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Introduction 

Employee knowledge, attitude, and personality have a significant role in the general 

image and performance of an organization. According to Kattarra et al. (2015), behavior of 

employees has a direct impact on organizational turnover rates, customer retention ability, 

organizational productivity, and employee morality levels. In line with this argument, I decided 

to investigate an employee’s relationship with customers at a local restaurant. I chose to focus on 

a business within the hospitality industry because they exhibit a direct correlation between 

employee features and customer satisfaction levels. My study was based on a 45-minute 

observation of a waitress in this restaurant. It centered on several aspects, such as their attitude, 

appearance, knowledgeability, competence, problem-solving skills, among others. 

i. The Employee’s Attitude   

My observation of the waitress’ attitude began as soon as she came to take my order. I 

noted that she was smiling as she approached me, which relayed a friendly attitude. I decided to 

assess her attitude on a more personal level by making a joke. Furthermore, I observed whether 

her attitude would change when dealing with employees that were not as jovial as I was. I 

noticed that her attitude depended on a customer’s mood and tone as she was generally 

disinterested in customers that conveyed negativity. 

ii. Personal Appearance 

Every industry has its expectations of how an employee should look, dress, and appear. 

The hospitality industry is particularly sensitive to this as it bears health and medical risks that 

would trigger massive losses if overlooked. For instance, the uniform is a necessary factor, as it 

not only affects performance quality but also upholds customer expectations (Karch & Peters, 
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2017). I, therefore, assessed the employee on multiple appearance aspects such as appropriate 

uniform (apron) and cleanliness of their attire, nails, and hair. I noted that, although she wore the 

right attire, her hair was loosely hanging, and her apron had stains of mustard and ketchup, 

which gave a negative image of her appearance. 

iii. Knowledgeability and Skill Level of the Employee 

There is a high demand for skillful workers in the sector of professional services due to 

the low number of qualified workforce (Frey, 2010). I observed the employee’s knowledgeability 

levels within her line of business i.e. her comprehension of various types of meals, their prices, 

etc. I also observed her skills in customer etiquette and mannerisms when serving meals and 

taking orders. I noticed that she had to continually refer to her menu to check on the cost and 

names of some of the meals offered. Additionally, she had trouble carrying certain meals to the 

customers' table and often spilled some on herself while hurrying to deliver. 

iv. Her Confidence level 

Employee confidence is relayed in many ways. I decided to assess her confidence levels 

using crucial verbal and nonverbal cues. Among the verbal cues used were her voice level, tone, 

and the fluency with which she spoke. Nonverbal parameters entailed her gestures, posture, and 

facial expressions. My observation yielded that she spoke in a firm tone and did not stammer nor 

struggle to converse with her customers. Additionally, her gestures and facial expressions, 

characterized by posture, hand, and leg movement, did not relay signs of nervousness. 

v. Her Interest in Helping Customer’s 

On this, I planned to observe an employee’s customer response rate, level of involvement 

in the issue, and the impact of assistance. In the context of the restaurant, these parameters were 
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assessed through her ability to help customers with their menus, her patience level, and the 

frequency with which she assisted without getting tired or showing signs of disinterest. I 

observed that for each new customer, she upheld the same interest and patience that helped them 

chose their meals and make inquiries. 

vi.  The Employee’s Interaction under pressure 

Even the finest of employees tend to crack under immense pressure. I, therefore, 

observed whether this employee's attitude and performance level would be altered under intense 

complaints from customers. I saw how she interacted with stubborn customers and complainants 

about delayed and mistaken orders. I noticed that she kept a calm attitude all through when 

addressing them and used courteous language when handling complaints such as the words, 

"please," "My apologies," "I am sorry," and "Thank You." 

vii. Her Ability to Solve Customer Issues 

According to Kattarra et al. (2015), customer satisfaction relies heavily on problem-

solving, courteousness, and the prompt of handling the situations. I checked her problem-solving 

abilities concerning accidents, mistaken orders, and delays. I observed that while her response to 

problems was not prompt (due to understaffing), she did eventually help resolve the situations by 

cleaning up, calming customers down, or even getting them the correct orders.  

viii. Her Self-Management Characteristics 

I assessed the waitress's self-management skills based on order taking, delivery, and time 

management. On order taking, I focused on the algorithm with which she approached customers, 

how she took their orders, and how she wrote them.  I observed that she sequentially arranged 

customer orders based on order type and table number. Once fulfilled, she would cancel an order 
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and focus on the next one. To minimize congestion, any meal delivered by the chef was 

immediately taken to the customer and scrapped off her tab. 

ix. Her Usage of Technology to enhance customer experience 

In this era of technological evolution, employees with competent technological skills 

demonstrate a higher customer satisfaction rate and organizational efficiency than those without 

such skills. I observed the waitress's interaction with internal technological mediums such as the 

Point of Sale (POS) machine and noted how fast and competent she was at operating it.  I also 

observed her help an elderly customer search for a ride on the Uber application, which further 

demonstrated her technological prowess towards customer service.  

x. Did the Employee Add Value to the organization? Any Recommendations? 

From a general perspective, the waitress possessed a series of personal and social skills 

and attitudes that were valuable to the restaurant. Her welcoming attitude, technological prowess, 

personal management, and problem-solving skills not only increased customer attitude but also 

bore cost and time efficiencies. I, however, recommend that the employee develop a more 

uniform attitude towards all customers, whether rude or polite, as I noticed that she was 

generally disinterested in such customers. Also, she should observe neatness by tying her hair 

when working, as it would avoid hygienic inconveniences. Additionally, I recommend that the 

organization add more workers to help her in her shift as overworking and pressuring her might 

trigger a loss of morale and performance, which may trickle to the customer serviceability and 

ultimately affect the customer satisfaction levels. Finally, the organization should get her and 

other workers sufficient working gear to substitute stained ones while working. 
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