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study covers the experience of 437 restaurants with

ting eapacity of over 85,000 seats, employlng more

than 24,000 people. A total of 116 questicnnaires were ree

turned from 404 malled., The 118 questionnalires covered the

operating experiences of 427 restaurants since several of

the busines
The
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sas were operating more than one unit,

industry survey covered five objectives:
Identification of major personnel problems.
Turnover among restaurant employees,
Training offered in the industry.
Information on wages, salaries and fringe benefits,

Labor costs in the industry.

Getting exployees of satlsfactory caliber is the major

personnel problem. Motivating employees to do a satisfaotory
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Job 18 ranked as the number two problem, and development of
supervisory personnel is the number three problem, Weaknesses
of supervisory personrel were pointed out to be thelr ability
to motivate employees, their ability to organize the work of
enployees and their abdility to plan.

Personnel shortages are identifled as a shortage of
qualified workers rather than quantity. The shortage of per-
aonnel exists primarily with skilled food preparation workers
and supervisors,

Commnications between exmployera and employees is
rmalinly through supervisory talks, employes meetings, coinsel=
ing; and complaint systems. Only a minor number use merit
rating systems and interviews,

Turnover in the restaurant industry i1s at a very high
rate=«six out of ten employees are replaced each year, Of
these workers 33 per cent leave the industry voluntarily and
27 per cent are replsced btecause of unsatisfactory service.
The restaurant indastry is held together by about 40 per cent
of 1tas employees vho are loysl and motivated by the business.

There 1s a dlsparity in what operators sasy they think
of training and thelr actual practices. Six out of ten say
they think training 1a very valuable, three out of ten consider
it to be rairiy valuasble, while one out of ten say it has no
value. Only half of those surveyed reported any onethe-jod
training, and only 25 per ¢ent reported comnlete tralning

prorrams., A comnlete treining prorram was indicated as more
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than onethe=job training or an orientation program for all em-
ployees. Yore and more restaurants are using outsldo.trnining
agencies as a source of employment,

The average labor cost of all the restsarants surveyed
was 33.7 per oent., Fringe benefits offered by the restaurants
ranged from 6 to 15 per cent of tre sales dollar, Considering
the fringe additions the true cost of labor would averare close
to 40 per cent,

Almost a quarter of the operators stated that over the
past ten years they have given wage increases to motivate
workers to do s better Jjob, About the same number have glven
increases to obtain better quality employees. Twenty per oent
reported giving wage increases to meet competition from oute
side the restaurant industry and 15 per cent granted insreases
to meet competition from within the industry, Ten per eent of
those reporting gave inoreases to meet union demands.

The one resource in the restaurant industry which has
not bveen effestively devecloped 1s personnel, These problems
are not going to solve themselves, MNanagement sust assume its
responsibility of creating more efficlency in the business,

The development needs to start with top msnagement. From this
point, the greatest effort shoild bde exerted in the develope
ment and training of supervisors who ¢an help share the manage-
ment burden. Only when these phasas are sccomplished can
proper attention be focused on the workers and eoncentration de
pinpointed to training the employee for maximim productivity

and effieclency in the restauraent,
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CHAPTIR I
INTRODUCTION ARD TIIR SURVTY MUTHOD

In the past, siccessful roginirant operation has dbeen
1dentifled with, and dased on the conatanta of good food, good
service, pleasant atxoaphere and proper pricinge Preaent day
egonomics dictate a reallzation that the variables in successe
ful restaurant operation go far beyond these four basic fundae
mentals, It 1s recognized by all associated with the food
gervice industry that more is known about fallure in this field
than about success. Yany publlications deal with fallures and
the causa2g, but few spell 0.t In a specific way why restaurants
offering sinmilar services and prices »oth suzceed und fell .
within close proximity to eaczh other.

The restairant industry 1s a huge complex, dwarfing in
size such Infustriss ss steel, a:tomotive, electronics, and
many othors, yet the typical unlt in the inlusiry is a small
biisineas. Over three hundred thoasand of these individual
baginesses make-up the complex w.ich 1s 'mown as the restaure
ant 1ndustry.1 It has long been a fact that the indlviduality
ol Amerlca's amall tusiness entrejreneur creates a consideradble
barrier to the exchanze of information leading to the devslope

ment of prinociplas In dbusiness. Nevertheless, a study in this

lxational Restaurant Assoclation, Marketings Report
(%ashington, D. C., Yay 16, 1961), pe Se

1
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industry which employs more than a million and a half people
and which now occupies such an important place in the markete
ing of food in America should prodiuce a profile and be helpful
in identifying basic practices in the 1nduatry.1

Thia study 1s devoted primarily to a better understande
ing of the philosophy of management in the industry as it is
reflected in personnel practices. Peraonnel practices and
ladbor costs, which are completely inter-related, are of parae
mount importance to successful restaurant operators, It is
increasingly more evident that in the restaurant industry the
first need of management is sound personnel policies and prace
tices which lead to greater human efficliency and more signifi-
cant control of labor costs, This study, therefore, is
undertaken with the folloving objectives in minds

1. 7To 1dentify the major personnel problems of
the industry.

2, To examlne the turnover prodblem among restaurant
employees,

3« To study the training offered in reastaurants.

4., To compute information on wagzes and salaries.

S5« To examine labor costs in the industry,

For many years the restaarant operator has been caught
in the squeeze between rising labor eosts and a rather inflex-

ible sales price eoning.2 Because the industry 1a highly

1U. 3., Bureau of Labor Statistics, Employment Outlook
in Restaurant Cceupations (19€1), p. 730,

23, Terry Radigan, The Restaurant Industry (Washingtom,
D. Cut Hational Restaurant Assoclation, 1961), pe 1.
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competitive, increased costs are only slowly passed on to the
customer, The reataurant operator feels that his customers
will accept price increases on almost svery product which he
buys, but will not aceept increases in restaarant prices. The
operator, being fearful of loss of business, is more apt to
offset additional labor costs by attenpting to reduce other
costa than he 1s to increase prices,

The technology of the restaurant industry is only
slowly developing. The faot that labor costs are rising five
per cent per year indicates that the produstivity of each emw
ployee i3 not rising comensurately with wage and salary ine
oroaaoa.l Workers in the restaurant industry differ little

from those in other industrlgs.a

Though thelr motivation and
attitudes have never been studied satisfactorily, there 1s 1little
reason to doubt this statement, What they lack are the tools
and other AQevices to ralse their own produstivity, This study
13 not econserned with this particular phase of the problen,
It's major concern is with the human organization and the teche
niques usged by operators to manage psople, The heart of the
peraocnnel problem 1a management's abllity to direct the efforts
of its people and increase the worker's officlency.

This study is based on information obtalned from a ques~

tionnalire consisting of twenty basic questions and on an

lNational Restaurant Assoclation, Fashington Report
(**ashington, D. C., September 11, 1961}, p. 1.

B¢1111am ¥, Finlay, A« Q. Sartain, and Willls ¥, Tate,
Faman Behavior in Industry (New York: MNeGraw-Hill Book Oo.,
1555), pp. 201212,
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appendix covering the tackground of the respondents, The
questionnalire was mniled to 404 selected restaurant bvusinesses
throuarhout the country. Broadly speaking, the information
soucht through the questionnaire included the followings

1. Identification of the type of tusiness, their
managers s«nd employees,

2. Personnel prodblema that are common in the industry.

3. Turnover in the industry among various classes of
enployees,

4. The types of training preasently offered in the
reatauarant industry.

5. ¥ages, salarlies and fringe benefits,

6. The broad prodlem of labor costs,

Table 1 12 a breakdomn of the total sample malled, Ape
proximately 28 per cent of the queationnalres were completed
and returned., The returned samples were carefilly checked for
completeness ard validity., Certaln questions provided a eroas-
check on the ascuracy of the iInformation supplied, The informae-
tion from 116 usable gquestlonnuaires 1s included in the tabulated
resalts, The information Iound in this study is based on a
ecross=section of types of succesaf:l basinesses, bdase? on years
in operation, and thelr prastices. The cdata comes from inde=
pendont snall operatora as well as the presideonts of large
chain restaurant organigations. A dellberate attempt was made
to ottaln Information from many of the most prominent merbers
of the restaurart industry., Replies were received from highly
reapected firms vho have a k¥nown reputation for socund manage=
ment. Some of Arerica's foremost restairant operators coe-

orerated in supplying the information.



TABLE 1

G OCRAFPHIC DISTRIBUTION OF SAMPLI
QU STICKEALRE MAILID AID RETURNELD

Percantage Yercentace Ko, of Rese~
Georraphie of Total of Total taarants in
Distribution Malled Retarned Operation®

l, New Zngland 12.4 8.6 19,5458
2., 1d Atlantioe 17 .4 12.9 76,670
Se South Atlantis 19,8 12.9 36,741
4. North Central 30.9 30,8 113,215
5. South Central 4,9 14.7 44,793
6, Mountain 4.9 8.8 14,151
7. Pacifie 9.7 12,1 30,625
Total 100.0 100,0 344,740

™1958 U, S. Census of Busineas

Table 2 18 & breakdown by restaurant types of the 116
returned usadble questionnaires, The restaurant industry can
be subdivided into perhaps 25 1dentifiable tyres but few res=
taarants offer a sinsle type of service. Vost offer two or
more reolated but different types of service to thelr customers.
Nevertheless, to assure that the semple ocovered a wide cross~
section of the total industry, questiornelires were mailed and
replies were rea~ivaed fron cafeterlias, tehle service, snce
elalty hoases, fast food service, incduistrlal eaterins, lunch

coanters, drive-ins, srack bars, and others.



TABLE 2

DISTHIBUTION O 118 «JoLSTIONNAIRKNS COMPL.TTD
ANWD RETJRN!D BY SLRVICE TYPES

— i — o —_—
Types of Percentage

Restaurants of Sample
Cafeteriasn 18,9
Table Service--Independent 21.3
Table Service-=ultl unit 10.9
Specialty Houses 12,6
Fast Food Service=«Drive~In 11.5
Industrial & Exccutive Feoding 5.6
Clubdbs 6.5
Sandwioh~=Lanch Counters 1.9
Snack Bars " 1.9
Coffee 3Shops 1.9
Employee Canteen S8
Dairy Ianches 3.8

Jdertification of the Respondonta.

