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    Agreement  

 

  1. Please let us know if you agree to The Silent Customer using your contact 
details to notify you of special offers and events in your local restaurants. We will 
not contact you more than once a month.    

 

Response 
Percent 

 

Response 
Total 

 

1 I agree  
  

 

78% 117 

2 
I would prefer to give 

my feedback 
anonymously  

 
 

 

22% 33 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 

   About you  
 

  3. What is your primary role?  
 

Response 
Percent 

 

Response 
Total 

 

1 
Parenting / 

Homemaker    

 

6% 9 

2 Employee  
  

 

28% 42 

3 Manager  
  

 

17.3% 26 

4 Director / CEO  
  

 

10% 15 

5 Self employed  
  

 

10% 15 

6 Student  
  

 

0.7% 1 

7 Between work   0% 0 

8 Retired  
  

 

22.7% 34 

9 Consultant  
  

 

2.7% 4 

10 Other, please specify:  
  

 

2.7% 4 

Text Answers for (Other, please specify:) 

 

1 

(3003378) 
Visiting Professor  



3 

(3007480) 
Admin  

4 

(3008538) 
Education Advisor  

 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 

  4. Age group  
 

Response 
Percent 

 

Response 
Total 

 

1 under 18  
  

 

0.7% 1 

2 18 - 25  
  

 

6% 9 

3 26 - 35  
  

 

13.3% 20 

4 36 - 55  
  

 

44% 66 

5 56 - 65  
  

 

20.7% 31 

6 66 or over  
  

 

15.3% 23 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 

5. Please tell us if you have any of these requirements when you dine out. (tick 

all that apply)     
 

Response 
Percent 

 

Respons
e Total 

 

    
Gluten free dishes / 

bread 
 

  

 

6% 9 

    Non meat dishes 
   

 

8% 12 

    
Non meat & fish 

dishes  
 

  

 

4% 6 

    
Dishes without any 
animal derivatives 

 

  

 

2.7% 4 

    Halal meat 
   

 

0.7% 1 

    Kosher food 
   

 

0.7% 1 

    Nut free dishes 
   

 

1.3% 2 

    Step free access 
   

 

2.7% 4 

    

Ground floor and/or 
toilet facilities wide 

enough for wheelchair 
users 

 

  

 

2% 3 

    Other allergies 
   

 

4% 6 

    None of the above 
   

 

75.3% 113 

    Other, please specify: 
   

 

7.3% 11 

Text Answers for (Other, please specify:) 

 

1 

(2999195) 
donôt eat pork  

2 

(2999333) 
Peanut & Yeast Free Food  



3 

(2999458) 
Calorie content listed on menus / low fat options  

4 

(2999484) 
dairy free  

5 

(2999885) 
wheat intolerance  

6 

(2999953) 
Sugar free  

7 

(3000761) 
None  

8 

(3001254) 
no special needs required  

9 

(3002063) 
no alcohol  

10 

(3003860) 
Dairy free  

11 

(3020839) 
Generally healthy options  

 

Comments: 

 

1 

(2999953) 
Diabetic 

2 

(3000215) 
I'm vegan but mainly because I am allergic to milk. I've had real problems with this and 
had a really nasty reaction after a meal at: The Elephant in Pangbourne. 

3 

(3002969) 
Meat eater however usually go with our veggie friends so we tend to stick to fish & veg 

4 

(3003378) 

I eat anything and everything as long as it is well cooked, well seasoned, well 
presented and not over-priced. My wife however, does not eat red meat, so we look 
primarily for restaurants with a good selection of fish or alternatively interesting 
vegetarian and chicken dishes 

5 

(3004076) 
My daughter needs nut free food 

6 

(2999534) 

I like to eat a varied diet from many different countries. I do like to eat as healthily as 
possible, with a varied diet. At home, we try out at least one different recipe a week, as 
we like to experience new flavours and different ingredients. 

