you apart.
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• Why do Guests leave online reviews? 
• Usually because of how we made them feel – happy, welcomed, seen, 

heard…also angry, dissatisified, or ignored.
• Our reviews reflect the level hospitality that our Guests receive from us.

• Here is a great review Yelp.
• Carol and the rest of the team could have simply performed the necessary tasks of 

checking for what had dairy in it and moved on leaving the Guest to navigate the 
menu for themselves. Instead, she made the Guest feel as if they mattered. 
Eventually this Guest may forget exactly what Carol did, but they will always 
remember that she cared.
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• Broadly we are in the service industry.
• So is every fast-food restaurant.

• The drive through is a great example of service. Tell them what you 
want, pull forward, and get it.

• Occasionally you will get someone with a great personality 
that is working the window, but generally it is just a 
transaction.

• Want to thrive? Come on over to the hospitality industry.
• It’s true that we become good at what we practice. 

• If we practice transactional service, the Guest asks and we deliver, 
we will be good at it. The problem is that does not make a lasting 
impression and ultimately our goal is to make a lasting impression.

• If we practice hospitality and create memorable experiences by interacting 
with our Guests, we will make those lasting impressions.

• As we all know a repeat Guest is far more valuable than a new 
Guest.

• Plus, the best way to get that new Guest is through word of mouth, 
or in today’s world through great online reviews.

• Advertising is great but nothing beats impressing Guests so much 
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so that they share their great experience and not only want to 
comeback but do so frequently.
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• Why do we want repeat Guests?
• According to a Harvard Business Review study, a 5% increase in Guest 

retention can increase profits by 25%.
• As I said earlier, repeat Guests share their experiences both online and with 

their friends.
• We keep them coming back by making the choice to make our Guests feel 

welcome and appreciated.
• Ask yourself this question; will Guests come back for service, or will it take 

more?
• The answer is yes, they will return for service, but they will return more 

frequently for service presented with hospitality.
• We do this by taking advantage of every opportunity to wow the Guest 

with our interactions.
• Genuinely welcome them into your restaurant.
• Greet them by name, don’t know their name? Learn it.
• Table touch and have a brief conversation, if that is desired by the 

Guest.
• A sincere thank you and invite to return.

• When we first reopened after the Covid shut down, I was 
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working at Tigard, and I overheard Mary thanking Guests as 
they left. To quite a few of them she said see you tomorrow. 
After hearing her say this a few times I asked if the Guests 
were regulars. Mary said no, I just want them to comeback 
tomorrow…

• Her delivery was so genuine that I thought she knew the 
Guests.

• We also keep Guests coming back because we know what they want before 
they need to ask for it.

• Not just their favorite booth, or their order, but by listening and 
watching what’s going on then anticipating their needs.

• The look on a Guests face when they are in need of something that 
they haven’t asked for yet and then it shows up on their table is 
priceless. This can only happen if you and your team are on the 
floor interacting with each other and the Guests.
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• As you can see here, we identified a new Guest then through the actions of the 
team and the manager on duty being on the floor ensuring every Guest is 
Delighted, they will now be a repeat Guest.
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• This Guest appears to be a first timer as well, but thanks to great service and great 
food they came back. Excellent hospitality was shown by the server who 
remembered the Guests from their previous visit.
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• Here you can see that Renee’s hospitality and attentiveness has created a regularly 
returning Guest.
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• All of these reviews have a couple of things in common.
• The hospitality that the Guests received made them feel welcomed and as 

if they mattered…because they do!
• They are also free advertising for your restaurant.
• And in the case of this review the team did such a great job that they 

created a new Guest for other Elmer’s locations as well.
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• Hospitality is sincere interactions.
• Hi, how are you today?! So nice to see you again.
• How many Guests are in your party today?
• Would you prefer a booth or a table?...I’ve got the perfect place for you; 

right this way.
• Service can be transactional.

• Hi, how many today?
• Transaction completed.

• Hospitality
• Hi, can I start you with a cup of Northwest Blend coffee or freshly-

squeezed orange juice?
• Service

• Can I get you something to drink?
• Transaction completed…again.

• By the way, I was once told that something is not on our menu…
• Here’s the biggest issue with the examples I am providing…you are not necessarily 

the correct audience. I am sure that every operator in here is already doing this, 
the question is…

• Is your team providing outrageously gracious service with every Guest? 
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Every time? Regardless of how busy it is? 
• When you are on a wait list is the person taking names giving their sole attention 

to the Guest that just walked in or are they task managing and just accomplishing 
the goal of getting the name, number of people in the party, and giving them their 
pager?
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• Everyone knows that our three areas of focus are outrageously gracious 
service, fresh fantastic food, and clean like new.

• I have spent my time today focusing on getting out of the service 
industry and into the hospitality industry.

• But no, we are not changing our focus because:
• Outrageously gracious service is service provided with hospitality.
• Outrageously gracious service makes Guests feel recognized, respected, 

validated, and appreciated.
• Earlier I stated that you are the wrong audience, but that wasn’t 

entirely true. 
• Do you want to see a higher level of hospitality in your restaurant?
• Do you want to see truly outrageously gracious service?
• It starts with you and your management team. You will need to 

lead by example.
• When planning your day, at least 80% of your time should be spent 

on the restaurant floor engaging with your Guests and team.
• There will always be an email that needs to be sent or read, but 

nothing should come before ensuring that your team understands 
that we are here to delight our Guests.
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• Well, everyone that’s my time today. Susan is up next to help us 
learn how to lead with empathy.
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