It 13, of course, impossibvle to identify respondents to
a qiestionnaire in & composite surmary. Tach of the individual
respondenta has besn assured that the information sipplied by
them woald be held in confldence. FKevertheless, discuasing cere-
tain characteristics of the businesses included in the sample
will be meaningfal to the reader.

Table 3 indicates that the organizations irncluded in the



TABIE 3
YLARS AS A BJOIRUZS LNTZRPAISE

Years in No. of Perceontage

Business Restaurants of Sample
51 or more years 9 7.7
41 to 50 years 6 5.2
31 to 40 years 11 9.5
21 to 30 years 12 10.4
11 to 20 years 42 36.2
6 to 10 years 26 22.4
S years or less 10 8.6
Total Sample - —
116 100.0

Range 1 to 83 years
Average ycoarse-21

Fedlan--25 years

sarple are mature businesses, Two out of three of the organiza-
tions supplying information for this study had ten or more years
of busineas history. Only 8.6 per cent of the sample had less
than five ycars of business experience. Collectively, the
sample group reported over 1500 years of business history,

This last figure shoild impress the reader with the fact that
the practices reported upon in this survey have been tested in
times of labor surpluses and extreme labor shortages. Since

no sincle year In the last twenty can be ezlled typical or



TABLE 4
SEATING CAPACITILS OF THR SAKPLE GROUP

No. of Total Average

Locations KRo. Seats Seating
Single Address 31 6,321 204
Two Addresses 24 4,405 184
Three Addresses 28 8,509 200
More than 3 Units 344 €8,800 200
TOTAL SAMPLE 427 86,125 199

average, the views expressed by the sample group become muech
ricre meaningful with this in mind.

An 1dentification of sige of the businesses whose ex-
perience is reflccted in the sample 13 supplied in Tadble 4.
The 116 Qquestionnalires cover the operating experiences of
427 restaurants with a total seating capacity of £5,125.
Three hundred seventy~two of these restaurants were in groups
operating in three or more locations, Thus the sample is
biased toward the experience of chain organizations, Yet the
entire study 1s Jjustified on the basis that chain organiszae
tions are usually the leaders in applying the lateat menage=
ment techniques. Independent operators usually pattern theip
practices after those of the chaln organizations, Furthere
more, it 18 the chaln organigation that 1s subjected first to

unionigzation and the effects of federal and state eontrol.
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Since these people are leaders in adopting personnel practices
and since the independent competes with the chain, thelr prace
tices are of immense interest, The averace restairant as is
indicated in Table 4 had 199 seats.

There was very 1little variation in the sisze of the res-
taurants reported upon. 4ll fell within the narrow range of
164 to 204 seats, Twenty-four thousand, two hundred fifty-twe
regular employees are used in the cperations of these 427 res-
taurants. An acdditional 3,473 employees are used on a seasonal
basis. The typical restaurant in the sample emploved 59 regular

employees «nd 3 on a seasonal basls,

TABLE §
UNIOH V3 NOR«UNIONw=NCN=KANAGENZNT EMPLOYEES

Peraentage of

Representation Total Sample
No Union Contract 55,9
Completely Union 18.9
Some Union 25.8

Total 100.0

UNION VS HONUNION RTPRUSTNTATION
KULBER OF FPLOYERS

Union 15,165
None-Unlon 9,087
Total 24,252

Table 8 indicates that 55 per cent of the sample group
had no union c¢ontract, Of the remainder, nesarly 20 per cent
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(13.9%) were ocompletely union and 25,8 per cent had contracts
on one or several claesses of employees, 0 the total nurber
of regsular employees renorted upon 15,165 helonced to unions,
Nine thousand elghty-one were non-union,

There were no questions included in the gquestionnaire
requesting information on investment in the restaurant unit,

In a previous study the filgure of §1,000 per scat per seat was
estimated as the average cost 4in bullding s modern restaurant.
On this taals, the sample group invested £3,389 in order to
provide a job for one employeo.1 Since compilation of this
data, eatirutes on aversse cost per seat have increased to
$1,500,%

In studying thls report, the reader should always bear
in mind that the sample taken was first of all from very suce
cessful resteurarts with long years of experience in the field.
The vagt majority of the restaurants reported upon were chain
units, Yo ¢lain is made that these restaurants are better op-
erated, more profitable or have better employee relations than
the independents, XNowever, chain organizatlions tend to have
rather uniform and standardiged operating policies and prose~
dures, DBecaise of thls, the stidy of thelr personnel practices
1s easler and more practical. A rather large group of employers

and thelr practices is recorted upon in the chapters whigh

1ponald Greenavay and Gertrude Blaker, A Study of the
¥erghandising Vxreriense in Five Classes of Sugcessful Rege
taurants (WVhite 7lains, Heletl Ceneral Foods Corpe, 19585,
Pe ®

2Intorview with 3am Horwitz, Prestdent, Iquipmant Xfgz,
Co., Chicago, Illinols, Kovembder 15, 1962,
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follow, Chapters II, III, IV and V report and discuss the

data compiled and tabulsted from the questionnaire,



CHAPTIR II
IDENTIFYIRG THE PURSONIEL PRODLEYS
Or THE IKDUSTRY

Overwhelmingly, people connected with the restaurant
field state emphatically that there is an ever present snd
growing shortage of satisfactory employees in the industry.
In personal disocussions with management, the pattern of their
oormonts 18 remarkably econsistent, Regardless of geographiecal
area and regardleas of the size of the operation, preaidents,
general manacers and supervisors say the same thing,

Managements! views of their personnel problems are set
forth in Table 6, An overwhelming majority of the raspondents
1dentified a shortage of employees of a satisfactory calidber as
the first personnel problem, MNotivation of employees ranked
second, Actually, this 1s a restatement of the first premise.
Dissatisfaoction with present employees here is stated as low
motivation, Management's answer would be that if satisfactory
employees could be found, the motivation problem would disape
pear. Again, viewing induatry's problems through management's
eyes, the development of supervisors ranks third in order of
importance, A close examination would indicates that the first
three problems are interrelated. Maonagement views the develop-
ment of sapervisors as a difflcualt probtlem since they measure

superviscry ability in terms of developing a staff and motivate

ing workers. Since employees of satisfactory calibver cannot

12



AT(T T
TA ! ials

HARAGTY WNTS3Y VINW3 O THE PTRIONLWL FROBLTHS
OF TIZ RTSTAURANT INDISTRY RANKRD BY IMPORTANCE

£ Seleoting

Identified Problem Ranit Each Prodblenm
Employees of Satisfagtory Calibver 1 74.2
Ketivation of Employees 2 €3,8
Development of Supervisory Personnel 38 48,5
Training of Non-Mansgement Personnel 4 34.8
Selection of Supervisory Personnel § 7.7
Tuarnover (Food Prep. Personnel) 6 24.1
Tarnover Among Service Personnel 7 18.8

be found, those supervised cannot be properly motivated and
thus the problem continues, Tralning of non-menagement pere
sonnel 13 a function of supervision. Tarnover often is ate
tridbuted to poor supervision, Thus, the entire table and the
ranking of the problems 1s symptomatic of the same thing.
Foor seleotion, poor training and poor motivation are dblamed
for the continuing and never enclng shortare of qualified pere
sonnel at all levels,

Ko survey so far undertaken has indicated that there is
a quantitative shortage of perasonnel, Every job is filled,
tut management continues to seek hichly gqualified operating
personnel at all levels., The implication here is that the
shortare 18 qualitative rather than Quantitative, The search



1¢
for qualified execuatives, supervisors and s“illed people con-
tinues unadbated during periods of peak prosperity as well as
during periods of receszeion. Almoat every company reporting
in thils survey indicated that they would hire hi:hly skilled,
hirrly ﬁotlvatcd coclks, talers, food suporvisors, asalsiant
mararers &né marnagers 1f they could te located,

Uy to thia time, 1t has been é1fficult to measure the
qaantlitative needs for personnel in the restaurant field, An
annual addition of 35,000 a%illsd and supervisory personnel is
rerhaps a conservative e?timate.l The present level of traine
iny offered in the Industry and through educatlon is evidently
not mretin~ ths neads,

In connection with the devrlopment of sipervisory pere
somnal, {t $s Interestins to note what Mmanag mont thinks about
the wealmossea of tholr present supervisory staffs.

Table 7 Ldontifles the won'nosses, and ranks them in the
order of their fmportanse to management, The ability to motie
vate the employees rank%s as the first provlem. Preguently,
discussions with maras'mznt peorle prodice gorments to the ef-
feot that present dey employees do not care to work and are not
intereated in their job. It i1s apparent from Table 7 that a
part of the tlame for this attitude is assessed by managoment
to lack of ability on the part of the supervisors. The ssoond

and third ms jor wesknessea of suporvisors is the same thing:

IMQKInsey & Co.y, A Resaspen Studsy

Cooks ard Bakers fopr the heneflt of the Yote
i%ﬁffalo, N.¥Y,:1 1he Statler :ourndation, 1955), Pe e
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TAZLE 7

IMPROVING PRTSINT SUPFRVISZION WHAVHUISILES
OF PFANSRRT SUPIRVISCRY STAFFS

k———. -~ — e ———
% Choosing as Most
Ydenti fied Weaknesses Rank Important Wealness
Ability to lotlivate “mployees 1 31.0
Abllity to Orrantze ¥Work of Employees 2 29,8
Ability to Flan ¥Work 3 14.8
Overall Job Krnowledre 3 14.8
Carrying Out Company Policies 4 13.9

lack of a%illty to plan and orsanlze the work of employees,

Any managexent, whether in tha restairont fleld or in other
industriea, woild probhably gsay the same thing abous their sue
pervisors, Lack of Job knowledge ranked equally with the lack
of ability to plan work and rankod as the third 1dentified
weakness. Thla tends to indicate that restaarant sapervisors
in the main know thalr Jjob but cannot plan and orgenize the
work of exployees snd! motivate them to do thely Jobs, Also,
this tends to point up the fact that supervisors' preatest
protlern in the rostaurant fleld 13 mainly in tha ares of manage
irn; people prather than in the need for further development of a
hich degree of technlcal akill, It would seem that the restaure
ant industry's supervisors are oriente? upward toward thelr
bossas in management and that they do csonform in goneral to

company poliocles., This 13 borne out by the faot that failure
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to carry ocut company policles ranks down the list as the fourth
weakness, and not a major one at that,