7 

(3006059) 
No special requirements 

8 

(3003281) 
I like to visit restaurants that cater properly for both vegetarians and non-vegetarians 

9 

(3008538) 
I am allergic to E130 artificial caramel colouring in brown soups & gravy 

10 

(3020839) 
I like to eat out frequently but it doesn't like me! I like to have the option of healthy 
dishes as steak and salad can get a little bit boring 

11 

(3034031) 
we are vegan 

 

Statistics based on 150 respondent(s) 0 skipped. 
  

  

 

  6. If you have ticked any of the boxes above how often would you say your 
needs are met?  

 

Response 
Percent 

 

Response 
Total 

 

1 
Only if I go to 

restaurants that   

 

2.7% 4 



specialise in my dining 
requirements  

2 Sometimes  
  

 

10.7% 16 

3 Usually  
  

 

9.3% 14 

4 Never a problem  
  

 

16% 24 

5 N/A  
  

 

61.3% 92 

Your comments: 

 

1 

(2999885) 
An intolerance is not an allergy.  

2 

(3000215) 
I usually end up with a vegetable starter as a main. The only place I have no problem is 
The Green Olive. 

3 

(2999886) 
Often the vegetarian alternatives are lacking in flavour and not overly interesting.  

4 

(3003378) 
There are very few good fish restaurants in Surrey - most only offer a salmon fish or 
the "compulsory sea bass dish (which is still great if well done) 

5 

(3005720) 
Contamination/poor knowledge has been a problem in some restaurants - usually 
chains 

6 

(3008538) 
Usually the better restaurants do not use artificial colorants! 

7 

(3027215) 
Can be patchy. Depends upon cuisine type and management policy. 

8 

(3034031) 
mostly we are very restricted on choices unless we go to a specialist restaurant 

9 

(3042173) 
Steps are a BIG problem 

 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 

  7. Would you say that you dine out less since the recession?  
 

Response 
Percent 

 

Response 
Total 

 

1 

Yes, but mainly 
because supermarket 

'dining in' offers like 
M&S 2 courses for 

£10 are so good.  

  

 

6% 9 

2 

Yes, but mainly 
because restaurants 

don't offer enough 
value for money  

  

 

11.3% 17 

3 
Yes, but only during 

the week    

 

4.7% 7 

4 Not sure  
  

 

9.3% 14 

5 
No, but I am much 

more choosy about 
where I go  

  

 

39.3% 59 

6 
No, I eat out the same 

as I did or more.    

 

26% 39 

7 Other:  
  

 

3.3% 5 

Text Answers for (Other:) 

 

1 yes, for financial reasons  



(2999484) 

2 

(2999912) 
Yes, because my salary is lower  

3 

(3003779) 
Yes  

 

Your comments & recommendations 

 

1 

(2999484) 
I dine always with a voucher or discounted times 

2 

(3000215) 
Pizza Express has started offering vouchers for meal offers so we have used those, but 
other restaurants do not seem to have caught on. 

3 

(3000503) 
during the week I will choose 2 for 1 offers but am more open at the weekends 

4 

(3001158) 
Regular Girls Night Out and lunches at the Rugby Club, plus Over 60's luncheon club 

5 

(3001222) 
vouchers make a difference 

6 

(3001276) 
More fixed price specials would be welcome 

7 

(3000648) 
Whilst we enjoy dining out and appreciate good food, and are willing to pay for it, we 
find eating out expensive. 

8 

(3001254) 
Use vouchers for chains such as Zizzi, Strada 

9 

(3001556) 
although supermarkets have good offers it is not the same as going out to a restaurant 

10 

(3001814) 
There are not enough offers. Food and drink prices are rising which makes it difficult to 
afford a meal out. 

11 

(2999886) 
Tend to look for restaurants that offer vouchers to save a bit of money, especially 
during the week. Less of an issue on the weekend.  

12 

(3002853) 
Portion sizes are more important than price sometimes. I detest small portions 
combined with high prices. 

