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Introduction - What are we doing? Results - Where are we now?

We are studying the factors that predict a
restaurant’s long-term success or failure.

The hospitality industry is a field that
requires one to be great at a variety of subjects, from
real estate,product development and manufacturing,

The research conducted produced a good deal of In addition the research generated specific information
knowledge concerning restaurant success. Much of about forces bearing on restaurant success [4], such as:
the information concerned either the technical
planning of a restaurant and its concept or the
interpersonal relationships between the many points

« Having a well-defined concept
» Recognizing the family cycle of the owners

BUVILDUP. ..

iﬂV‘EﬂtﬂI'y, hlfll'lg, tfﬂiﬂiﬂg, and service dEﬁvEI‘Y' LEveL 5 FIRST WHO ... CONFRONT THE HEDGEHOG CULTURE OF TECHNOLOGY of contact within a restaurant ﬂpErﬂtiﬂﬂ. and EIT{plﬂyEES .
When any combination of these elements is not T N T B TS BT TP BT T YT Of note. three interesting concepts arose from + Extensiveplanning
adequate, success becomes difficult. the research: » Priority of having relationships with the
With ’Ehis knowledge in mintfl illfﬂI‘ITlEltiﬂIl »  The framework to go from Good to Great [2] Eﬂmml:llllity over formal marketing and
about what kinds of systems and philosophies = s « The “virtuous cycle of enlightened hospitality” BTN : :
contribute to success and avoid failure is important S s g by Danny Meyer [3] » The OWLCIS having knowledge in all areas of
for hospitality managers. e The Service-Profit Chain model R i
Wh ; - Fgure: 1. Goad: 10 Grest Framework £<] The first concept dealt with how managers Conclusions
y are we doing this? P _ ag
o _ Employees shupld approach Elanmng and executing a successtul The results from the research gives clues about the
T!lE hu:f.;pltahty industry suffers frt_;}m a notion of / \ busmes‘S: plan, tf_lklﬂg .examples f.I'DITl a St‘l_d}’ of 1,435 importance of human relations within and outside
high failure rate as well as issues th_ high Em.PlUYEE 0 - COTNPARIES that 1dent1ﬁedi 11 businesses with _ of a restaurant operation. When seeing the research
turnover and poor employee-supervisor relations. YL SEOIE HEe substantial performance 1fnprnvements i ’E1me. information as a whole, a relatively comprehensive
_ The secundiand t,hlrd onceps d?alt with pool of data was generated but much of the data had
A potential benefit of this research is better interpersonal relahﬂnsl.nps w1_th1_n a bmf.mess and similar findings.
‘understanding of what separates a successful . . both suggested a paradigm shift in pacngthe One article stated that “restaurant failure
restaurant from one that fails. Consistent elements Suppliers Community Eml?l‘DYFE satistaction as the highest priority. This rate is affected more by internal than external
~of success could be valuable in guiding managers v notion 1s seen CPHCEP’CUEHY to make bEﬂEﬁmfﬂ factors, although both apply”[4]. With this
to better management techniques, leading to relatmn:s. hips with connected fa.cturs that ultimately statement made restaurant managers should focus
‘benefits like increased profits and higher Figure 3. Danny Meyers “Virtuous cycle of Enlightened Hospitality" [1] benefit investors and profitability. not only on the technical aspects of an operation.
employeemorale. Because the hospitality industry is one that is relies
Operating Strategy and Service heavily on personal interactions, it may be wise to
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Retention

We are investigating these factors through a
multidisciplinary perspective, incorporating
» a case interview with William Myers (a
local restaurant owner and franchisee)
» scholarly journal articles within
business management and

Employee Customer Customer

Satisfaction Satisfaction Loyalty Future Work - Where to next?

More investigation is needed to connect:

Workplace design Employee Service concept Retention

Job Design
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