If these views of management are typlcal of the industry,
then 1t can be assumed that the supervisory talent now in the
industry has sufflolent job knowledge and is able te carry out
company polisies but lacks the abllity to plen the work of em-
ployees and motivate them to do a good job., One reason for
this has already been pointed ocut as the sontinuing and never
ending shortage of skllled people from which to select the
best. In mansgement's eyes, the beat certainly includes
people with dulltein selfe-motivation,

Earlier it was stated that a qualitative shortage of
qualified personnel is the major personnel problem of the ine
dustry at this time,

Teble 8 tends to bear out this statement. It can dbe
seen that the shortages referred to exist among skilled food
preparation workers (cooks, bakers, salad makers) supervisors
of all clamses and service workers, Almost half of the respond-
ents (43.8 per cent) ldentified the first two classes as the
areas of greatest shortage, Only about 14 per gcent of the
sample reported a shortage of service workers, Nearly 18 per
csnt of the sample reported shortases of office workers and
13 and 1/2 per cent of the ssmple reported difficulty in finde
ing sanitation workers. There is obviously little shortage of
unskilled people.

It 18 interesting to note that the shortage of skilled

food preparation workers continues unabated as a worldewide
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TABLE 8
PRIKARY PIRSONSTL SIORTAGES

Shortages by Types % of Sample
Skilled Food Preparation %Workers 26.4
Sapervisors 22.4
Service Workers 13.8
Office Workers 11.8
Sani tation ¥Workers 12,8
Unskilled Food Preparation Workers 6.9
Others 8.8

Total 100.0

shortages The Itatler report stated that hotel managers and
exeoutive chefs tend to thinkx of this shortage in terms of the
difficulty of finding experienced, verssatile and highly trained
chefs who had been drought up in the European tradltion.l
Aataally, however, the need for highly skilled people ocuts
acroas all food preparation jobs in the kitchen, The need at
the time of the Statler report was for top chefs, cooks and
beginnera, This report contained an estimaste that there were
360,000 eooks and bakers employed in the hotel and restaurant
industry in 1250, Of these, 320,000 are employed in resteaur=
ants, This report estimated that 18,000 trainees were needed
snnually for these skills alone. The level of skill of the

11pid., p. 2
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cooks and bakers in the restaurant industry determines to a
great extent the quality whioch America's restaurants ocan bduild
into their produsts. A large sagment of the restaurant ine
dustry oonstantly faces the problem of replacing overeaged
skilled people with unskilled beginners or with employees with
1ittle training.

More end more the restaurant industry is learning to
rely upon the skill of ths supervisor for the maintenance of
quality food, for productivity, for satisfaotory servise, for
human metivation of employees, for cost control, for resord
keeping and myriad other dutlies, Thus, the need for more
highly skilled, experienced and capable supervisors, Dissatise
faction with present supervisors indicates that if anything the
shortage 18 qualitative here more so than in other areas, Nore
suparvisors are beln: used today in the industry than ever bde-
fore, yet the development, training and retaining of this class
of employee has been studled very llittle by manngoment.l There
are spsclal schoola and eollege level proprsms for managers
and numbers of training programs for akllled type personnel,
but very little attention has been gilven to this problem area?

Table 9 supplies the answer to a series of interesting
questions, The basic question 1st ™Yho is responsidle for the
selectlion of the peopls employed in the restaurant?” The anawer

supplied in Table 9 1is protadbly not typlecal of the industry,

1ponala Creenaway, Developinr Strong Food Staffs (Chioaro:
Kational Restaurant Association, 1G62), ppe. S=4e

2300 partial 1list of programs in bidliography.
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TAZLE 9

FURSONHIL REZPONSIALE FOR
S=LECTING EMPLOYED

P e — - ~d
Cocmpany Officlal % of Sample
Chief Fxecutive or Proprietor 44.8
Personnel Director or Interviewer 20,7
Supervisor 43.1
Others 10.3
113.0"

®Sample totals more than 100 per cent since some em~
pleyers use more than one individual to select employees,
This table indicates that the chlef executive, the proprietor,
the peraonnel director or an interviewer share the responsie
bility about equally with supervisors and others in the selso~
ticn of employees, In the typlcal chaln organization, eompany
exegutives select manasers; managers select gupervisors and ape
parently atout one-half of the other employees. The supervisors
select the employees under them in about half of the ocasss,
3ince there are few 3onpanies that employ a full time personnel
direoctor and/or interviewers, it becomes obvious that moat of
the employees selected for the industry are selected by people
who normally have little formalized training in the proocesases
of selecting employees,

Unfortanately the restaurant managzer oompetes in a di=

minishing pool of trained people with the department store, the
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industrial operation and others in the comminity on an unequal
basis of aklll in selecting the right person for the job, Bee
cause the restaurant menager 1a busy operating the restaurant,
meeting customers, talking to sales people, handling personnel
problems, taking cash, doling sccounting and many other tasks,
1t 18 doudbtful whether he has good sources of employees,
Farthermore, he is apt not to bs able to econduct an interview
and hire the right person for the job., If he is skillful, it
is probably because of his long experience in dealing with
people and his intimate knowledge of the job. It can be ase
sumed therefore that one of the bdasis problems of the restaure
ant industry could be aided by more attention by management to
the fundamental techniques of selesting employees.

An interesting view of the basksround of the exescutives
supplying information for this survey is found in Tadble 10 and
Table 11. The typilcal executive responding to the questione-
nalre has been in the business nineteen years. It ¢an de
assumed from Table 10 that ocur informants were mature expere
ienced people. Their judgmenta of psople and their adility
cannot be questiocned in view of their background. Yet, throughe
out the study it will be shown that even exscutives of the in-
dustry would benefit from further formal or informal studies
of their own businesses., A tremendous dividend would result
from a further study of personnel problems and management
techniques which have evolved in the more hirhly organised ine
dustries, FNot surprisingly, almost two thirds (643) of the

people who answered the questionnalre came from other fields
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TABLE 10

PACIIGROUNRD O TLALCUTIVUS
IN T RISTATRANT IKDISTRY

B e e e e e e

Experiences Eo. of Years
Worker Level 2 4 4 months
Sapervisory lLevel . 3 + 2 months
Manarement Level 6 4 6 months
Exeoutive lLevel 7

Total Years ;;

s

I

TABLE 11

PREVIOU3 EUSINTS3 FIFERICKECESes
OTHER FIZLDS

£ of Sample
Other Buisiness Txperlence €4,0
Only Restaurant Fxperience 36.0

100.0

to the restaurant industry. Another 38 per cent of the
sample had all of thelr working experlience in the restaurant
fleld, Sixtyefour separate flelds of endeavor ocontributed
executives, managers and siupervisors to the restaurant field,
¥ost of the bacioround fields however, were other small busie
rness fields, Very few professional people leave their flelds
to enter the restaurasnt business. Nany of today's restaurant

marnagers started in other flelds as workers, lany others were
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supervisors or minor executives and a2 few were sikilled workers.

Intezrating the information found in Tables 10 and 11,
leads to the conclusion that the typlcal respondent probably
had little experlience as a worker in the restaurant industry
and not much experience &3 a sipervisor before moving to a
management or executive position, DBecause these people did
not experience beinz "bosaed,” but were boases from their
entry into the fleld may indlocate why the gap In understanding
exists betwecn management and ungkilled workers in the industry.

In a later table, it will develop that it requires as
mich as 830 hours of treining to develop a supervisor or ase
sistant manager and up t o 5,000 hours of training to develop a
menager., Table 10 tends to verify that these estimates are
conservatively corrext. Todoy's restaurant menagers are more
apt than not to come from some other industry and to spend
only a short time as a worlter or supervisor bdefore moving into
a manager's position, Typically, their backrroand is llable
to be wesk in sapervisory skills and peraonnel handling. Dae
cause of this gap in career development, they are apt not to
e skilled developers of supervisors,

Frequently, 1t 18 sugrested that better comunieations
would solve such problerms as employee mctivation, training,
acceptanoce of policy, etec. Table 12 indicates that the nmost
corron methods of corrunicatlions dbetween employsrs and employees
in the restaurant industry i3 through supervisory talks, en~
ployse meetings, complalnt systems, etc.

Burprisingly, a sizable number ol these hishly organized
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TABLE 12

FINDIRG OJT “HAT ENPLOYZ-S THINK
LBCUT TREIR Jop3

B ooz : e
¥ethod Used Z of Sample
Erplovee~=3upervisory Talks 39,6
Frployee Xeetings 38,8
Frployee«~Counselor Talks 33.6
Complaint Systems 12,9
Ferit Rsting Talks 11.2
Attita:de Surveys 3.4
Ko Folley 25.9
Total 165,4%"

*31noe respondents use nmore than one mcthod, total adds
to more than 103 per cent.
bisinesses make no atterpt to find out from thelr employees
what they thin% asbout thelr joba, Only & minor number of those
reporting indicated that they use merit rating syatems and ine
terviews afterward with their employeea, Yet the vast majority
of the employers in the 427 restaurants do meet face to face
with the employees to discuss thelr job, working oconditions,
hours, etc. In a very real scnse, this table 1s encoaraging
because 1t reflests 2 shirft In rmanassment's thinking from the
day when the emplcoyes never spoke to the boss atoit hils Job to

the present when most of the erployers 3!t down with their
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employees at some time to evaluate him &3 an employee and hls
performance on the job. Table 13 is a further extension of
the information supplied in Tadle 12,

TADLE 13

INFORMIKRG THI LAPLOYEES
ABOUT TH® BU3INESS

Method £ of Sample
Bulletin Boards 44.0
Personal Contact 44.0
Employee Mesetincs 42.1
House Organ 17.1
Sugpestion--Systoms 16,4
Others 6.9
Total 170.5%"

®Potal of £ of sample more than 100 per oent because
respondents use more thsn one method.

