Sir, this is your first question. Can I ask your name, sir? Okay, let me introduce myself. I'm Neil Pellacchia.
I'm the head of the Maitre D' as in head captains. Head captains. Supervisors, head supervisors of the dinings.
Sir, can you describe the usual process of your service from their entrance to the restaurant until they go out? Okay, so what you're saying is the sequence of service. What we do here, of course, in the standards of the food industry, there is a sequence of service. So, that's what we follow.
So, of course, when a guest enters, we greet the customers. That's the most important thing. We greet our customers.
And then we'll assist them if they have a reservation or not. We'll still assist if we know how many they are. So, we'll assist on their table if they have a reservation.
We'll assist where they belong on the table. And then, of course, here, because we have buffet, we have a la carte also. So, we'll assist on what they prefer, buffet or a la carte.
And then, that's it. With menu, waters, that's the first thing we do. Water and then menu.
So, it's like the same procedures in some other restaurants? Yes, it's the same because that's the standard. But here, with Alba, it's different with Alba because not all restaurants provide the same service. Alba's service, we call it Alba Care.
In other words, the service provided by Alba is not just 100%, it's 101% as much as we can. So, here at Alba, our service is taken care of by every guest that comes in. So, not all of them, but there are establishments or restaurants that if you're already sitting there, it's up to you.
If I call for an order, if I order, you're already left. So, here, as long as you're sitting with us on that table, as long as you're not finished, the service we provide is not finished. So, that's Alba's service.
That's why we have a lot of patrons who come back to Alba. Can you imagine, Alba is celebrating 75 years. 75 years? Yes.
Next year, 75 years. So, in other words, the service provided by Alba is good, the quality service provided by Alba. Because, of course, other guests won't come back to an establishment if the experience is not good.
So, here at Alba, not just in Green Hills, but in all branches, we make sure that the service we provide is good. Including all of our customers. Thank you.
And, sir, next question. In your staff and department, how do they work together in order to give the best quality service for everyone? How? So, I think the most important thing for a team is communication. As I always say, communication is the key.
Because if you don't have communication, you won't be able to form a team. A team starts with communication. No matter what you do, if you don't have communication, you won't be able to form a team.
So, I think that's the number one thing, communication. So that you can all connect and be united, dining staff to kitchen staff. Because the connection there is, of course, dining to kitchen, backdoor and frontdoor.
Their harmony should be good. So that the output of the food is also good, and the service we provide is also good. Of course, not just the service we provide, but also the quality of food we provide.
Right? So, that's it. Quality of service and quality of food. So, the quality of food and also service is maintained? Yes, every day.
So, that's our goal. To maintain the service, good service. And sir, do you have practices that you do in the restaurant in order to monitor and maintain its service standards? Practices? To monitor if it's aligned.
Maybe, we are the supervisors. Because, of course, the kitchens have their own supervisors. In the dining, it's the same.
Maybe, we are, what do you call it, I can't say, meticulous. So, for us, here in ALBA, we can't do what we can in the service. So, whatever service we provide, it should be good.
So, all the supervisors are detailed in everything they do. To monitor that everything they do is right. So, when it comes to that, especially me, I'm detailed in everything.
I'm meticulous in everything. So, every day, before the operations, I prepare an everyday briefing. So, we don't have a stock of operations if we don't have a briefing.
What does a briefing mean? Every morning, we discuss what the plan is, what the reservations are, what the guests' requests are. In the reservations, is this the guest's request? Is there an allergy? All the guests' requests are detailed in the reservations. So, we discuss everything there.
And then, of course, the kitchen is the same. So, we have a representative from the kitchen for all the concerns in the kitchen. To the dining, it will be sent to us.
And then, we, the dining staff, will also send all our concerns to the kitchen. So, that's how it is.
So, every day, we have a briefing.
The operations don't start if there's no briefing. So, at least, the staff is ready to work. They know what they're going to do because they have a briefing.
So, you're the one who monitors and also the other one. If I'm not there, of course, I have... Here, per branch, we have two captains. And then, I have an assistant.