13 

(3003378) 

Being a very keen cook myself, I do not like the average "pub food". I like food of a 
quality which I cannot easily cook myself and am happy to pay an appropriate amount 
in return 

14 

(3003732) 
We tend to look for better value now and don't tend to go for the so called "up market" 
restaurants  

15 

(3006047) 
More selective in choosing restaurants to suit occasions 

16 

(3006244) 
We have reduced the number of meals out in the last 12 months, probably eating out 
around half the time compared with 12 months ago 

17 

(3008538) 

We like to dine out as my husband does the cooking so it gives him a well deserved 
rest! Recession has meant we have reduced the number of times we eat out in the 
month but we do tend to take guests out more often. 

18 

(3008740) 
SPECIAL VALUE DAYS REQUIRED 

19 

(3020839) 
My husband is no longer working, so we just have to reign in our spending a little bit.  

20 

(3027215) 

Deals encourage me to dine out when I wouldn't before i.e. mid week. Also, so many 
places have offers (even at weekends) the risk is that you lose out if you don't offer 
something with value. 

 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  



 

    Service  

 
 

 

 
 

1 

(2999116) 
 

I pubs we frequent try hard to present as appose to the high streets which are focused on 
through put.  

 

2 

(2999950) 
 

Obviously the answers depend on local choices  
 

3 

(3000215) 
 

Family owned food led pubs tend to be far superior. The Frog in Skirmet is brilliant for 
instance, as is the Cherry Tree in Stoke Row..  

 

4 

(3000320) 
 

as i donôt use chains this question is irrelevant  
 

5 

(3000407) 
 

High Street chains vary dramatically from town to town  
 

6 

(3000503) 
 

High street service is generally very good and if its not they recompense you and 
apologise, independent outlets tend to be far more inconsistent and have a take it or leave 
it attitude  

 

7 I tend to use the same 2-3 local food led pubs and that is what I base my judgement on  
 



(3000617) 
 

8 

(3001158) 
 

Tend to eat mostly in pubs  
 

9 

(3001234) 
 

the busier the high street chains are the longer time you have to wait to be served  
 

10 

(3001254) 
 

Because tenants change frequently, standards and service vary considerably. Often new 
landlords are not familiar with the area or preferences of local customers i.e. overpricing 
fancy menus  

 

11 

(2999886) 
 

Depends on the High Street chain - Zizzi is very consistent  
 

12 

(3002853) 
 

Pubs still behave the way they did 25 years ago - surly service.  
 

13 

(3003378) 
 

The standard of pub food is steadily increasing in the SE, particularly with famous chefs 
entering the pub trade  

 

14 

(3003732) 
 

Although we don't often eat at high street chains we find that they tend to have consistent 
service due presumably to standard training methods which don't necessarily apply to 
indepents which tend to vary considerably.  

 

15 

(2999534) 
 

Don't use Highstreet chains  
 

16 

(3006047) 
 

Those establishments whose focus is food as opposed to drink, entertainment and fast 
throughput generally serve the most consistent food  

 

17 

(3006244) 
 

You tend to find highly trained, disciplined staff in the high street chains, having said that 
some pubs have some very attentive staff as well  

 

18 

(3006456) 
 

The independent restaurants vary, depending on time of visit and which ones you go to, 
leading to a fairly inconsistent rating, with food led pubs i often feel that the serving 
staff/bar staff multi-task and therefore don't always give you their full attention as it's 
divided between patrons at the bar and serving food, where as high street chains, whilst 
desperate to get you in and out as fast as possible, do just provide one service and whilst 
it's not personal, it is consistent.  

 

19 

(3006665) 
 

totally dependent on the owner/manager - my 2 and 1 could easily be reversed  
 

20 

(3008538) 
 

You tend to get a standard (be it good, bad or indifferent) with the chains as they work to 
a formula. The independent good quality restaurant has a reputation to preserve so they 
are more likely to serve good quality food and will exchange food if it does not meet 
expectations.  

 

21 

(3011270) 
 

Huge variation, even between locations of high street chains.  
 