Through bulletin boards, personal contact and house
organs, information is being passed downward from mapagement.
An evaluation of both tables would indicate that communicae
tions in the restaurant industry have moved out of the Hark
ages”and more nearly approximate the level of empleoyer-employee

corrunications in hichly organiged businesses,



CHAPTER IIX
TURNOVER IN THE RFSTAURANT INDUSTRY

Among the generalities freguently discussed by rese
taurant men is the statement that turnover among restaurant
employees is very high, Guesses are frojquently made that the
turnover rate 1s 100% in the industry every yesr. Of course,
such puesses gcannot be supported by facts for no official
figures are avallable on the total indistry. Kevertheless,
becsuse the rate of labor turnover is toth a measurable evie
dence and an expression of unrest and becaise turnmover raises
the cost of doing business, 1t is apparent that some informae
tion is desirable on this question, The cost of hiring, sepa-
rating and replacing employees is not insignificent in any
business, S3ome turnover is inevitadle and even desiradle, A
small turnover when bringing new blood into the induastry for
example can be very desirable., High turnover on the other
hand, can in itself be a seriocus problem to the individual
biisiness man and to the industry. Today more and more employers
are becomln; conscious of the direst coat of turnover because
of the natiocnewlde prosram of unemployment compensation and
the establishment of merlit rating provisions in all states,

If the experience of the sample group is representative
of the whole iIndustry, then six out of ten employees are re-

placed each year. The information in Table 14 of the total

25
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TABLE 14

TURNOVER AlLIONS EMPLOYDLS
BOTH UNION AND XONUNION
e s e — 4
Representation Total Employees Replacerent £ Turnover

Unton 15,165 9,551 €2.9
Non=Uni on 9,087 5,262 57.9
24,252 14,813 61.0

group of omployees bears out thla statement. It 1s interesting
to note that the separation or replasement rate is nearly the
same for union and non-union employees, ¥Xon-union employees
wore replaced at the annual rate of 53 per 100 and union eme
ployees at the rate of 63 per 100, This is a stagroering fige
ure when the total size of the industry is considered, Pure
thermore, this figure points out the immense job of management
in the restaurant fleld in finding, retaining and replacing
their staffs, On the surface, at least, it would seem that
there is great unrest and dissatisfaction among restaurant eme
ployeess. Highly organized industries requiring a great number
of skilled workers could not stand and would not tolerate a
turnover rate of such immenae proportiona. However, further
11sht 13 thrown upon the whole sub ject of turnover in the res-
taurant industry when Table 15 is considered,

Respondenta to the questionnaire were asked to give the
reasons why over the last ten years they had found it necessary

to replace workers, Disregarding employees who were added on
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TARLE 15
PRIMARY RUASOND CIVIE FOR RuPLACIWLNTS
OR ADDI I RS 10 STAPFTYR YSAR'YS VICS
s TATTZT R T T D A T e T S T S I O S S Ny
Reasons % of Sarple
To Replace Workers %ho Leave 37.9
Additions to Staff-Buainess Rxpanaion* 23,3
Terminated, Dissharzed, Lte. 27.6
Increase® Volume of Sales 11.2
L]
Total 100.0%

“Samplo does not include those who are added on a
seaaonal basis.
a seasonal basls the sample group reported that four out of
ten of the replscensnts (37.9 per cent) were rseplasements for
workers who left voluntarily, Three (27.6 per cent) out of
ten cf the rsrlacemsnts were necessary because of termination
of employees for unsatlafastory services. Twenty-three per
cent of the new people brousht inteo the industry were added
besruse of expansion of the restaurant plant and an additional
11 per ecent were brourht in bVecsuse of incressed sales volume.
Thus, of the people who are troight into the restsurant induse
try each yeoar 33 per cent replace rorkers who leave and 27 per
cent raplacs workers who are discharged,

It should not te concluded that all who leave a particue
lar tasiness volantarily or who are ¢lschar;e2d ultimately leave

the industry. Xany reasons compel workers to leave their jobs
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voluntarily., Many of the workers in the industry are women,
They enter the fleld, legve it and then return to it during
varlous perlods in thelr 1life. Young wcren marry, have famie
l1ies and then later return &3 a8 part-tims or fulletime ome
ployee., Others find 1t nocesssry to aurmont the farily income
and still others return to the industry because they find it to
thelr liking. lowever, tha tremendous nuzber of people who are
hired to replace thoas who are dischar;ed, incdlcates that finde
ing employees of a satislactory caliber, tralning them and ree
taining them 4{n the irndustry is indeed a major problem, A
single restaurant worker such as a cook may change Jobs free
quently Iin the same community and be rehired and discharzed by
the enployer a numbter of timss, There is no central elearing
house for personnel records of restasirant workers, Through pere
sonal experience of consuliing with managers of reataurants, it
is ovident that in many cas2a the work records and references
of workers are not checke? before hiring, Thus, unsatisfaastory
employees are not permanently weeded ocut of the industry. The
U. 8. Buresu of Ladbor Statistics iIndicates that the types of
personnel most frequsntly discharged or replaced are the une
skilled pooplc.1 Those with skill in food preparation and
service, supervisors and mariagers, are stable employees and
renalin with their employers over long periods of time,

Table 16 tends to verlfy the fact that many restaurant
workers remain with asingle employer for a relatively long

period of time. The manazers of the 427 restaurants reported

1U. S. Pureaa of labor Statisties, Ocgunational Oute
ook Handbook, Bulletin Ko. 1300-86, 1961, p. 731,
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TABLE 16

YEZARS OF EMNPLOYITNT "
AVERAG: Tuuyitn WITH RIUPORTIRG COMPANILS

== ‘ —
Averace Time on the Job % of Sample
0 to 1/2 Year 8.7

1/2 to 1 1/2 Years 10,3
11/2 to 2 1/2 Years 10,3

2 1/2 to 3 1/2 Years 13.8
3$1/2 to 4 1/2 Years 15,8

4 1/2 to 5 1/2 Years 13.8

5 1/2 to 6 1/2 Years 12,1

€ 1/2 to 8 1/2 Years 847

8 1/2 to 10 1/2 Years 1.7

10 1/2 to 12 1/2 Years 3.4
Avove 12 1/2 1.7

Total ;;;:;g

'Sample based on experiences of 427 restaurants with
24,252 employees. Averages arrived at by dividing total regular
ernployees into total service time,
that the average length of service of their employees was rela-
tively high, About 30 per eent of the sample reported averages
of 2 1/2 years, or under. Forty=two per cent of the sample
had between 2 1/2 and 5 1/2 years average servioce, Twenty-one
per oent of the sample had 5 1/2 to 8 1/2 years of experienae,

and surprisingly nearly 7 per cent of the sample had between
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8 1/2 and above 12 1/2 years of service. Considering that
these avera;es based on the service records of over 24,000 eme
ployees recorded by 427 erplcyers, it can be seen that a hirh
porcentace of restaarant erployees romain contlnually in the
industry, but that an even hi;her peraenta; 8 have becn in it
and with one employer only & short period of time,

It can be concladed from the data that the restaurant
indastry i3 paying 8 high penalty with labor turnover for its
fatlure to solve the personnel prohlem, It can also be oone
cluded that the restaurunt industry is held torether by 40% of
its employecs who are loyal to the industry, loyal to thelr em=
ployers and rotivated to do thelr best in the intereat of the
bisiness which provides them a living, It is true that the
turnover rate in the restasurant industry $s very hich for many,
many reasons, It cannot be doubted that the industry is probe
ably not sonasldered to be a good place to work by & rreat nmume
ber of its "alumml® who inevitably transfer to other filelds of
endeavor. Unfortunatsly, %the data developed in this questione
nalre does not delve into the reasons why so many people enter
and ultimately leave the industry. Perhaps it i1s because they
were not partiocularly fitted for the induatry in the first
place, Perhaps 1t 18 bessuss they were given too little tralne
inz and leave the industry early In thelr careors, before they
became adjusted teo thelr Jjodbs. In any event, employment in
restaarants 1s thousht of as temporary emplojment by a vast
nurber of workers,

Included in this category are the 1lliterates, teene

acers and fermale workers who in most cases can easily qualify
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for the unsillled or scnleskilled jobs in the industry. The
11l4terates tend to be job drifters or are replaced by more
q1alified personnel in times of a plentify) labor market, The
youths are influenced into other industrles by hizher hourly
wa;es or more attractive hours of work, Female workers leave

ernployment becaiss of marriage and famlly respornsibllities,



CHAFTLR IV

TREAINING OFFLEID I TIT. LUDULTRY

Over the past fifteen yeers, the restaurant operstor
has become conscious of the irportence of treaining for his en-
ployees, /ipperently, es will eppesr in this chepter, training
hes a verlety of meenin~s to those in the induatry, 7o sone,
tralning means merely hirins: en ermployce, tollin; him vhere to
hang his coet, where hls work is locstcd end then expecting; the
employee to0 reach efficicncy within the first few hours on the
jobe ©Cn the other hand, some restaurenta offer &n lLiour or so
of orientation covering the simple things thet should be known
about the restaurent, such e&s proccdures, policies {if such
are written), ete, &till othera offer & plen of interration
into the work progran &nd a step~bye-step increase in the anount
of informetion supplicd to the ermloyce, !leny offer oricntee
tion treining, job decacriptlions, policy manuals, directed
trainins, deily treining end refrosher pro;rens, A fow rese
taurents offer formelized cless sessions in which the lesrner
13 exposed Yoth to & little tleory and some prectice in order
to increcse his efficicney,

n the mein, restavrent operators ette:pt to employ
people with previous experisnce in the joha for which they are
hired, The operator expects and easumes that efficlicncy, mow

tivation end understanding comes built-in with the e:ployces

32
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because they are oxperienced. Today thsere are several vocae
tional, trade and speclalized schools offering skill training
for restaarant enployces. CZeversl e¢ollegzes and universities
are offaring training for [faiture supsrvisors &nd manapers,
Howaver, thass people enter the business with a further need
for training in thelr future jobs. Thus, training in the res-
taarant industry 1s wildely talked adout, widely misunderstood,
not too often planned and often rerarcded as the panacea for
all of the 11las of the industry., Trelning 1s necessary, de=
sirnble, worthwhile and profitables and every emploves in every
establishiment Coes receive some kind of tralning either negae
tive or positive, It can be stated thet those companies who
plan their training usaally offer the best food, the bVest sere
vices and are 1n the long run the most successful. The widely

accenptad value of training is reflected in Table 17,

TASLE 17
ESTIXATZ OW VALUR OF FPCIUALIZYD TRAINING

Y o b0 W AR e o s A = m—e A A S ~1 Y it —————— A ——t— = O s o w—e et — s

Degree of Value £ of Sample
Very valuable 53,6
Falrly Valuable 31l.1
TLimited Value or No Value 10.3

