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The Mexican Corner Case Study
The Company
The Mexican Corner is an award winning restaurant in the heart of Whistler Village.  It is owned 
by Pepe Barajas.  Barajas recognized an opportunity to bring ethnic cuisine to Canada shortly 
after moving to Whistler. The authentic dining experience achieved almost immediate 
popularity within the local community and hence forth a hot spot for visiting tourists as a 
“Must eat” destination while in Whistler. 

The restaurant attracts all sort of demographics; locals, international tourists, families and 
singles from all ages. All customers visit The Mexican Corner for “Memorable Experiences” 
built on high-quality Mexican Cuisine served by friendly and professional staff in a comfortable 
atmosphere. 

Infinity Enterprises Group’s company vision is threefold: 

“To generate a fair return for the company 
through cost-effective practices and by
turning dining experiences into memories. 

Our people are our greatest resources, 
professional and personal development of
our team members is very important to the 
company; we will maintain a friendly, fair, and creative work environment, which respects 
diversity, new ideas, and hard work to create an atmosphere that is enjoyable and 
profitable for all.

Infinity Enterprises Group is a socially responsible member of the community and seeks out 
opportunities to give back through donations of time and resources.”

Opportunities around the corner
Pepe Barajas is an active member of the Whistler Chamber of Commerce and participated in 
the inaugural Whistler Experience training offered by Dr. Mark Colgate from the University of 
Victoria’s Gustavson School of Business. Barajas recognized the value of the training not only 
for his own business but also as an incredible opportunity for Whistler to develop a resort wide 
service culture.  He volunteered to be part of the Chamber’s peer mentorship program and 
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TO ELEVATE YOUR SERVICE, 
YOU MUST FIRST ELEVATE 
YOUR PEOPLE

helped instigate the development of Whistler Experience implementation tools.

The service concept of the Whistler Experience held immediate appeal to Barajas. He loved the 
simplicity of the service values of the 3Rs (Reliability, Responsiveness, Relationship Building) and 
their power to immediately impact the service culture at the Mexican Corner.  Challenges in 
Whistler’s labor market and the urge to set the Mexican Corner’s head and shoulders above its 
competitors reinforced his need to boost the restaurant’s service culture.  Investing in their 
employees’ development not only positions the Mexican Corner as one of the best employers in 
Whistler but also elevates Whistler as a Resort destination as all businesses work together to 
deliver the same memorable experience for Whistler’s visitors. 

What has been done?
All managers and supervisors in Barajas’ organization have attended Mark Colgate’s workshops 
and have embraced the concept due to it’s simplicity. While this initial step of having the whole 
team attend the same training is hugely important, Barajas recognized that true change required 
him to embed the 3Rs in all HR tools and practices including: 

•  Team Member Handbooks

•  All recruitment, onboarding, training materials

•  Job Descriptions 

•  Performance Reviews 

Results
As the 3Rs are adopted in every step at The Mexican Corner, every service standard and activity 
is referenced to one of the R’s. This makes it easy for employees to understand how their role 
relates to the 3Rs and how they can utilize them.  

Additionally, the restaurant made some major changes to ensure the service experience delivers 
on each R:

Reliability:  

•  Every guest is greeted within a minute.

•  Servers receive extensive training on the menu and ingredients. Servers update guests on 
specials of the day and if a menu item is not available that night. 

•  In the past, the restaurant closed in the evening whenever it wasn’t busy. Now closing 
times are posted on the door and adhered to. 

•  On busy nights guests might have to wait for a table for two hours. To manage guest 
expectations, hosts are now trained to communicate waiting times accurately. Also, the 
restaurant loosened their “no reservation policy” and now reserves a table for a guest 
waiting in line.

Responsiveness:

•  A Mexican kitchen does not typically serve vegetarian options. To accommodate their 
guests’ needs, The Mexican Corner created a few vegetarian menu items. 

•  Everyone in the restaurant is trained to accommodate their guests’ dietary requests. 
Knowing the ingredients helps servers to effectively respond to questions on dietary 
restrictions and to advice their guests on alternatives. As a result, servers are perceived 
as product experts.

Relationship Building: 

•  Servers learn their guests’ names. Even hosts, who initially greeted the guest, will use 
their names as guests leave the restaurant.