22 

(3020839) 
 

Chains can be hit and miss, depending on the branch and the server. They also tend to 
attract a more transient workforce who are there to earn so cash rather than those would 
would like a career in hospitality  

 

23 

(3027215) 
 

Pubs are mostly awful except some isolated exceptions, which can be good. Generally, I 
expect poor service.  

 

24 

(3034031) 
 

Pizza express is often good service and friendly staff  
 

25 

(3060578) 
 

We have had good service at chains such as Pizza Express but also had dreadful service. 
Indian restaurants nearly always are good!  

 

 
 

  10. How often do you feel genuinely valued by the restaurants or dining 

establishments you visit.   
 

Response 
Percent 

 

Response 
Total 

 

1 All the time  
  

 

2.7% 4 

2 Usually  
  

 

51.3% 77 

3 
Less often than I 

would like    

 

43.3% 65 



4 Rarely  
  

 

2% 3 

5 Don't usually notice  
  

 

0.7% 1 

Your comments  

 

1 

(2999116) 
particularly the high street chains 

2 

(2999518) 
I wouldn't go to places who treated me otherwise - at least not a second time 

3 

(3000215) 

Some restaurants are obviously feeling the strain and there is sometimes an issue with 
culture differences between the serving staff and the client - I have known some very 
arrogant polish waiters/waitresses!  

4 

(3000503) 
I donôt go back if I donôt feel valued, end of 

5 

(3001203) 
Independent chains more so than chains 

6 

(3001158) 
Most seem grateful for your custom 

7 

(3003378) 

The popular, high end restaurants are usually too busy to spend time investing in more 
than professional curtsey. My local pub produces good standard fare and I often pop in 
the kitchen and chat to the chef and he often gives me tasters for my opinion, which is 
great fun.  

8 

(3003732) 

The level of service in restaurants and particularly hotels is I feel poor as staff often 
seem unable to answer the simplest questions about the menu and rarely show any 
interest in customers for example by not regularly checking that things are OK and that 
everyone has got drinks etc. 

9 

(3006047) 
As for comment above - those restaurants where food is the main focus give the best 
customer service, etc 

10 

(3006456) 
And when we do, we go back. 

11 

(3007538) 
Depends on the restaurants, I find small establishments and family run give the best 
genuine service 

12 

(3008538) 
It depends where you go. A pizza bar chain couldn't care a hoot usually but your local 
good quality restaurant would like repeat custom. 

13 

(3034031) 
most waiting staff struggle with English or are indifferent/and inattentive 

14 

(3060578) 
Some waiters better than others of course, don't normally think of it as an issue though. 

 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 

  11. When was the last time you had a dining experience that greatly exceeded 
your expectations?   

 

Response 
Percent 

 

Response 
Total 

 

1 Within the last week  
  

 

10.7% 16 

2 Within the last month  
  

 

34.7% 52 

3 
Within the last 6 

months    

 

35.3% 53 

4 Within the last year  
  

 

7.3% 11 

5 Can't remember  
  

 

12% 18 

Please tell us what made it so great 

 



1 

(2962078) 
Haweli indian restuarant Twyford, great service, superb food. 

2 

(2999120) 
Greeting from the staff, genuinely happy to see us, attention whilst dining, help with 
menu and wine choice.. Exceptional food, a truly fantastic experience.  

3 

(2999116) 
5 Dials in Ilminster. Very tasty food, well presented in good quantity. Very friendly warm 
environment. 

4 

(2999333) 
The server made us feel like welcomed guests and treated us with great dignity and 
respect. 

5 

(2999348) 
Service great food and even when a small issue occurred it was resolved immediately 
without fuss 

6 

(2999458) 
Fabulous waitress service 

7 

(2999463) 
Good food and service 

8 

(2999484) 
speed, efficiency, price and service but mostly quality of food 

9 

(2999476) 
The pub landlord and staff 

10 

(2999482) 
Michelin starred bit had adverse reviews 

11 

(2999515) 

Excellent food, relaxed atmosphere and staff who cared. And the owner was making 
sure that ever aspect of our visit was good. And the prices weren't a rip off even though 
they are rated #1 for the city on trip advisor 

12 

(2999518) 
A well planned menu, beautifully executed and presented dishes, well-trained and 
knowledgeable staff, beautiful surroundings 

13 

(2999523) 
The initial welcome into the restaurant, friendly courteous and informative staff. 