Total 100.0%

fere, vhen the questlion was asi»d as to the respondent's
estinate of the value of tralning, the overwhelming majority

(a1most 90 per cent) irdicated that they considered tralning
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to ba vary valisble or falrly wvaliable, Only 10.3 per gent
of the sarple bellaved that training was of limlted or no
valaue, Thus, 1t ean be sen that reatairant operators are
firmly s0ld on the 1dea that trafinins can help them 1in handling
their personnel proble—s, Iloweveor, when the data in Table 13
13 examined, 1t oan also be seen that many operators do not
carry oi% thelpr convictions into astual practice,

Only one oit of four (24.2 per cent) of the sample
rroup admitted to having complels iralning prorrams. For pure
poses of this survey, a complete tralning program means more
than on=the«lob training or an crientation program for all
erployeea of the establlishrent, It can bte arcaed that busdboys,
warewashers, vesetable preparction workers and janitors do not
require tralring., DBut In the sample group where complets tralne
ins 13 offered, {t 13 offered to zll classes of e-ployees ree
gardless of position. Another 17,2 per sent of the sarmple had
orientation tralning only and 51.7 ner csut of the sample of-
fered only onethe«job tralnings. It can be concluded from
Ta*»les 17 and 18 that restaurant men are so5ld on training but
as yet they do not have & very clear pisture as to what kinds
of trainins are needed and how rmuch of 1t would benafit them,
If this information were known, operators »ould be on thelir way
to deteralning the best kinds of tralning for a plven sitiation.
In this respeet the information sapplied in Tatle 19 may well
prove to Ye the wmost important contrivution of this study.

The respondents to the questionnalre were aszed to

glosely estinate in terms of tralning hoirs roquired Ln order
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TABLEL 18
EIilTD3 01" TRAINING OFFIRED LiPLOYCLS

P — == SSES == e e sy
Types % of Sample
Cn the Job Training 51.%7
Complete Training Program 24.2
Orientation Training Only 17.2
Ko Training €,9

Total 100,0

TADLT 19
LETIN A"'" TIVY WIUDED
HOURS OF TRAINIXG N+ D;.D TQ RiacH
EPFISITNCY OF T JOB
—
Job Title Range in Hours Median

Yarager 300 to 5,000 00
Assistant Fenarer 180 to 500 150
Sapervisor 40 to 480 240
Yostenses 10 to co 33
Cashiers 3 to 40 24
Waltresses 10 to 26 18
Cooks (Trained) 40 to 80 24
Cooks (Ontrained) 125 to 400 220
Waiter 16 to 24 13
Dishwasher 8 to el 8
Dusboy 8 te 24 16
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to produce an efficient employse in various jJob classiflicae
tions. Thelr estimates are expressed in this table., Depending
upon the complexity of the operation, it regulres from 303 to
5,000 hours of tralning to produce & selfesuflicient manager,
Eearing in mind thet a nznager of a amall tusinesa tmst have
knowledi-e of each employee's work, it can be seen that he
needs many more than 30C to 5,000 hours of traininge If the
rmanager rises throuph the rarks {ron unsikilled to skilled,
fronr supervisor to managorient, along thls path & composite
total of trainlng necded assunes astronomice proportiong,

Thie reader must vaear In mind that those who respcnd@d
to thls questionnaire were in the developmental period of
thelr own careers approxirutely twelve yesrs before they
reachied the managuvuent level, Tliese poople have a natural
tondency to believe that it is ¢ifllcult to short-cireult
tralning time and to produce a skilled manager in fewer yoars
than they themselves needed to reach the management role,
Thus, in part, ths industry'!s problem in finding managers ean
te expisincd by the attitude of 1ta present msnagement toward
the proklem of training people for executive roles, Sucocess=
ful companises are attacking the problem of finding worthy cane
didates and moving them rapldly ahead throush speciallzed
training to positions of responsidility., Thls sugrastes that
the restaairant industry ean profitably concentrate more ate
tention on the tralning of assistant mansagers and suporvisors
wio will inevitably be the nanagers and eoxecaitivea of the fue

tare. For broadly speaking what capadbllities these peopie
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have, thelr level of understanding of their speciaslized field
and thelr abllity to learn greatly dotermine how rapidly the
industry can expand and whether or not 1t c¢an be highly cene
tralliged,

In the past, assistant managera and supervisors have
teen selected from the skllled working group. This is a natue
ral plage to turn for people wvho ean supervise the work of
others, These people already have demonstrsted thelr own
s¥x1ll and their a®illity to lesd people. lHowever, it does not
necessarily follow that a skilled worker always makes an able
supervisor, for the supervisor works throush people rather
than with things, CEeyond this 1t nust be remsmberod that the
1ndustr} is further worsening its overall perzonnel probvlems
by thinning=out the ranks of skxllled workers. Thus, the never
ending shortare of skilled personnel in this giprantic industry.

There 18 no purticular pride evident on the part of
si<illed workers in the industry in bveconming skilled craftsmen.
There are a limlted nimber of sosietles or groips providing a
social o:tlet and & status uplift for the 3killed workers in
this industry. The trade asasoclations primarily exist for sue
pervisors and munagement people. Only the unions offer an
oatlet for the workers., ULearing in mind that the Jjud ments ree
flected in Table 19 are those of mature, skilled manazers in
the industry, 1t can be seen that the misunderstanding of the
word "training® end its Implications toiches every facet of
the personnel protlea of the industry.

Table 20 offers further roflestion upon the attitude of
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manasement in the restaarant industry espesieslly toward the
wiole subjest of training. It L3 encourasing to note that
43 per cent ol the sample frequently uaed outside tralning
azencles a3 & source of omployees. Thirty-four psr cent of
the sample used these a;=ncles occaslionally and only 24.2 per
cerit of the sa-iple have never used such egencles. Apperently
tlicre 13 prowing understanding within the indust»y that
achiools, (privats and padlie), ¢olleres and universities can
be a zsourse of tr-lnad e ployses. If therse were more schools
of thla tvne serving the Industry, ths fisure for thoss that
use the achools would probanly tse hisher. If there were
truined erployees avallable throuagh publis employment agencles
this would also have Leen refllected in the table, Consildering
the limttations facing the operator in findingaaource of
~ tralned emrloyecs, 1t ia interestinz to note that restairant
operators are beconming incresalngly aware of arncies outalde

of the indusiry that ean help.

TABLE 20

FREQULECY OF USE OFP QUTSIDE TRAINIKG
ACEINCIZS A3 A 3GURCE OF EMPLOYMTNT

Use of Agency % of Sample
Frequently 43,1
Oceasionally 34,5
Kever 22,4

Total 100.0
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It 33 Aifflealt to avold generalitlies in sn2aking of
problens of an Iindustry which explorys a million and a half
peonlee OCarofual clsarvers fend to belleve that the shortare
of 9%:111ed personrel will continue to worsen in the years
ahead. Duaring the next twanty yvars or s0, the supply of ine
dividials whose ages rane fron 25 to 45 will ¢iminish even
thsush the popilation increases trewendously.l At the same

ime, the needs ol the industry w11l grow as more units are
L2211t in order to serve America's rillions, The three

claases of enmnloyees presontily of conserrn ere mangrers, superw
visors and 3%11led per:zonnel. A3 a recult of the struinge phee
nomera of 4 dezreasincs s:ipply in an irereasing population, the
restaurant indi3try's protlsus will worassn unless an cttack is
rade on theas protloms on a hroad front by elucatlional institue
tion3 and the trade assoclatlons,

Munagoient edacatlion L3 of prlime ifmportance Yeoaise AL
rmanagenent 1s nobt trainsd there will be no strangth to filter
down to supervision and tho employoes, Zducsztion and training,
a respornsibllity of nansgement, 13 only now realizing the Yene~
it of ocutside training scurces to lrjrove their interral proe

frund,

, 1?5 g. Dopgrtment of Lator, Yanpowert Challense of the
1960's, €0, pe 6o




CIAPTIR V

WAGTS, SALARITS AND LAROR 22373

In any study of the peraonnel prastices of an industry,
tre subjest of wages rust inevitably be considered, In order
to arrive at conclusions as to whether the wage and salary
pollicies of the industry are sound, rirst considerations rmst
be riven to the function which the Industry performs and where
it fits into the general sconomy., Restaurant operators bdoth
defend thelr present practices and, at the same time, deory
their inability to pass on more of thelr sales dollar to
their employees. In general, the industry is extremely sensi-
tive on the whole subject of saleries and waces. A popular
misconception of the restaurant industry in the minds of many
people, who 40 not know the true fasts, 1s that the industry
in general underpays and overeworks its employees, This makes
1t easy to explain why emgloyees of satisfactory caliber sannot
be found, trained and retained in the industry. This type of
reasoning often i{s used vhen statements are rade to the effect
thet the industry attracts the untrained, ths over-aged, the
mlaljusted and the unproductive of other industries,

