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Partnerships

for Profit

BY BARRY MORGAN AND JOHN NICK

ohody ever listens to the food
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service staff! It takes forever to get

anything done around here and all the owners ever think about is
saving money. Even when they do ask us for ideas, nobody ever
listens. There’s lots of ways we could be better. The sandwiches are
boring, the plates are chipped and the cutlery is cheap and bent.

The kitchen is never really cleaned and the equip-
ment is always breaking down when no one's
around. They never treat us with much respect but
they expect us to go cut and serve their guests
enthusiastically. We are supposed to take pride in
our work But how can we be proud of this meny,
it hasn't changed for a year. If we have to serve
sandwiches, why not make them great sandwiches.
And why can't we get that special local brew every-
one is asking for? We never seem to do anything
new around here! Even our regulars are starting to
complain, but nobody seems to listen to them
either. Doesn't anybody care? Why don't the own-
ers check out the competition and see what's really
cooking these days? All we ever hear is there's no
money in food and beverage. If that's true why
should I kill myself trying to make this place a suc-
cess? I'll bet if I was running this place I could really
turn things around!

Does this sound familiar?

Partnerships for Profit is not about your oumership,
your investments or your hard work, It is about

making the best use of your available resources. It's
not about losing control or relinquishing decision-
making. But it is about sharing the thrill of success.
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after us they did. The moment
we arrived at the clubhouse to the cost of running your opention. Your
the doors were opened for us.  standards must be higher than ever before
We were greeted with a
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The most important of these is that suc-
Blond together
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So you too have decided ~ When vou're building widgets it may be
you want to be the best!

possible to measure your success merely on
You've determined the the basis of what you produce. The product
only way for your food  is what counts. However, in the food ser-
service operation to suc- vice industry, your product is dealing with
ceed is by providing people. What you produce hecomes inti-
exceptional service and  mately entwined with the way you produce
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good, Regardless of whether they are in

your lounge for a quick beverage after their
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prepared to receive her. ment there is no such thing as an unhappy
If you are sincere  repeat customer and there are very few

in your quest for successful one-time service operations. Even
success you will

if you are the only club for miles around
need to be willing  you most certainly are not the only game in
to succeed - in town.
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Bon appetit!

Naturally, the golf course must be in
great shape and the food outstanding But
attached. Years ago  no matter how tasty the steak, if it is served

that price was sim-  with the wrong attitude, the meal and per-
ply ingenuity and hard work. Long

haps the entire day will be unpleasant.
hours and dedication to your customers Remember “attitude of staff” is the number
Let's hope the recipe above is papulzr earned you a reputation that did you one reason why most customers do not
only at your competitor’s golf courses, proud. Too bad that's not enough anymore. return in the food service industry:
In recent years the food service industry ~ Conversely, even a mediocre event can
Recently we enjoyed a visit toa local ~ has changed dramatically. Competition has  become a memorable experience if your
club offering that "Private Club for the increased significantly. Nowadays, your cus-  customers are properly “entertained” by the
Day' experience. And what an experience!  tomers and your staff are far more knowl-  staff who have been motivated to add “siz-
We felt like we were the only customers edgeable and therefore much more zle to the steak’,
they had to look after that day and look demanding. Government legislation has
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grown like a mushroom, adding enormously
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It is impossible for negative staff to pro-
vide positive service, Motivated staff are the
key to success in food service management.
You depend on your staff to ook after the
details, doing all the little things that will
earn the appreciation of vour guests, They
must go beyond the technical execution of
their duties and add a warm personal touch
to their efforts, The tired old concepts of
“divide and concuer” and “merely inform
them on a need-to-know basis” are no
longer relevant in today's workplace.
Ultimately, you depend on your employees
for your livelthood and your success rests in
their hands Therefore, it makes sense to
consider them as active partners in your
business operation and to ensure that they
bring a positive outlook to your partnership,

The dictionary defines a partner as 1. an
associate in an activity or sphere of com-
mon interest”. Other definitions include 2,
spouse”, “3. either of two people dancing
together”, and “4. a member of the team in
a game or sport”, Metaphorically, any of
these definitions work.

Successful partnership rests on the
respect given lo each member of the service
team, and on the trust vou genuinely
extend 1o the staff'in their efforis to achieve
success for you, and for themselves. Never
forget that your employees also seek suc-
cess. And most have the desire to improve
even when your support is not evident or
given. The hey is harnessing their talents.
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Ouwners, management and staff must work
in unison towards the organization’s goals
and vision as interdependent individuals
actively seeking a common objective. There
must be a strong degree of trust between
the owners and the people that work for,
and with, them and this new level of
respect is paramount for lomorrow’s lega-
cies of success. Coming to terms with this
fundamental principle is not insurmount-
able,

As an operator your natural fear of losing
control adversely affects the positive
momentum of your success. This “control
paranoia’ may be defined as a lack of trust
combined with an inability to accept others
making decisions, on your behalf, in the
best interests of the operation. And we are
all at least a little guilty!

The transition from familiar central con-
trol to a more broadly-based partnership
will be difficult for some. The necessary
controls will need to be in place to permit
the development of a sense of trust within
your organization. Expectation levels will
need to be clearly defined and your staff
will need o understand the goals and
objectives of vour organization. The vision
and values of the business will need to be
supported. Ir the ideal world, these will be
shared principles which you have devel-
oped with your entire team and which your
team has sincerely embraced.