So, if I'm not there, for example, if I'm on vacation or on a day off, of course, someone will replace me. But we make sure that every day, we have a briefing. So, that all the staff is aligned before starting.
Because sometimes, right? There are moods that... Of course, every day, it's not like... Every person has their own experience in their own house. So, I don't like it when it comes in, you bring it in. So, just to talk about it, to get rid of it.
That's why I sing. It's also one of the reasons why I sing in the briefing. So, at least, it's reminded. Because sometimes, it's me. It's me. It's obvious that I'm one of the people.
I'm one of the staff who brings something. Because I can't work in the morning. So, sometimes, of course, we give wisdom.
So, at least, it's calm. Or somehow... Because we're listening to wisdom, right? And somehow, it's calming. Yes, that's right.
We're counting the pesos. So, that's one of our... So that we can all work in the morning. Even if we have a problem.
Because we're all going through it. But we can't put it during the... In the morning? Yes. That's what you should learn.
Okay. Sir, another question. I'm getting cold.
What am I listening to? It's cold. Wait a minute. Can we fly? When it's cold here.
Can we go there? Sure. Can we transfer? It's really cold. Sorry.
That's why. Sir, another question. How do you train your staff? How do I train them? Because there are trainings.
Yes. Of course, when... Before you get hired here, we have a one-month training. One-month training.
So... What do they do in the one-month training? There's a lot. All of the standards. All of the rules.
Then, if... All of the standards that Alva does, we teach them all of that. Of course, how to do the services. How to do communications.
Towards the guests. How to talk properly. Because sometimes, not all people can talk properly.
There are times when... When we're outside. So... Here, as much as possible, it's part of our training. Of course, the attitude.
That's one. Though... I always say that I can't do anything about the attitude. Because it depends on the person.
It's a different attitude. But... Here... If you're here with Alva, I always tell her that if you don't have a good attitude, leave it at Alva's door. Don't bring it here.
So, that's one of the training. In my training, the attitude is one of the most important. Because skills... It's easy to learn skills.
Like I said, even if your pick-up isn't that fast, as long as your attitude is good, you get along well, or you have a good attitude, there's no problem there. Because I can enhance my skills. But the attitude, it's not really... It depends on the person.
Yes, it really depends on the person. But, so far, here, for us, maybe everyone has an attitude. Even me, we all have a bad attitude.
But here, so far, God's mercy, they don't bring that. So, they maintain it. It's like they're used to this is the attitude that we should show.
Because... We bring that. It's like... What's your attitude? Your attitude towards your colleagues. That too.
If you're okay, your performance is okay when you talk to our customers. Is that okay? That's one of the things we practice. And then... Those skills when it comes to table set-up.
That's one. Our rates. Rates of... What is being studied there? Within one month.
So, after one month, there are evaluations. There are evaluations being done. So, the visions of ALBA, what is the mission of ALBA, what is the vision of ALBA.
So, they should know all of that. So, what are the core values that we're implementing? Right? Because, the core values that an establishment Because if you're not implementing the core values, the flow of your system won't be okay. Right? So, we should follow the core values so that everything we do in terms of service in the food industry.
So, that's it. So, there's training. in one month, have you properly trained all employees? Actually, to be honest, not really.
Not really. It won't be perfect in just one month. But, in that one month, you should see an improvement.
It doesn't have to be perfect like, I memorized this. Etc. Because no one is like that.
Even for me, I'm the only one here. It's like, I'm still missing something. There's nothing perfect.
So, but what we're looking at in that one month, is there an improvement? Because people, every day, they're improving. So, it's not like your questions are totally knowledgeable or they're really improving. No, it's not like that.
But, day by day, we're improving them. So, that's it. In your training, for example, it's like, you have training every month or just one training? It's just one training.
So now, if we think that it's not perfect, we're extending it. We're extending it for another one month. So, there are still chances.
Alva is still kind. He's still extended. So, we're still looking at that.
Because sometimes, that's why he's extended for two months because his skills are no longer a problem. Maybe he has a problem with his attitude. So now, we're trying to work out if his attitude will change.