14 

(2999577) 
Service and price 

15 

(2999693) 
Quality of food and variety of menu 

16 

(2999885) 
Consistently good salt beef sandwich with all the trimmings from B&K both Hatchend & 
Edgware 

17 

(2999953) 
The quality of the food 

18 

(2999912) 
The service and food was excellent and I was being paid for! 

19 

(2999957) 
in Belgium they just do it all so well 

20 

(2999950) 
Friendly advice and good non intrusive service 

21 

(3000026) 
Great, friendly service - not cheap, but on the whole good value for the experience 

22 

(3000094) 
good food and service and atmosphere 

23 

(3000097) 
fish straight from the sea simply cooked and not over- priced  

24 

(3000356) 
Good staff, good service and value for money  

25 

(3000215) 
Understanding that I wasn't being faddy but that I do have a genuine issue with certain 
foods, and going out of the way to make something off menu. 



26 

(3000320) 
perfect food and service such friendly reception and attention 

27 

(3000407) 
Exceptional food at a reasonable price 

28 

(3000579) 

We went to The Inn @ West End on a night when it was not too busy. A week night 
actually, service was much more personal than on a weekend and the food seemed 
even better than ever. 

29 

(3000503) 

went to the Oyster trading company in Whitstable, they met our requirements, made 
really good recommendations on the food and drink front, gave us a good table and 
offered a really discreet service, i.e. didnôt pester us 

30 

(3000726) 
The waiter at Green Olive in Cobham was exceptionally good, although not sure about 
the food. 

31 

(3000818) 
Genuinely great tasting food, cooked well and great service. 

32 

(3000617) 
Both the food & the service greatly exceeded expectations. 

33 

(3000761) 
The food was excellent and very good service 

34 

(3001167) 
fast service 

35 

(3001203) 
Green Olive Henley. Very attentive staff and very knowledgable about their food. 

36 

(3001209) 
Food was excellent, price great and service was very personal 

37 

(3001158) 
Food was excellent 

38 

(3001234) 
A fantastic new restaurant in Cobham called MEI, the service, food and setting was 
perfect.  

39 

(3001469) 
Excellent quality food, presentation and service 

40 

(3001254) 

Efficient, attentive, considerate, knowledgeable staff, chef came around and chatted 
briefly to diners. No loud background music so diners could chat. Dishes cleared 
promptly and more drinks proffered without asking. 

41 

(3001556) 
attentive service 

42 

(3001814) 
A meal out at an Indian restaurant where the service was very good 

43 

(3001822) 
On holiday in Turkey - fantastic steak. 

44 

(3002249) 
The food was exceptional, the waiters were attentive, and the price was reasonable,, 
this was at the Inn at West End. 

45 

(3002596) 
excellent food and attentive staff 

46 

(3002857) 
food much better than expected 

47 

(3002853) 
Good quality food and good portions. Also half bottles of wine were on offer. 

48 

(3002969) 
Attentive waitressing 

49 

(3003440) 
Good food & service al round 



50 

(3003378) 

Last night at the Hotel du Vin in Cambridge. The service was a little too pushy but the 
food was absolutely sublime. some novel combinationions but cooked to perfection. 
Three of us all felt it was one of the best meals we have had in the last year 

51 

(3003860) 
The atmosphere was calm and surroundings furnished in accordance with the 
ambience portrayed. The was high end prices but worth every penny 

52 

(3003869) 

Fantastic food, beautifully presented. Waiter heard me quietly comment to my husband 
that he choose the wine as it was his birthday and brought a 'Happy Birthday version of 
his pudding. 