Throughout modern business history, 1t is conceded that
the consumer will pay more for a& manufactured produst than he
will for a service, Thls 13 easy to understand, for the cone

sumer has little idea of the cost of producins an automoblile,

40
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but a very real sanse of tha cost of & powmnd of harburcer.
The prioce of a cip of coffee In America 13 prouably the most
stabls among all of the thinzas that the eonsumer dbuys, and
consuneyr resistance to price Muotuation 1s grastest where
he ¥mows, or thini:s he mors, the »rolicst. Thus, the restaure
snt man fesls that re-ardlesz of the level of his opera’ion
from the 15 cents harburzer to the {3.00 dinner, he 13 always
under the watchfiil eye of the consuner,

Small businesses ars alrays closest to the conasumer,
Thelr managers erd operstors fesl the effect of the oonsumer's
eveluatlon of price wmore readlly than do the opera’oras of dig
busineases. In geneoral, the pudblis is 1little sware of the
factors vhich make-up restaurant costs other than the cost of
food. Dut they are very ﬁuch aware of the srread between the
cost of the steak and the ultimste ocost of the steak dinner,

On the average, thoe consumer will pay restsurant prices
vhich are two to three timea hicher than the cost of the ine
gredients which go Into the meal, dbut price resistsnce ine-
ereases in direct proportion to the dasia prices as the cone
sumer knows them and the price the restaurant charges for the
mosl, Iike the law of price in economics, the market decreases
rapidly aa the price increases, Only a few Lrave soculs violate
these sirmle laws of economics and, those that do, usually try
to provide the gonsumer more atmosphere and mors service to
offaet the increassd prics. The restaurant market is a sensie
tive price market, and the restaurant man knows that the Amerlie

can oonsumer 1s extromely fickle in granting favors,
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The last giarter of a century has wilnessed a dramatie
riss in the portion of the gales dollar *hat is paussed on to
the =mplovoes, and conconltant with it g decrease in the pore
tlon 0f the 3ules dollar anent for raw matortals (food)s In
the restaarant indrssry 2ll that 13 left of the szles dollar
ahove 70 to 75 gonts spent on food and la%or rust be carelfully
protected, Overhoad coatz, other thin food and labor costs,
eccoant for 15 to 13 centg of the szlss dollare All restaure
ants thet faill, do so bezause they cannot make a profit. In
90 per cernt of those cases, feod and labor ocosta pish bieyond
thlis imapcinzry barrier, wlth the resilits that prcfits are
elin'rated &nd the Lusinecsses fail.z Eusiness fallures in the
inrfustry can e 8::4 In larpo part to result froem inability to
control costes. Tcday tho roat 2ifficult cost to ecntrol is
the cost of lator, Yet, in the face of these specific economie
laws of the industry, the restsurant operator continues to
quastion whether he 1as Qolirpy the risht thing for his e=ployess)
or more specifically, whether he can survive if the cdellicats
talance between lsbor ccsts and profita 1s destroved, The cure
rent relationship tetwesr 3ales arnd lzbor aocst in the 427 rese-
taarants reporting 1s found in Tadle 21. The medlan for the
entlre sample was a8 34.0 laker coat. About 75 per ocent of the
sanple greoup reported lavor cost above 30 cents of the ssles

dollar. 3urprisingly, nearly 25 per cent of ths sarmple

1Donald Greenaway, Yhat's Coming in the Futu§£? (Chi=~
capot HNsticonal Restsuarant Assoclation, 1961}, ppe 15=16

2national Restaurant Assoclation, Yarketinz Report
(Tashington, De C., April 27, 1961), Dp. 4.
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TADLE 21
CURRINT BULATIONITIE
BTETEN SALYS AUD LALROR €OaTS
f —~ s SITXE oo 3 - e — BRSO I RTINS
Yor Costs Iin Relation Percent of
to Cross Sales Sanple Reporting

20-255 ® 8.9
25-303 15.9%
803575 29.%9
35=425 22.4%
40=45% 13.9%
45507 8.6%

100,074

Aversce lator Ceost 33,77
Kedian Lavor Cost 84,03

“any reported frinre benefits of €15 ner cent of
sales. Some in sarmple falled to include sslaries of nanagers
ard supervisors,
reported ladbor costs rencing from 40 gents to §0 cents of the
sales dollar, All costs reported are baslis dollapr coasts withe
o2t conzideration of frinre adcéitions, These additions in the
sazple group were reported to rangze {rom 8§ to 15 cents of the
sales dollar. If the lower fisure is sccopted as an average
for the industry, and there is some justification for accepte
ing this flgsure, it 1s apparent that in this very large group
of restaurants real labor gosts In three«fourths of the scases
rangred from 83 oentas to 58 eents., Consldering fringe addie

tions the modlan closer to forty cents and even the restaurants
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reporting the lowest labor gosts would have true aosts greater
than 25 cents of the sales dollar, Thias table offers compelling
evidence that time 1s rumnins out for the inefficient, poorly
wanared, under espltslized, low voluime operation. It also pro-
vided falr warnings to even the blgr-est and thie most effioclent
that poor orzanizatlion, Inefficient perscnnel end lox motiva-
tion can Tilekly ti™n modest profits into net losses,

The restiarant enerator's dilemna is neally wrarned up
in ths story told in this tatle, lHow to pay more arld at the
game tlwme pet mers in humen efficlency. FHeavy irdustry ralses
nrodistivity per employes throush better camchines, tetter ine
4:13tr1a) encinesering, more carefil plarninz, eclimination of
wasted motion, sipervisory troining, staff plannins end 4ozens
of other dnvieces., Tat vhat gan the restasurent eorerator do to
ret more szles ¢ollars with ferxer hut Yicher palld emwnlovees?
The need for a techn'!szal Brea-ttrocush, feor tetter wsreoament,
2rd for errleyees of & hi-tor enliber no lon~ar 13 destradlee=
1t 3 a misat,

2 gap btetween the efficlency of the partislly or come
pletely aitomated hezvy Industries srd the mashineless service
intisetries 18 ever ridoninc, Tre restasrant ornsrator c¢annot
2clve this 7»robler By himself, Yo wnist cournt upon tre teschnie
eal an? businese recaarchers ersourared by *lg trede zssocle-
tion vith allle? sarvport fror sm inirassing cr2in of Intarested
ganrliers of the Intastry, Yo i3 farther dznendeont upon the
teahmiszal and Rasls regrarch sondicted by the rovernrent and

s3hoole o sclve hiz wrovlevs.
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Fost restairant operators understand the foregoing mae
terial, They too, clearly see whiat can happen as mcre of each
dollar of sales 1s dirested toward ralsing the level of salare
ies and wares in the industry. Restaurunt rmen resist lowering
the qiallity and quantity of the food served. They slearly
understand that a labor eost of 50 eents means that only 25
sents can snfaly be spent on food. This, the restairant man
feels heed-1in by the labor costs, prices and the profit
squeese,

The aeargh for elfislency iIn the service industries ine
evitably centers upon seociring intelligent, highly motivated
and skillfal personnel. In order to retsin sush people in the
industry, they must be well paid end be well supervised dy
peonle »ho are dedicated to gfood menagement, PFarther, as
thelr personal efficlenecy rises on the job, they expest that
thelr monetary reward must be incressed., It woild appear
therefors that the indistry cdare not fall too far behind in
providing a living wage without serious consequences of a vane
1shing skilled labor market and lower employes produstivity. A
farther .extension of the lebor cost problem is preflested in
Table 22, PEuployees in all industries now mcasure thelr wages
in total take hcme pay and fringe tenefits, As can be seen
from the table, wmeals on the Job and uniforms are the two mosat
corr:on fringe tenefits offered by the restaursnts wvhose experie
ences are shown in thia study. Peyond this nine out of ten
(87.9 per cent) offer pald vacations, (75.8%) offer hospltalie

gation plars, nearly three-fourths (72,4 per eent) launder
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TABLE 22

FRIXGD DINVRITS COFFURVD BY
SaitPLE GROUP

=;oncrita Per cent of Samplo’*
Meals “on the jod" 100.0
Uniforms 100,0
Paid Vacatlions 87.9
Hospitallization Plans 75.8
Uni form Laundry 72.4
Pald Holidays 67.2
Group Insurance 64.6
Sick Leave 48,2
Pension Plan 29,3
Others 17.3

uniforms for their employees, two-third (67.2 per cent) offer
paild holidays and (64.6%) offer group insurance. Sick leave

1s granted in about a half (48.2 per cent) of the establishe
ments and 29.3 per cent offer pension plans. Among the other
benefits offered by a small percentage of the sample (17.2 per
oent) were such thingcs as small loans, profit sharing, disadile
1ty insurance, Christmas bonuses, birthday gifts, service pins
and watches, birthday pay, discount on foods, small loans and
annuity payments upon retirement,

The total fringe benefits offered in these successful

restaurants, in the main, compare with the fringe benefits
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offered in the retsil fleld, The all industry average of
frings benefits in 1561 was 24,9 per eent of payroll.1

It 1s 4iffiocalt to place a rigid dollar value on seve
eral of the benefits, 3Bat 1t 2an be safely assumed that the
total valuie of the bensilits offered cost the restaurateur
sevaral hundred dollars per employee. At a very minienn,
meals alone add $250.00 to $500.00 a year to the employees!
real wages, Vacations cost the employer from $100,00 %o
$252.07 a year per employee. Hospitaligation, group life in-
surance, »aldl holldays and uniforms elso probably cost about
$220.00 & yeoar per employes. Thus, it can be seen that fringe
banefits add from $500.,00 to $1,500,C0 a year to the employee's
real wase and itake from & per cent to 15 per eent of the sales
dollar,

Ths trend over the past several years has been to ine
cresss the basic dollar wages as well as the fringe beneritn.s
Of the two, the cost of fringe benefits is now rising more
rapidly than the cost of tho bdaals dollar ware, There are few
employess in the restaurant buslness today who receive leas
than §50.00 a week, Skilled personnael, siporvisors and manae
cers regeive from £75.00 to $250,00 per wea%, These people
have a real wace of from %100,00 to {300,00 per wesk, Those
below the lavel of $75.00 per wesak are unskilled or tip

Iohamber of Commerce of the United States, Fringe
Benefits (Washington, Ds C., 1961), p. 5.