Right? So, the attitudes that are not good, our four attitudes, will it work out or not? So now, if he's given another chance for one month and it didn't change, that's it. Totally decided, he's gone. But, if we think that it's okay, that it's changed, and he enhanced his skills, so, it will play and we'll observe.
And also, sir, next question. What are the factors that you think are important in providing a good dining experience? Maybe, you can give all the needs of the guests. Like what you said earlier, that the staff is always on standby.
Yes. So, all of their needs, like the guests, it's like, the gestures of the guests, the looks of the guests, you should know that you should read them. The guests shouldn't raise their hands.
When the guests raise their hands, no one should approach. So, that's a bad experience for a customer. So, here, we tried as much as possible that all of our waiters are attentive.
Or all of our staff, our dining staff, when it comes to the needs of the guests. So, like what I said earlier, we try to avoid complaints. So, our goal here is zero complaints.
We can't avoid it, because, as I said, there are instances where complaints really occur. But as much as possible, we try to avoid complaints. So, that's it.
And sir, next question. You said earlier that there are no complaints. what if we have a
complaint? What are the common complaints that a customer raises here in the restaurant? And how do you handle it? Okay.
So, there are a lot of complaints, actually. But, because everyday, sometimes, we can't avoid it.
But there are a lot of complaints.
But, how do we handle it? Of course, we listen to the guests. We listen to what they want to say. Of course, that's what we do.
So that they can feel that we are listening to them. What they want to say. What they want to bring to us.
What are their complaints. So, we listen to them properly. So, and then, after that, after we listen to them, we show our sympathy to the guests, to the customers, of course.
So, we do our best to avoid the complaints. So, we handle it properly. So far, we've handled those situations properly.
What is your process to handle it? For example, do you have something to give or an alternative way? Sometimes, we have an apology letter that we give. Sometimes, we give tokens so that they can appreciate that we are doing our best to handle their complaints. That's the best thing that an establishment when it comes to complaints.
Sometimes, the guests feel that you're doing or I don't know. It's like you're doing all of their concerns. Their sympathy.
You know, you're not against even if we think that sometimes, sometimes, the complaints, sometimes, there are people who are under other guests. Yes. But, whatever their reasons, we have to handle it properly.
Whatever reasons, whatever their complaints are. Because, they're still our guests. Yes.
Our goal is have to come back to us. So, even if they're disappointed, at first, for example, the first time they came to us and they were disappointed, when they felt that their complaint you did something or you followed, you made a solution, they'll come back. Because, that's what the customers want.
Anyone. And sir, what's the process in order to collect customer feedback? And, how do you use this feedback in order to improve its service and also, in the restaurant? We have a website. Sometimes, you can see on Google, we have Google, sometimes, you can see the feedback of our customers.
So, our feedback is okay, but sometimes, there are also people who cannot avoid that there are some who are not. Sometimes, sometimes, the guests are disappointed that it's like this. It's not like, it's not always like that, but, it's not good to have feedback that's not good.
But, that feedback, whatever that feedback is, we think that the guests don't like it. We work, we work on that. We always talk with the, all of the staff and then, the management.
We talk about where there's a mistake, we fix it. So, for at least, the customers, when they come back, when they come back, it's okay if they raise any concerns. So, for us, everyday, we appreciate that if there's a concern, you just take it as a positive.
If it's bad, if it's bad concerns, if it's bad complaints, you just take it as a positive. Right? Then, we raise, we talk about what the solution That's always. They say that the bad feedback can help the restaurant or any establishment to improve.
It's true. Don't take it as a negative. Because, they always say that there's always room for improvement.
Right? So, it's the same with restaurants. Okay. And sir, for our next question, it's focused on operations.
What are the common operational challenges that affect the quality and also the food service?
Affect? Challenges? Yes. In operations. That affect? In quality, service, and also food service.
Maybe, the complaint. The real complaint. The real complaint.
Yes. So, I don't see any other complaints. One of the major is the complaint.
Sometimes, it can't be avoided. For example, in food. Sometimes, we don't see the unnecessary that shouldn't be there.
Right? So, that's one of the complaints. There's hair. Right? Sometimes, it can't be avoided.
