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Fight over food service
BROOKE
BASKIN

ALLOWED BACK . . . Kate Ricketts outside
the restaurant in Palmer St

Diner cries foul after restaurant eviction for alleged ‘useless fat cow’ jibe

What do you think?
Txt the editor 0416 905 531

A WOMAN who was kicked
out ofCactus Jack’s onFlin-
ders St East for allegedly
calling a waitress a ‘‘useless,
fat cow’’ will be allowed back
in because the customer is
always right.

The incident has sparked
a debate on how far diners
are allowed to go before be-
ing in the wrong.

A manager at the res-
taurant told Kate Ricketts,
25, to hit the road on Wed-
nesday and never to come
back after she allegedly
caused a waitress to break
down in tears.

He even offered to pay for
her meal on the condition
she never returned to the
Flinders St restaurant.

The manager, who acted
to protect a member of his
staff, has since been repri-
manded by the company’s
head honcho, who says he
acted against company pol-
icy when he kicked Ms
Ricketts out.

The owner said the cus-
tomer was always right and
invited the diner back.

Ms Ricketts contacted the
Townsville Bulletin because

she was outraged by the
treatment she had received
from staff.

She said she was too
afraid to go back in case
someone ‘‘spat in her food’’.

MsRicketts said shewas a
regular customer and went
for dinner or lunch roughly
once a week. Her problems
started more than a month
ago when she complained
about her meal. ‘‘When I
said something to the man-

ager, she rolled her eyes,
grabbed our food and
flounced off with it,’’ she
said. ‘‘Because the meals
were wrong and cooked
incorrectly, I refused to pay
full price because it wasn’t
what we ordered.

‘‘Since then, the venue
manager and I just haven’t
seen eye to eye.’’

Ms Ricketts visited the
restaurant with a friend for
lunch on Wednesday and

was allegedly reprimanded
by the manager for the way
she had behaved. ‘‘Appar-
ently I had created such a
scene theweekendmanager
wanted to quit,’’ she said.

‘‘He told me I wasn’t in
Melbourne and shouldn’t
expect silver service.

‘‘He offered to pay for my
meals on the proviso I never
comeback into thestoreand
bother his staff.’’

Cactus Jack’s owner Jon

Van Grinsven said the cus-
tomer was welcome back
into any of the city’s stores.

He said the Flinders St
manager was in the wrong.

‘‘The manager acted con-
trary to company policy
which is, the customer is
always right — even when
they are wrong,’’ he said.

Mr Van Grinsven said he
was happy to discuss any
problems with his staff with
Ms Ricketts personally.

‘‘He acted contrary to
written policy, whatever the
motivation or the reason,
and we don’t always get it
right,’’ he said.

‘‘However, if the lady has
an issue she wants resolved
all she needs to do is pick up
the phone and sort it out.

‘‘All she needed to do was
ask for my number at head
office and I am very happy
to resolve any disputes,
whatever their nature.’’

WINNERS . . . Isis Symes leads Soil Engineering Services in the Achieve Corporate Outrigger Challenge Photo: SUZANNE LOWE

Corporates battle it out to support cancer charity
THEcompetitionmayhavebeen

fierceas 26 localbusinessesbattled

it out foroutriggingsupremacy

yesterday,but therealwinnerwas

aTownsville charitydetermined to

curecancer.

TheCureStartsNowdirector

RenPedersensaid theAchieve

CorporateOutriggerChallenge

wouldhaveraisedbetween$6000

and$10,000 forhis independent

Townsvillearmof the

international charity.

MrPedersensaidTheCure

StartsNowraisedmoney for

paediatricbraincancer research,

whichhadthepotential tobe

applied toacure forall cancers.

Hesaid thecharitywaseven

furtherbuoyedby thegenerosity

of firstplace-getters,Redskins

TouchFootball,whodonated their

$1000prize to thecharity.

MrPedersensaidwhilehewas

pleasedwith theamountraised, a

corporateevent like theoutrigging

challengehadanevengreater
purpose. ‘‘We’renot justabout
raisingmoney,we’reabout raising
interestwithcorporatesonthe
day,’’MrPedersensaid.

