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Technology

Samuel's Success Story

he device on Samuel’s waisc

buzzed and he saw the message —

Table 7 calling for his actention.
Samuel walks up to the table where the
guest asks for a ‘Check’. Samuel pulls outa
PDA (Personal Digital Assistant) from his
pocket and touches the face of it couple of
times with a stylus and prints out the bill
from a printer attached o the device. He
places it in the folder for guest’s review. The
guest confirms the bill and extends her credit
card. The Credit Card is swiped on the PDA
and the bank’s confirmation slip is printed
out and stapled to the bill for the signature.
The process is then completed with the
guest signing on the chatge slip and is then
escorted to the exit. Samuel completed a
complete process of billing and settlement in
afine-dining restaurant during a peak-hour,
without moving away from the rable!
Welcome to our connected world of
technology!

Samuel is another ‘waiter’ who is well
mannered and sincere in his work. The only
difference is that Samuel has been trained by
the property in which he works, to handle a
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PIDA, a pager and the processes that include
these two devices. Samuel was quite at ease
handling these devices as they appeared to
be similar to the mobile phone that he used
outside of his workplace. But what Samuel
did during his interaction with his guest
actually wowed them. As he escorted them
to the exit, Samuel explained to them how
the restaurant believes in increasing its guest
service levels with use of some technology
and lots of common sense.

Couple of months before, the situation at
the restaurant was quite chaotic. Business
was tottering between average and less than
that during the weekdays, and some unusual
spikes over weekends. It wasn't clear to the
management whether global economic
situation was truly impacting them or not.
The weekday revenues seemed to confirm
that, as revenues were less than desired, while
couple of weekends saw huge turnout for no
apparent external simulus. During such
periods, the restaurant staff was quite hassled
and on many occasions there were rush
orders placed on the stores to cope with
demand. The hostess at the front desk was
found calling names of people who didn’
show up and yet there were a lot of them
thronging at the gates to enter the restauran.
Whiters, including managers were frenerically
running around to take orders and deliver
them. The traffic between tables and
kitchens appeared to be a straight lift from a
slapstick comedy movie. ... a horrendous
collision in waiting. Guest service was
perfunctory.

The managemenc realized thar in this
competitive time, survival meant innovation
and beter guest service. These had to work
hand-in-hand with food quality (the very
basic ingredient) that had to suit the palates
of its discernible guests. The customers gave
feedback, which confirmed the facr that
while basic service was in place; the wow
factor was totally missing, That meant repeat
business was improbable.

Waiter Call

The management knew that the stafl was
a commirted lot. Inabid to support them
and its business they turned to technology to
address their business concerns. Basic

automation like billing, inventory
management, accounting was in place. In
order to be innovative, the management was
advised to look at niche solurions that
provided specific capabilities that improved
the overall process.

The restaurant invested in an application
called “Waiter Call System’. This system used
conventional pagers that were given to
waiters, which connected to a base station,
installed in the kitchen. The base station
supported multiple pagers and
communicated via wireless technology
specifically with each one of them. Wairers
names were noted against their pager
numbers on the base station, which made ==
easy for the kitchen to contact them easily.
Chef pressed ‘13" and Samuel’s pager buzzect
with a message - Table 7. This indicared
that order of guests on Table 7 was ready in
the kicchen. Further, when the Chef had =
communicate with all waiters, to announce
depletion of an item, he just had to press 2
key and all the waiters get the buzz on thes
pagers. Within a very short period of fime.
there was a significant reduction movemen:
of people to and from the kitchen. The firss
problem was solved very quickly.

Following this, the restaurant
implemented another simple, yer effective






