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Picking the right people is imperative for success, especially in key roles 

How do you sum up the importance of people in our business? 

It's simple: There is no business without them! 

That said, the best people are the 
ones that have what I like to call the 

"hospitality gene." In other words, it's 
m their DNA. What makes a great 
restaurant employee, manager or general 
manager is not what you train them to do, 
but rather what they bring with them the 
day they walk in the door. Things like 
charisma, for example, and compassion. 

While you can teach someone pretty 
much anything they will need to know to do 
their job in the foodservice industry, you 
can't teach them to smile. You can't teach 
them to care about the customers. And you 
certainly can't teach them to love what 
they're doing . . .  over and over again, day in 
and day out. 

"You really do have to have the hospitality 
gene to be a great teammate, manager, 
general manager or franchisee," says Steven 
Tsambalieros, Global COO of The Second 
Cup Limited. "You also need the tenacity to 
work hard as well. It's a weekend business 
and you need to be there when your 
customers need you." 

While every staff member you hire 
matters, the restaurant unit general 
manager is by far the most important, 
because they hire everybody that touches 
your customer. 

"The staff in a restaurant is often the 
reflection of their general manager," 
says Ron Baugh, SVP in charge of 
Wendy's in Canada. "Your unit general 
manger is your most important hire. At 
Wendy's we talk to and survey our 
general managers regularly to make sure 
we are supporting them in every way we 
can. It is such a pivotal role." 

And just how important is the unit 
general manager? About 20-25 per cent 
of your top line sales important. Over 
the  years ,  I have  seen individual 
restaurants grow or shrink in guest 
counts, driving sales up or down $500,000 

or more just because there is a new 
general manager in the unit. 

Having the right DNA is not just 
something that matters in restaurants 

either. "Department stores staff their 
prestigious cosmetic counters with people 
who care about helping the customer look 
good and feel better about themselves," 
offers Kamy Dawkins, a former executive at 
HBC. "You can't teach full service salespeople 
to know how to care." 

According to Dawkins, the key to finding 
the right people is asking the right questions. 
"Rather than asking a potential employee 

about their past experience, ask them why 
they care about your customers." 

The most important thing you can do 
then in a service business like restaurants is 
pick the right people. Hiring and keeping 
people that "have it in them" and are born 
with the "hospitality gene" drives 
performance. There are few things you can 
do that will make you more money and help 
you grow your restaurant business faster. 
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