Food service employees often express
with frustration that they lack the opportu-
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Birds will never fly if
they are always caged!
Let the birds fly.
When the birds soar,
your spirits will soar too.

nity to participate and that they are afford-
ed little personal recognition for their
efforts. Many owners and operators believe
their staff work only for the money. They
are wrong! Of course competitive remuner-
ation is important, But money must never
be considered a long-term motivator.
Repeatedly studies have shown that bonus-
es fail to motivate. On the other hand per-
sonal pride as a result of participation in a
successful venture and mezningful recogni-
tion for the efforts and contribution to this
sticcess is treasured long after the cash has
been spent!

Unfortunately, this “new’ approach to
running your business in not something you
can simply announce on Monday morning
and expect to have in place by Friday after-
noon, It's a long process and you will need
to be prepared to accept initial failures
along the way. Mistakes are a natural and
necessary part of the process. Once recog-
nized, these temporary sethacks can and
must, become opportunities to cultivate the
development of your partnership with your
staff.

There are ten progressive steps to build-
ing a long term Partnership for Profit.

1. Establish a vision for the future and
develop clear corporate boundaries
within which you are willing to work
based on your fundamental principles
and ideals.

2. Seek team leaders with the attitude




and stamina necessary to carry
your organization toward your
vision.

3. Share your vision with the
stakeholders on vour team.

4. Establish team objectives that
reflect the team's desire to
embrace the corporate vision
and values.

5. Provide the team members

with sufficient tools and * Make your gopr Ponse
el
training to carry out their and the way they am!:;‘:_ud ‘_’F what they do
duties effectively. Contingalfy o ng it
6. Encourage your team to efforts ¥ thank mdividuaﬂy for individyq)

take chances. Allow them

1o make mistakes without
condemning them for their
initial failures.

7. Develop a positive atmos-
phere where team members
contribute to each other's
deve opment.

8. Establish an effective
system to measure and
report results.

9. Let your staff garner the credit for
your success. Celebrate the little
successes as they happen. Dismiss
the failures, but learn from them.

10. Trust your staff and teach yourself to
appreciate the efforts they are making
on your behalf. Expect extramely high
standards but guard against taking
these for granted.

We all know that as the owner or opera-
tor your views and decisions must always
be right - right? WRONG!

Let the birds fly.

As the partnership grows, your role as
owner or manager will need to evolve as
well. The success of this underaking will
depend on the long term focus of your
efforts. Doing it your way will not be the
order of the day. Rather, you will need to
become the messenger, a presenter of ideas,
the coach on the sidelines directing the
plays, If you want your team to be effective
you will need to let them make the plays.
Your job is to provide the resources neces-
sary lo ensure the success of your team.

Reward the team for
Focus o solutions

Kt{?p the atm
(at alm, e

Implement ,
Articipation ang Recogn;

team SUCCesses

Phere positiv
ost any cost) DPositive
Program of emPJO_Vee
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The results and information gained
from the measuring tools you employ will
need to be shared in a positive climate,
Complaints for example should no longer
be cause for discipline. Instead, they must
become a device for learning. Over time
you will need to embody the concept that
your employees are keenly on your side,
What they do on accasion may not he
exactly right and this will affect the whle
team. However, on these occasions your
long-term success would be best served by
examining the impact this activity has had
on the other members of your team and
the overall organization than by focusing on
the individual who has committed the
indiscretion, In such a climate, over time,
the players on your team will police them-
selves and positive attitudes will flourish
We all want to be part of a winning team.

A short list of a few ideas that have

worked:

s In-house idea fairs — staff culinary compe-
titions / menu presentations
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® Attendance at one-day semi-
nars — motivational/manage-
ment/trade/first aid courses
» In-house presentations with
guest speakers or local suppliers
* Trading places - let staf trade
jobs with their co-workers for
bricf pr_'riods
® Rewards based on implementing
cost-saving ideas / Newsletter -
employee recognition
» Wall of champions — Post pho-
tographs of achievers highlighting
their special performance
* Local Conferences / Trade Shows
/ Encourage membership in local
professional associations
e Initiate staff charity drives to raise
funds for special causes
* Staff celebration with families —
Summer Family Barbecue
* Tournament Day for suppliers and
staff
» Site Visits to other locations
/Regular staff meetings, evaluations
and reviews
* Press Releases with local media
* Local group activities — inter-club slow
pitch tournaments

Please let us know what successful
programs you have implemented.

JE
Barry Morgan

Batry Morgan has over 20 years™ hospitality
management experience In Kingston, Windsor and
Dundas Ontario. He is presently employed as the
General Manager of Marine Drive Golf Club in
Vancouver, B.C. Barry is a Fellow of the Canadian
Society of Club Managers and has served on the
Board of Cirectors of the Club Managers’
Asscciation of America since 1994,

John Nick

~John Nigk is the Principal of Golf Strategies &
‘Concepts, a Vancouver based consulting company.
As a recognized strategist and Industry facilitator
his professional activities include media editorials
and public speaking engagements. He has recently
baceme a published poet.
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