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K.L.C. Restaurant: A Human Resources Problem

K.L.C. is a successful restaurant located in a large city centre. The restaurant was established 15 years
ago as a partnership. The restaurant aims to attract wealthy customers. The food served is of high
quality and the chefs are well qualified and famous for their excellent skills.

Six months ago the business employed a new restaurant manager. Since then there have been
problems with the staff.

Several of the experienced staff have left and the new manager replaced them with people who have
never worked in a restaurant. A new system for paying staff was introduced. Waiters are now paid a
small basic wage and then paid extra money depending on the number of customers served (a type of
piece rate). The tips – cash bonuses from customers for good service – from customers are shared out
equally at the end of the evening. The previous system of payment was based on hourly rates and tips
were kept by the waiters themselves. Staff at the restaurant are unhappy and morale is low.

The new manager does not believe in off-the-job training for waiters. He expects the new recruits to
watch and learn from the other waiters in the restaurant.

The manager only recruits new staff by asking existing employees if they have any friends or relatives
who would like to work in the restaurant.

You have been asked by K.L.C. to look at the situation and write a report advising them on the best
course of action to take to overcome the staff problems.  
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Fig. 1

Table to show staff information at K.L.C. Restaurant

Fig. 2

MEMORANDUM

To: Partners of K.L.C. Restaurant

From: Restaurant manager

Date: 21 May 2003

Subject: Employment of new staff

As you know a number of employees left recently to work at other restaurants nearby. I have

employed 4 new staff but still require several more to cover all the work. The new staff are

all young and enthusiastic but they have not worked in restaurants before. They are friends

of our existing waiters.

Vacancies still to cover are:

• 4 waiters/waitresses, 

• 3 kitchen cleaners,

• 1 chef.

I hope that you will continue to let me make all the staffing decisions.

Absenteeism
(number of days off work
by the restaurant staff)

Number of staff leaving
the restaurant

Sales turnover for K.L.C.
Restaurant

2001

30 29 50

4 3 12

$200 000 $300 000 $100 000

2002
2003

(first 6 months)
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Fig. 3

Recruitment Advertisement for Harrow Restaurants (a competitor of the K.L.C. Restaurant)

Fig. 4

Come and work for Harrow Restaurants! (A chain of quality restaurants)

We are an expanding restaurant chain with a very good reputation for high
quality food and service.

Due to our success we are recruiting waiters/waitresses and a new chef. Pay
rates are competitive but we offer many other benefits such as free meals and

free transport to and from work. Full training will be given to employees. 

If interested and you can offer the right qualifications then 
telephone us on 0978 654 362.

129 New Street

New City

563972

25 May 2003

The owners

K.L.C. Restaurant

1746 Main Road

New City

892648

Dear Sir

I recently visited your restaurant for a family celebration. We have eaten at

your restaurant many times in the past and have been particularly impressed

with the quality of food and the excellent service from the waiters/waitresses.

It has always had a good reputation for the highest quality of food and service.

However, the last two times we have eaten there we have had cause to complain.

The quality of food has gone down slightly but it is the service that has

particularly decreased. The waiters/waitresses seemed rushed and we were

made to decide very quickly what we wanted to eat. The food then took a long

time to arrive and was not hot. When we asked the staff how long the food would

be they could not be bothered to find out for us.

We will not be visiting you again and neither will any of our friends. I wanted

you to know why you have lost customers.

Yours

An unhappy customer
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Section A

1 (a) Explain the differences between pay systems based on piece rate and pay systems
based on hourly rate.  

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

......................................................................................................................................[5]

(b) Explain two possible advantages to the restaurant of several staff leaving.

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

......................................................................................................................................[6]
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(c) Why do you think the Harrow Restaurants offer fringe benefits to staff?

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

......................................................................................................................................[6]

(d) Is increasing wages the only way to motivate restaurant staff? Explain your answer.

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

......................................................................................................................................[8]
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2 (a) (i) Explain the difference between on-the-job training and off-the-job training.

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...............................................................................................................................[4]

(ii) Explain which type of training you would recommend for a chef.

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...............................................................................................................................[4]
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(b) (i) Look at Fig. 3. Some customers are unhappy with the restaurant. Describe how the
restaurant owners might carry out market research to find out what their other
customers think about the restaurant. 

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

.............................................................................................................................[10]
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(ii) How could the owners try to make sure that the information from this research is
accurate?

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...................................................................................................................................

...............................................................................................................................[3]

(c) The restaurant needs to recruit kitchen cleaners. Outline two ways, other than the
method currently being used, that the restaurant manager could use to recruit these
workers. 

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

..........................................................................................................................................

......................................................................................................................................[4]
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Section B

3 Using all of the information available to you in this paper, write a report to the owners of K.L.C.
Restaurant, advising them on the alternative ways of solving their human resources problem.   

Your report should include:

• a brief summary of the problems with the staff and the effects on the business;

• the advantages and disadvantages of alternative ways of paying and motivating employees
(including payment systems and fringe benefits);

• the advantages and disadvantages of alternative ways of recruiting

(i) waiters/waitresses,

(ii) a new chef;

• a conclusion comparing the alternative ways of solving the problem;

• your recommendation of the best way of solving the problem, based upon your conclusion;

• reference to relevant business studies theory as and where appropriate.

Marks will be awarded for using the correct format for a report.

Write your report on the pages which follow. You may ask for additional paper if you need this to
complete the report. [50]
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