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Abstract : The low entry barriers of the restaurant industry lead to an extremely competitive business environment. In this
volatile business sector it is of the utmost importance to implement a strategy of quality differentiation. Vital aspects of a
quality differentiation strategy are total quality management, benchmarking and service quality management. Ultimately,
restaurant success depends on the continuous support of customers. Customers select restaurants based on their expectations
of quality. If the customers' expectations are met, they perceive quality service and will re-patronize the restaurant. The
restaurateur can manage perceptions of quality by influencing expectations while ensuring that those expectations are not
inflated. The management of expectations can be done by communicating service quality to customers. The aim of this research
paper is to describe the development of a grading process for restaurants. An assessment of the extensive body of literature on
grading was conducted through content analysis. A standardized method for developing a grading system would assist in
successful grading systems that could inform both customers and restaurateurs of restaurant quality.
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