But, there's hair. That's one of the complaints when it comes to food. Salty.
Fatty. So, that's one of the usual complaints when it comes to food. It doesn't affect because, in operations, because, they're doing it in a way.
So, it doesn't affect for us. So, all of the things that we think that even in service, for me, it doesn't affect even the complaints that the customer raises because, we're doing our best to act on the complaints that they have. So, for us, that's the challenge.
How will you solve the concerns of the guests or the complaints of the guests. So, I feel that's the challenge for us because, it's not the same reaction of the customers. Right? Sometimes, their complaints are very angry.
Right? They're loud. Sometimes, they hear other people's table. So, that's the challenge of how to calm them down.
The complaint is the main reason. That's the main reason. That's the enemy of all restaurants or all in the food industry, hospitality.
That's the major complaint. That's the main challenge. But, we're doing our best.
The operations of the staff and also the department are working together. Of course. It's necessary.
Uhm, is there a problem that happens sometimes? Like, what? Like, between the staff and also the department? We can't avoid it because, as I said, uhm, there are times that we can't avoid having arguments with the staff, sometimes with the chef, with the manager. There are arguments. But, as I said, we always talk about it.
We don't make it big. So, if there are problems, personal problems that affect the work or if it's not worth uhm, if the problem is it's not like, what we do is, as much as possible, if we go out to restaurants, we're okay. So, especially, we supervisors sometimes have miscommunications between the kitchen, sometimes misinterpretations.
So, that's one of the problems. But, we always remember or we always talk about that after this job, outside we're okay. Because, all the arguments are regarding the inside, regarding the job.
So, the personal is not in the company. So, the personal is outside. But, regarding the job, we'll talk about this if it doesn't agree with But, here, so far, vice versa, both sides on what you want the dining to bring or what you want the kitchen to bring.
So, at least, our harmony won't be Because, the back operations the front of the house are not understanding. So, we make sure that everyday we need to understand. Always.
Because, the bottom line is that we can provide a service. Because, if we don't understand, we can't provide a good service, we can't provide a good food quality. So, we maintain that there should be no misunderstanding.
Sir, next question po. Paano naman po sir pag during peak hours, holidays, and other na parang nakaapekta po sa restaurant like parang dumadami po yung mga customers, paano nyo po sila in handle, sir? Alam mo, yun ang pinakagusto namin. Yung peak hours, yung volume ng tao, yun ang pinakagusto namin problema.
It's a good problem sa amin. Nakapagod, nakapanghina, minsan, pagsupangdami ng tao, pero, that's a good problem. Nakakumulit naman po lahat.
Yes, of course, as much possible, kung may available table, kinakakumulit namin lahat. Hindi pwedeng aalis ang guests na hindi sila makumulit. Or, kung wala naman available, kinukuha natin yung mga, ang ginagawa namin dito, kinukuha natin yung details, contact number, just in case, para just in case may umalis, matawagan namin sila.
Kasi, syempre, within the area lang naman sila may ikuti-ikot. as much possible, hindi namin sila pinapaalis na feeling nila tinanggihan namin sila. Especially, pag weekends.
Kasi pag weekends, kasi talaga, more reservations, wala tayong vakante for walk-ins. So, kung may walk-ins, na tapos, natanggihan namin, because nga, dahil walang vakante, as much possible, kinukuha namin yung details nila, para ma-feel nila na importante sila sa amin. Kahit wala silang, walang available table, kinukuha pa din namin yung details, na willing kami natawagan sila, pag meron ang available table.
So, feel ni guests na importante sila sa amin. So, yun ang process na ginagawa namin dito. Hindi kami tumatanggina, ay wala na pong table.
That's it. It's about tapos na. Wala, hindi.
Wala ng table, pero kinukuha namin yung details, para just in case, magkawang vakante, itatawagan namin siya. Within 15 minutes, meron o wala, tinatawagan namin sa guests, para mainform sila na merong vakante or wala talagang possible na vakante. So, lahat na talagang inaapprove.
Yes. Kailangan gawa na itong lahat ng pakaan, para ma-feel nila na importante sila. Kasi,
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