2National Restaurant Assoclation, Washington Report
(“ashincton, D. C., September 17, 1962), p. V.
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omployoos.l It 19 4iffioult to estimate on a factual dasis
the nuxber of employees in this industry who fall in the late
ter two glasses, This highly diversified industry has never
been fully analyzed from the point of view as to the number
of employees in each classification., However, it is reason-
able to assume that 50 per gent of the employeses in the indus~
try are servige (tip) employees or unskilled. Tadle 23 offers
an interesting estimate by the reportera for this study of the
value of tips and gratuities received by their employees in re~
lation to their earned ingcome. As reported by these successful

TABLE 23

ESTIMATED TIPS & URATUITIV.Sww
RELATIONSHIP TO EARNED IRCOME

Management Personnel 100,0 o 0 (o] 0
Supervisory Personnel 100,0 0 o] 0 e
Preparation Personnel 100,0 0 (o] 0o 0
Hostesses 63.8 20.7 15,5 O o
Headwaiters - 34,6 20,7 25,8 8.6 10.3
¥alters & Valtresses 17.3 25.8 20.8 17.3 10.3
Bus Boys €0.3 17,3 8.6 13.0 o
Others 00,0 0 o 0 0

lRestaurant employees who receive a part of thelr ingome
from the general public in terms of gratuities,
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operators, none of their managers, supervisors and skilled
preparation personnel recelve additional income from tips.
21x out of ten (63.8 per cent) of the reporters estimated
that thelr hostesses received no tipss 20,7 per cent of the
sample of the group estimated that thelr hostesses recelive
10 per cent additicnal income from tips; 15 per cent of the
sanple group estinmated that thelr hostesses received 25 per
cent above thelr income in gratulties. It misht be expected
that the estimntes by management of the ancunts received by
weiters and waitresses in tips would run consideradly hipgher
than the samp!e indicates, Only a small pereentage of the
total sample estimated that their walters and waltresses re~
ceived more than 50 per cent of their total income in gratule
tiea. It is emphasized that the estimates set forth in Table
23 are at best rough guesses, They are not dbased on studles
nor on conclse estimates, In any event, the tadble clearly
points out that the real income of three classes of employees
in the industry 1s not visidble and 13 not measurable, and
that the take home pay of mest classes of employees in the
industry compares favorably with others cf a similar level of
ski1ll in the service and retail flelds,

A final question of consideradle interest asked in the
questionnaire was the reasons why wage and sazlary incresses
have been granted during the last ten years,

Table 24 recapitulates what the employers gave as thelr
reasons for increasing the basic pay of their employees., Two

primary reasons induced employers to raise wages, First, to



TADLE 24

WAGHE INCREAS-S ORAKTED DURING
ST

au
LAST 10 YLARS

Reasons Given £ of Sample

To motivate workers to do a better job 24.7

To obtaln better "quality” employees 24.2

Meeting competition from outaide of field 20.1

N¥eeting competition from restaurant fileld 18.0

To meet domands of union 0.7

Required by union econtract escalator clauses 6.3
Total 100 .Oﬂ

motivate their employees to do & better job and sesond, to oOb-
tain better employees, An important third reasson given was
'meating the competition from outside the restaurant field as
well as the competition within the industry.® Apparently uniem
demands and escalator clauses in union contracts were far less
important than cormpetition in moving employers to grant wage
increases.

It can bs concluded from Table 24 that six out of ten
of the employers inevitably affected thelr overall wage scales.
They reported that competition from outside and within the
fie0l1d for better quality employees was an irresistatle force
pushing thelr salary and wage schedules upward. One out of

four reported that they had used monetary rewards in order to
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motivate thelr workers, One ocut of seven of the employers ree-
ported that unlion demands had made the differonce in thelr
wage znd salary co3dte In brief, ths coupetition for employees
and the attempt to motivats employecs are the two most come
polling forces which have caused managcment to share more of
the sales dollars with their workers.

Singce the compstitlion for employoecs will not deoreoase
and the number of avallatle satisfastory employees will not
Increase, there 1s little likellhood In the future that labdor
coats will cdeclinsz, Human effleiency obtained through dettar
supervision &nd bettsr managment 1a now and will be an ade
solately essentlal ingredlent in eontinuing success in the
restaurant dbusiness. There 1s a trenendous reward avallable
to any organigation which c¢an help the reataurant industry
solve its personnel, labor and ladbor coats prodblems. There is
an ever present necd for better understanding by management of
the forces with which it 1s dealinz. lachines and new devices
require capital additions. The investmant per dollar sale and
the investment per hour of labor used must dboth inorease. The
continiing pattern found throughout this study 13 that managee
ment haes placed its fingser squarely on the heart of the problem
when they state that employees of satisfactory caliber is the

first peraonncl problem of the restaurant industry.




CHAPTZR VI
SUILIARY AED CORCLUSION3

The five primary objlectives of this study, 23 proe
viously stated weoret

l. To 1dentify the major pcraonnel problems of the
industry.

2. 7To examine the turnover problem among restaurant
erployees,

3. 7To study the training offered in restaurants.

4. To compute Information on wages and salaries,

S5« 7To exanine labor costs in the industry.

A8 vieweZ by monag:anient, the three major porsonnel probe
lems are a shortapge of ermployees of satisfactory callber, lack
of motivation of employees, and the development of superviasory
personnel. To further 1dentify the problem of supervision, it
was pointed out that supervisor's weoknesses included thelr
inabllity to motivate employees, their inabllity to organise
the work of erployess and thelr inability to plan work. Pere
sonnel shortages are most criticel among skilled food preparae
tion workers and supervisors of all clagses., GShortaces of all
types of qualifled porsonnel are Qualitative so that there is
a never ending search for employees,

The enployee turnover rute 1s & very serious protlem to
the industry and a very costly one., 8ix out of ten employees

are replace? each year. Thirty-elght per cent of those taking

[ér]
V]
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Joba in the restaurant industry each year replace workers who

leave and 27 per ecent replace workers who are discharged,

Even with 40 per cent of the industry's employees remaining

on the jJjob as long term employeeas, the efficiency of a rese
taurant is affected seriously by constant change of the majore
ity of personnel,

Almost $0 per gent of the respondents stated that they
eonsidered training to be very valuable or fairly valuadble.
Fowever, the rcstaurateur's convictions of training were not
put into acticn. Only 24 rer cent had complete training proe
grams in thelr orgarisation. This condition, undoubtedly, is
the reason why experience 13 so much sought after in hiring
an employee,

Wage rates have advenced during the past ten years in
the industry primarily to motivate workers to do a better
Job and to obtain better quality employees. Meeting competi-
tion from outside and inside the industry was also signifiecant.
Another important factor is the percentare of fringe benefits
which have to be added to real wapes. Frince benefits were
reported to be 8 to 18 per cent of sclesa, The minimm figure
added to the averars labor cost of 33,7 per cent, brinrs the
getunl cost of labor to 40 per cert of the sales dollar, Labor
encet has beon increasing at the rate of § per cent per year and
there is not an appsrent let-up in the near future. Many rese
taurants will be forced to increass the employee's produstivity
and, perhanrs, operste with fewer employees.

Thers 13 no answer which gan be offered as a cure=-all
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for the endurlng long range and dally problems which exist

in the restaurant industry., Each individual management must
determine the cures for its own operation, since the differe
ences detweon restaurants make polisies and methods variable.

Management must assume the responsibility of creating
8 highly efficient business. In moat instances this cannot
be achieved by holding to old traditions of coperation in these
days of increasing sosts and decrsasing profits. XNow, more
than ever, the individual's skill in manasement ig his greate
est asset., These sklllas and abilitles can de acquired, for
they can be taught. The individusal ean be taurht to be more
flexible, to be more understanding, to be more skillful 4n the
use of management tools,

Hanagers st rcccgnlso that they are limited in their
efficiency by thelr lack of knowledze of the science of manage-
ment, There 1s a vast difference between the skills used in
the restaurant business and management in the restaurant dbusie
ness, Management tralning 1s not training in how to perform
the tasks of the busilness; it 1s training in directing, oone
trolling and coordinating in a more intelligent and purposeful
way, those who perform these tasks.

Top management must recocnise the necessity for acquaint-
ance with the dimension called "management.” It is not enough
aimply to know the problems, or to understand and be worried by
the symptoms of the problems, The important factor is eotion
by management to pursue managenent training,

The one resource in the restaurant industry which has
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not been effectively developed 1a personnel. The development
needs to start with top management, From this point, the
greatest effort should be exerted in the development and
tralning of supervisors wvho ocan help share the management
burden., Only when these phases are acoomplished oah propeyr
attention be focused on the workers and concentration be pine
pointed to training the employee for maximum produsctivity

and efficiency in the restaurant,
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APPERDIX

SURVEY ON PERSONNEL PRACTICES AND PROBLEMS IN TiE RESTAURANT FILELD

Tnis survey grew out of an earlier survey in which your organization may have
participated in the Fall of 1956, which touched on a number of different
problems and practices in the restaurant field. In the results of that
study, several questions were raised with regard to personnel matters: this
survey is intended to find out more about what restaurants do.in these areas
of employee relations.

This is a confidential survey; the aim is to come up with an over-all descrip-
tion of personnel practices in successful restaurants, not to identify indi-
viduals or particular establishments or firms. Organizations of all types
and sizes are being asked to participate.

By filling out the questionnaire carefully and completely, you can contribute
greatly to the knowledge of how the restaurant industry handles its personnel
problems. Most of the questions can be answered simply by a check mark or a
number in the appropriate space -- others give you an opportunity to express
more fully your opinion on various kinds of restaurant personnel matters.

You will receive a copy of the report as soon as it is available.

Thanks for your help.

* * *

1. 1In the 1956 survey, many festaurants indicated that they had problems
with some of the following personnel matters. Please check the three on
the list which you feel are among the biggest problems of the restaurant
indnstry today.