53 

(3003732) 

A couple of months ago we went to a pub/restaurant just outside Windsor where we 
found the service exceptional. The staff were attentive and were happy to advise on 
dishes eg what was suitable for sharing as starters and also able to adapt dishes to 
include and exclude certain items such as serving one dish with different vegetables 
without having to revert to the kitchen as is often the case. Also they advised that the 
lamb was served pink and offered to cook it more if that was required. The staff were 
attentive during the meal without being overpowering.  

54 

(3003896) 
Food quality and friendly service 

55 

(2999534) 
Fantastic food, great ambience, excellent service 

56 

(3006059) 
Food, service, price 

57 

(3006047) 
Friendless, unobtrusiveness, efficiency, presentation, quality 

58 

(3006244) 
Its a small family restaurant in Dorset where the son is the chef and mother is front of 
house, very attentive, excellent food and unbelievable value. 

59 

(3006327) 
attentive waiter, excellent food 

60 

(3006456) 
Attentive staff, on hand but not loitering, knowledgeable and polite. Excellent 
experience. 

61 

(3006549) 
Very friendly, accommodating, and excellent value food. 

62 

(3006571) 
friendly staff who cared and talked to us. the food was also very good 

63 

(3006655) 
Real enthusiasm from the staff and a well thought out menu covering old favourites and 
the opportunity to try something new  

64 

(3006665) 
great friendly not overpowering service, good food at good prices in sensible portions 

65 

(3007120) 
The service was quick and the food was excellent 

66 

(3007480) 
We were on holiday and the food was wonderful and the staff had excellent knowledge 
on the wines and always made great suggestions 

67 

(3007538) 
A small greek restaurant , although it belonged to a small chain 

68 

(3008538) 
Excellent service, tasty food well presented and excellent value for money. 

69 

(3008740) 
FOOD COOKED SPECIALLY FOR ME 

70 

(3009812) 
wonderful food and service 

71 

(3011270) 
simple really - good service, good food and good atmosphere/surroundings 

72 Fantastic food and service 



(3014598) 

73 

(3017224) 
Excellent local food, freshly cooked at a great price 

74 

(3017443) 
Food was great, it wasn't over priced and the service was good 

75 

(3022626) 
Excellent food and service 

76 

(3034031) 
food really good many times but can't recall specifics 

77 

(3060578) 
Very polite service, good interaction with staff, but not over the top. Didn't feel rushed 
at all.  

 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 

  12. When was the last time you had a disappointing dining experience?   
 

Response 
Percent 

 

Response 
Total 

 

1 Within the last week  
  

 

15.3% 23 

2 Within the last month  
  

 

34.7% 52 

3 
Within the last 6 

months    

 

26% 39 

4 Within the last year  
  

 

12.7% 19 

5 Can't remember  
  

 

11.3% 17 

   Statistics based on 150 respondent(s). 0 skipped. 
 

  

 
 

 

1 

(2999116) 
 

Eating out is a special treat. Poor food quality or quantity makes it a wasted opportunity.  
 

2 

(3000215) 
 

Not being attentive and being defensive normally go hand in hand!  
 

3 

(3000579) 
 

I want waiting staff to be attentive but not oppressive.  
 



4 

(3000617) 
 

A lot of establishments do not appreciate that if they seated the customers and quickly 
offered and served drinks then the customers would probably accept a longer period for 
food to be served after placing the order.  

 

5 

(3001158) 
 

Most waiting staff seem good these days  
 

6 

(3001276) 
 

Quite honestly, the food very rarely doesn't meet my expectations  
 

7 

(3001254) 
 

Being shown to a table and then ignored, without a menu to browse, for 10 minutes is 
common  

 

8 

(3001822) 
 

Pull up your socks - I am the customer paying for good service not indifferent service.  
 

9 

(3002249) 
 

not experienced defensive waiter  
 

10 

(3002853) 
 

Service is generally good - food delays are unacceptable as is poor quality food.  
 