‘‘At theendof theday,we’renot
going tocurekids’ braincancer
throughrattling tinsandselling
sausages.’’

Directorof theevent’s sponsor
AchieveBusinessand
RecruitmentSolutions,Anita
Hagarty said theeventwasa
success.

‘‘Theweatherwas fantastic, all

the teamshadagreat timeandwe

raisedadecentamount,’’ she said.

AlthoughRedskins tookout the

honours, theywere followedby

teamsfromTheCureStartsNow

(2nd),FitSolutions (3rd),Soil

EngineeringServices (4th)and

McDonaldLeongLawyers (5th).

MrPedersenurged local

businesses to contacthimon

0413 318 425 to support thecharity.

— NATHAN PAULL

Cyclone haven
pledge not met
four years on
ONLYoneof thecyclone
shelters theState
Governmentpromised for
everycoastal communityhas
beenbuilt, in Innisfail.

The finishedshelter is
locatedat InnisfailState
Collegeanddoublesasa
performingarts centre,which
wasdevastatedby the
category four stormin2006.

Oppositionemergency
services spokesmanTed
Malonesaidwhile
communitieswerebeing
warnedby forecasters to
prepare for theworst cyclone
season in40years, theBligh
Governmenthadnotdeliver-
edona2006electionpromise.

‘‘Littlehasbeendonesince
(thenpremier)PeterBeattie
stood in thedevastationat
Innisfail in 2006andpromised
aseriesof cycloneshelters
along thecoast,’’ he said.

Meteorologistshave
predicteda tropical cyclone
could formoff thecoast
beforeChristmas, forecasting
asmanyas six cyclonescould
threatenNorthQueensland.

InTownsville, the
$14.6millionRSLStadiumat
MurraySportsComplex, due
tobecompletednextyearand
fundedbyall three tiersof
government,will also
functionasapost-disaster
relief recoverycentre in the
eventofa seriouscycloneor
othercatastrophicevent.

TheStateGovernmentalso
announcedTownsvillewould
beoneof threeQueensland
centres to receiveadisaster
managementwarehouse for
emergencyequipment such
as tarpaulins, ropes,
generatorsandother
equipment tobestored.

The first of thewarehouses
hasalreadybeenestablished
atGoldCoastwith the
TownsvilleandBrisbane
warehouses tobedelivered
between2011and2012.

CUSTOMERS: HOW TO
GET WHAT YOU WANT

1 Keep a receipt which lists location,
time of service, the amount you paid and
the server’s name.
2 Go online and find the restaurant’s
homepage. Look for the "contact us" link
and fill out the form. List the date and
time of service, cost, and explain what
happened. If the food was uncooked, say
so. If the server was rude or lazy, say so
and give an example of the behaviour.
Let them know how disappointed you are
in the establishment and if you’ve had
good service there in the past, include
that as a point of reference so they’ll
know you’re not a professional
complainer.
3 Write that you look forward to
speaking with them about this matter via
email or phone at their earliest
convenience.
4 If you don’t hear back within two
weeks, resubmit the letter.

STAFF: DEALING WITH
PROBLEM CUSTOMERS

1 Stay calm and remember, it’s not personal. Let them
talk as long as they need to, not only to get it off their
chest, but to thoroughly explain the problem. Listen
carefully.

2 Apologise and empathise. Once you understand why
the customer is upset, apologise, even if you don’t agree
with their complaint, you are at least letting them know
you validate them and will work towards a resolution.

3 Resolve their problem, not yours. Your business
should have policies in place to prepare people working
the front lines to deal with customer service issues. If the
disgruntled customer has made it clear what will satisfy
him, then do everything within your power to
accommodate that customer.

4 Follow up. Whatever promises you make to the
customer to resolve the issue, follow up. Call when you
said you would call, even if you don’t have the resolution,
let the customer know you’re sticking to your word.

5 Learn from mistakes. Dealing with an unpleasant
customer should be a learning experience. Customer
feedback should be viewed as an opportunity for change.