( ) Getting employees of satisfactory caliber

( ) Labor turnover among service personnel (Dining room or counter
workers, except supervisors)

( ) Labor turnover among preparation personnel (Kitchen workers, except
supervisors)

Selection of supervisory personnel
Development of supervisory personnel
Training of non-management personnel
Union relations

Enployee grievances

Motivating employees to do their best

AN N N AN AN N N
N N N’ N’ N Sl N

Keeping employees informed about the business

( ) oOther (Please specify: )
[ %]
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IN THE 1950 SURVEY A NUMBER OF RECTAURANTS INDICATED TiiY HAVE HAD PROBLELS
IN GETTING QUALIFIED PERSOMNMLL. ‘08 NiuXT FEW QUESTIONS AxE ON THIS SUBJECT
RECRUITING.

2’

L.

How many full-time and part-time people do you ecizploy in your organiza-
tion, including management, supervisors, and workers? (If there are large
differences between your lowest level and your peak, please write botn
numbers in.) -

a.

Number of full-time ermployees

Number of part-time employees

Please indicate the average length of time your present employees
have been with your organization. (Please write in the number.)

Years

How many new employees has your organization hired in the past year
to replace others who left, voluntarily as well as involuntarily.

(Please approximate the number.)

Please write here any comments you may have on these questions:

Are your non-management employees represented by & union? (Please
check one answer.)

() No

; Yes, all of them
( Yes, some of them (About what percentage? %)
( ) Other answer (Please specify:

If yes, are your hiring practices spelled out by your union con-
tract(s)?

( ) Yes
( ) No

Comment
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Who makes the final selection of employees to be hired in your organiza-

tion?

(
(
(
(

(

)

(Please check every answer that applies.)

Proprietor or chief executive

Personnel director or interviewer

Individual supervisors, for their own work groups
Other answer (Please specify:

Don't know

In your experience over the last ten or so years, what have been the two
most usual reasons for needing to hire new workers in your organization?
(Please check two answers.)

(

)

L e e

Increased business because of expanded facilities
Increased business without expanded facilities
To replace workers who leave

Seasonal increase in business

Other reason (Please specify:

Other reason (Please specify:

Considering the restaurant industry as a whole, in your opinion what
kinds of qualified personnel are in the shortest supply today? (Please
check three kinds.)

(
(

)
)

Supervisors
Service workers (Dining Room or counter workers)

Skilled food preparation workers (Chefs, cooks, bakers, salad
mekers)

Unskilled food preparation workers
Sanitation workers (Dishwashers, porters, etc.)

Office workers (Including cashiers, secretaries, bookkeepers)

Please check here if you have no trouble getting qualified workers
of any kind today .

Please check here if you don't know or can't answer
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Y. Over tie last ten years or so, how much of the time would you sy thoere
has been a shortage of qualified workers of eaca of the following kinds?
(Notice the answers run across tne page. Please cneck one answer for
eachh category.)

Shortage Shortage Seldom or

most of up to half never any

the time of the time shortagze
Supervisors () () ()
Service workers () () ()
Skilled food preparation workers ( ) () ()
Unskilled food preparation workers ( ) ( ) ()
Sanitation workers ( ) ( ) ()
Office workers ( ) ( ) ()

Comment

THE NEXT FEW QUESTIONS ARE CONCERNED WITH THE QUALIFICATIONS AND TRAINING OF
RESTAURANT EMPLOYEES.

9. In your organization, which practice do you follow in hiring people for
the following kinds of positions? Would you hire completely untrained
people and plan to train them? Trained people only? Or both? (Please
check an answer for each kind of position.)

_ We would hire:
Fully Trained Both Untrained Only Untrained And

Type of Position Only And Trained Train Qurselves
Supervisors () () ()
Service workers () () ()
Skilled food preparation

workers () () ()
Unskilled food prepara-

tion workers () ( ) ()
Sanitation workers ( ) ( ) ()

Office workers () () ()



10.

11.

12.

6

If you were judging the most important needs for improvement of the
supervisors in your organization, how would you rank the following?
(Please put a number 1 in front of the biggest need, a number 2 in tront
of the next biggest, and so on.)

Ability to plan

Ability to organize

Success in carrying out policies

Ability to motivate employees

Knowledge of the over-all job

Some restaurant organizations have formal classroom or other off-the-job
training programs for some or all of tneir personnel. Does your organi-
zation have anything like tnis? (Please check one answer.)

( ) Yes, we have a formal progrem......(Please go on to question 12.)
( ) We have on-the-job training only...(Please skip to question 15.)
( ) We orient our new workers, but

have no training beyond that....(Please skip to question 15.)
( ) No, we do no training..............(Please skip to question 15.)

Please list the kinds of jobs for which your organization has a formal
training program, and next to each one, write in about how many hours an
employee would spend in it, from beginning to end.

Kind Of Job Total Hours Spent

(example: Hostess)
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In your training program, do you use any help from outside your oryganiza-
tion?

( ) Yes, continuously
( ) Yes, occasionally
( ) No, not at all

If yes, please describe what kind of outside help you've used (such as
trade schools, universities, trade associations, consultants, books, mag-
azines, etc.). Please make your comments as specific as you can.

How valuable -- how useful or effective -- has your formal training pro-
gram(s) been?

( ) Very valusble

( ) Fairly valuable
( ) Of limited value
( ) Not at all valuable
( ) cCan't say

Please add any comments you'd care to make about your training program,
for instance, whether specific ways of gauging the success of the program
have been set up:

THE NEXT FEW QUESTIONS ARE ON PAY, FRINGE BENEFITS, AND TIPPING

15.

Your organization has undoubtedly raised wages in the past ten years.
For which of the following reasons were raises given? (Please check
every answer that applies.)

) In order to meet competition for workers from other restaurants
In order to meet competition for workers from other fields

To meet union demands

Union contract "escalator" clauses
Desire to get better quality workers
In order to motivate workers to do a better job
Other reason (Please specify:

PN SN N SN SN N N
N’ N N s Sast?

( ) Other reason (Please specify:
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wWnich of thne following fringe benefits does your organization provide to
(Please check one answer for each bene-

some or all of your employees?

fit.)

Group insurance
Hospitalization plan
Pension plan
Paid vacations
Paid nolidays
Sick leave
Meals

Uniforms
Uniform laundry
Other benefits:
(Please specify)

( ) Please check here if patrons are reguested not to

Provide

(
(
(

(

Nt N S S s o e N’ e

)
)
)
)

Ourselves

Provided Through
The Union(s)

AN N N

e e e e s N

)

N N

Not Provided

PN NN NN SN PN NN

PN N N N
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tip, and skip to question 18.

Approximately what percentage of their income do you think your employees
make in tips? (Please try to estimate, even if it is only your "best

guess.")

Waiters or waitresses
Headwaiters

Hostesses

Busboys

Preparation Personnel
Supervisory Personnel
Management Personnel

Less Between Between

No Than 10% & 25% & Over Don't
Tips 10% 25% 50% 50% Know
() ) ( ) ( )

() é ) () ( ; % ) 2 ;
( ) () () ( ) § ) )
EESEIREREEE
() ) () ) () ()
() 2 ) () 5 ) () ()

Considering your total sales of all kinds, how many cents of your sales

dollar goes to pay labor costs, including fringe benefits?

in the number.)

cents of each sales dollar

(Please write
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Tl FINAL GUESTIONS DMAL WITH COHIULICATIONS BEIWILH FANAGELIT AND BIPLOYLES

19.

20.

What practices, if any, do you now use or plan to use to keep your
employees informed about the business? (Please check an answer for
each. )

NOW PLAN Neither Use
Personal Contact ( ) ( ) ( )
Bulletin Boards () () ()
Employee Magazine or
House Organ ( ) () ()
Employee Meetings () () ( )
Suggestion System () ( ) ()
Other: (Please state)
() () ()
() () ()

Wnich of the following policies, if any, do you use to find out how your
employees feel about their jobs, supervisors, wages and fringe benefits,
and so on? (Please check each practice you use.)

Personnel director or other management person "available" for
employees to talk to

Suggestion or complaint system

Employee meetings

Regular scheduled talks of employee with his supervisor
Employee talks with his supervisor whenever employee wants to
Attitude surveys

Other practice (Please state:

NN\ NN ~

( ) Ve have no policies on this score

SO THAT WE CAN MAKE THE MOST MEANINGFUL ANALYSIS OF THIS DATA (YOUR ANSWERS,

OF COURSE, ARE COMPLETELY ANONYMOUJS) WE WOULD APPRECIATE THE FOLLOWING INFOR-
MATION:

A.

ABOUT YOUR BUSINESS

(1) what is your present seating capacity? (Please fill in the numbers.)

seats, at addresses
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(2) Please check eacn of the following types of restaurant business that
your organization operates.

Cafeteria

Independent table service restaurant
Multi-unit teble service restaurants
Specialty menu

Drive-in or fast food service
Industrial or executive feeding
Other type (Please specify:

)
(3) How many years has your organization been in business? (Please
check one answer.)
( ) Five years or less
( ) Six to ten years
( ) Eleven to twenty years
( ) oOver twenty years (Please specify the number: )
( ) Other answer (Please specify:
)
B. ABOUT YOURSELF AND YOUR BACKGROUND:
(1) This questionnaire was filled in:
( ) By amean
( ) By a woman
(2) Whose present job is primarily:
( ) Proprietor
( ) Menager
( ) Persounel Director
( ) Other executive or management job (Please specify:
)
( ) Other (Please specify: )

(3) How many years of experience have you had at each of the following
levels in the restaurant fieli? (Please write the number in each
space provided -- O, 1, 2, 3, etc.)

Number of years at worker level
Number of years at supervisory levels

Number of years at executive or management levels

Number of years as proprietor
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(4) Have you had business experience in fields other tnan the restaurant
field?

( ) No
( ) Yes (If yes, please list the total number of years and the
kinds of work you were in:)

(Number of years in other fields)

(Other kinds of work:
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