•  Servers are asked to identify commonalities with their guests. They understand that 
guests are coming to Whistler for the same reasons they do – for the outdoors, for skiing, 
etc. The majority of servers are international and have traveled extensively which opens 
up an array of exciting conversation topics.

Working in the Service Industry brings different challenges every day. Should issues arise, the 
team is trained to offer guests the best possible solution.  Managers and Supervisors have 
received intensive training in the MOP #4 (Power of Problem Solving) in order to convert those 
challenges into opportunities to excel in customer service and transform a bad experience into a 
loyal guest relation.

Winter 2015/2016 brought to The Mexican Corner a record breaking season. Year over year they 
served 10% more guests. The increased number of customers was the result of overall visitation 
to the resort, their marketing efforts as well as an organic buzz in TripAdvisor generated by 
customers. The Mexican Corner believes that word of mouth is nowadays one of the most 
valuable marketing tools and using Tripadvisor is a great way to build a positive reputation based 

on customers’ reviews. As guests leave the restaurant, the waiter encourages them to comment 
on trip advisor and leave a card with their name. Most trip advisor comments now include their 
server’s name.

The new training program has increased guest satisfaction which resulted in more guest 
numbers coming through the door. The positive online reviews kept the restaurant in the Top 10 
of TripAdvisor in Whistler’s restaurant ranking. The Mexican Corner also received several 
recognitions. In early 2016 they received an Honorable Mention from the Vancouver Magazine 
Awards as a finalist in the category of ‘Best Restaurant in Whistler’.

Investment Into the Future
Since employees are their greatest asset, focusing in their development was one of the main 
factors that motivated Barajas to share the Whistler Experience service concept with all team 
members. Based on an internal employee satisfaction survey, Barajas found that their employee 
retention was not only based on the positive work relationships but also on training that helped 
individuals to increase their skill set. Their employees are now better skilled which will help them 
today and in their future careers.

Walking into the restaurant at any given night is a different experience now from what it was a 
couple of years ago. The team now lives a culture that is built on 3Rs, Moments of Power and 
TOFU. They have always had a service culture. However, the Whistler Experience service concept 
helped them to develop a team AND increase their level of service at the same time. The Whistler 
Experience program uses simple concepts that are easy for everyone to understand and execute.
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TripAdvisor Reviews

Encore Visit to a Mexican Favorite!

The staff is efficient and very personal and greets us by name. Last night we sat at the small 
bar rather than a table and enjoyed an ongoing conversation with Eloyn who delivered our 
favorite margaritas while continuing to make more (sometimes with two hands at a time).

FEBRUARY 2016

Great food and drinks after a day of skiing

What makes a great meal after a great day of skiing? Go to The Mexican Corner. As soon as 
you enter, the aromas are enticing! Dave, the bartender couldn't have been more attentive! The 
margaritas were outstanding, the food delicious and the service was perfect. Dave made our 
night and we can't wait to go back. We ate at five different restaurants in Whistler, this was by 
far our favorite!

FEBRUARY 2016

Surprisingly good Mexican Food in Whistler!

We stopped here for dinner. It was very crowded in the waiting line, but they indicated that 
they would text us when our table was ready, freeing us up to have some drinks and walk  
around while waiting for our table. Once we were eating, we had some yummy guac (asked for 
more chips and they quickly obliged), green enchiladas, some quesadillas for the kids, 
margaritas, and chile rellenos. Everything was really delicious including the salsa that came 
with the chips!. Service was attentive and they were very accommodating when I asked for a 
quesadillas with only chicken and cheese (& nothing else). Its a pretty popular place in 
Whistler and I can see why!

MARCH 2016

Surprisingly good Mexican Food in Whistler!

The Mexican corner was a delight to eat at. Food was amazing! Margaritas were spot on. Our 
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server Elena was wonderful, very polite, friendly and attentive to our needs. We were very 
happy with the restaurant and the service in general and would most definitely be back next 
time we are in Whistler.

DECEMBER 2015
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“THIS WINTER SEASON WE SERVED 10% MORE GUESTS AND 
RECEIVED BETTER GUEST REVIEWS WITH THE SAME NUMBER OF 
EMPLOYEES. WITHOUT INVESTING IN OUR PEOPLE, THIS 
WOULDN’T HAVE HAPPENED.”
PEPE BARAJAS


