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"Urban Taste" is a modern restaurant
located in the centre of a large city,
offering European cuisine in the mid-to-
upper segment. For several years it
maintained a stable market position, but
recently the owner began noticing
declining profitability and a shrinking
base of regular customers.
This situation resulted from several
overlapping factors. On one hand,
operating costs were rising, especially
energy and food products. On the other
hand, competition was increasing, and
customers started paying attention not
only to the quality of the offer but also to
the values a given restaurant stands for.
An additional problem was difficulty
retaining staff and their low engagement.
One of the key, though initially
unnoticed, problems was a lack of
understanding of the ESG concept. The
owner did not perceive it as a
management tool, but rather as a trend
or a marketing element. As a result,
sustainability-related activities were
random, inconsistent, and not embedded
in the business strategy. There was no
conscious approach to resource
management, team management, or
long-term planning.

Despite the high quality of its cuisine,
the restaurant did not stand out from
the competition. It lacked a coherent
identity or clearly defined values that
could attract customers and build their
loyalty.
In response to the worsening situation,
the owner decided to analyse the
restaurant's operations in the context
of ESG. The diagnosis identified the
main problems: food waste, lack of cost
control, high staff turnover, and the
absence of a management strategy.
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After a few months, clear results were observed. Operating costs decreased, work organisation
improved, and staff turnover dropped. Customers began to perceive the restaurant as more
authentic and responsible, which translated into an increase in the number of regular guests.
The case of "Urban Taste" shows that the key barrier to ESG implementation is not resources,
but a lack of awareness and a strategic approach. At the same time, it proves that even simple,
well-targeted actions can bring real business benefits and become a source of competitive
advantage.

The implemented measures were practical and gradual. Food waste was reduced by
changing the menu and improving purchase planning, "zero waste" principles were
introduced (Zero waste is an approach to resource management aimed at maximising the
reduction of waste generation through prevention, reuse, and recycling. In practice, this
means planning and running operations in a way that minimises the loss of materials and raw
resources), and cooperation with local suppliers was initiated.
In the social area, team communication was improved, an onboarding system for new
employees was implemented, and training was introduced. At the same time, the owner
defined the restaurant's values and began consciously communicating them to customers.


