
Benchmarking in Independent Full-service Restaurants
Joseph Roberson1 and Carina Kleynhans2

1,2Department of Hospitality Management, Tshwane University of Technology,
Pretoria, South Africa

Telephone: +27 12 3826517

KEYWORDS Best Practices. Competitive Advantage. Management Tool. Service Delivery. Total Quality Management

ABSTRACT The success of a restaurant depends on whether the entire restaurant team can deliver a service that
meets the expectations of the customer. A possible course of action is for restaurant managers to use benchmarking
to identify performance gaps. The primary objective of this study was to describe the role of restaurateurs’
perceptions of benchmarking in independent full-service restaurants in South Africa. A quantitative research
approach using a questionnaire to collect data from 116 restaurateurs was followed. Analysis of data was done using
IBM SPSS V20. Benchmarking perceptions were analysed using factor analysis. Results revealed that one third of
the respondents had never done a benchmarking exercise, although at least two thirds rated benchmarking as very
to extremely important. Maintaining a competitive advantage was ranked as the most likely outcome of
benchmarking. Benchmarking should become a priority in the restaurant industry to ensure successful restaurant
operations.

© Kamla-Raj 2016 J Soc Sci, 49(3): 320-329 (2016)

JOURNAL OF

SOCIOLOGY AND SOCIAL ANTHROPOLOGY

ISSN 0976-6634

JOURNAL OF SOCIAL SCIENCES
Interdisciplinary Reflection of Contemporary Society

PRINT: ISSN 0971-8923 ONLINE: ISSN 2456-6756

DOI: 10.31901/24566756.2016/49.3-ii.06PRINT: ISSN 0971-8923 ONLINE: ISSN 2456-6756