11 

(3003440) 
 

Also disappointing is went the food you order is not available  
 

12 

(3003378) 
 

I can excuse poor service to a certain extent but the reason for eating out is the food 
experience and simple food cooked and seasoned well is not rocket science  

 

13 

(3003732) 
 

I find more and more that waiting staff seem to have little understanding of what it is they 
are there to do i.e. to serve the customer. In other countries particularly Spain where we 
go to regularly and also France and Italy waiting is seen as a profession where staff seem 
to take pride in what they are doing and genuinely want to serve. In UK all too often 
waiting staff seem only to be employed to deliver food from the kitchen to the table.  

 

14 

(2999534) 
 

Dreadful experience at Glo  
 

15 

(3006047) 
 

Lack of knowledge over dishes, etc  
 

16 

(3006244) 
 

The delay in service would depend on how long and how busy, if you go to a busy pub 
you should expect a delay if you want quality food.  

 

17 

(3006571) 
 

With restaurants/pubs having erratic sales I understand the problems with staff. what is 
lacking is communication  

 

18 

(3008538) 
 

One can forgive delays and perhaps a problem in the kitchen if there is a issue with the 
food BUT one cannot condone bad front of house manners which is down to poor training 
and attitude (which can be avoided).  

 

19 

(3008740) 
 

No tap water available!  
 

20 

(3011270) 
 

All these things should be excellent  
 

21 

(3027215) 
 

I never give feedback to the waiter unless they get the order wrong. What's the point? 
They will mostly not care.  

 

22 

(3034031) 
 

long wait for food had to leave  
 

 
 

  14. When you have an extremely disappointing dining experience how do you 
usually deal with it?    

 

Response 
Percent 

 

Response 
Total 

 

1 
Give feedback if there 
is a comment card or 

feedback form  
  

 

10.7% 16 

2 
Tell the 

waiter/manager there 
and then  

  

 

54.7% 82 

3 Write a letter or email  
  

 

9.3% 14 



4 
Don't say anything 

and assume it's a one 
off  

  

 

3.3% 5 

5 
Don't say anything 

and just don't go back    

 

22% 33 

Your comments  

 

1 

(2962078) 
I have only ever needed to tell a manager once that I was not happy with the service 
and the food. I paid for my drinks and left.  

2 

(2999116) 
Usually demanding a reduction in price. 

3 

(2999195) 
never a good idea to complain during a meal as you don't know what the kitchen might 
do with you food 

4 

(2999333) 
Also do not go back 

5 

(2999348) 
And write and give feedback  

6 

(2999484) 
I also donôt return 

7 

(2999523) 
I'll tell the member of staff or manager of an issue at the time but always try to leave it 
as constructive rather than as a complaint 

8 

(3000215) 
I have written - and in the case of The Elephant sent photos - but have always been 
disappointed at the response. With a really bad experience I post it on Facebook. 

9 

(3000503) 
donôt go back either 

10 

(3000617) 
In a majority of cases, the establishment will either blame outside causes. They rarely 
apologise and try to solve the problem. 

11 

(3001158) 
You learn by your mistakes 

12 

(3001222) 
Not always resolved with anything other than a shrug 

13 

(3001234) 
depending on the problem, i would tell the waiter, but generally wouldn't dine there 
again or as often as i would have done 

14 

(3001490) 
Not always but if particularly bad I might not visit again for a while 

15 

(3001814) 
In the past I would not say anything and not go back but now I am beginning to use 
feedback more often 

16 

(3002857) 
or tell the staff there and then - depends how bad it is 

17 

(3003440) 
probably would go back again but less likely 

18 

(3003378) 
I usually write a letter or e-mail so I can give clear concise comments. I will also make a 
comment to the waiter/manager there and then if they ask how we enjoyed the meal 

19 

(3003732) 

I would make my feelings known to the waiter initially and depending on the level or 
lack of service would speak to the manager and in extreme cases, would send an email 
explaining the issue. This is not done just to have a moan but to provide genuine 
feedback and in a recent case the hotel in question replied to say that following my 
comments they had revised their staff training regime  

20 

(2999534) 
plus, don't go back 

21 

(3006047) 
If not a positive response I then write a letter 


