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Preface

Restaurant Service Basics, 2nd edition, is a practical guide for those who want
to learn the core skills of professional table service in restaurants. Actual and
prospective servers, as well as managers, supervisors, and teachers who train servers,
will find this an invaluable resource for classroom use, restaurant training, or self-
training.

This book discusses the server’s job, types of establishments, and different
types of service, including French, Russian, English, American, banquet, family-
style, buffets, and more. Current issues such as embracing diversity, preventing
harassment, and maintaining a drug-free workplace are also discussed. The text
walks the reader through the dining experience from taking reservations, preparing
the dining room, and greeting and serving guests to presentation of the check, and
instructs the server on how to troubleshoot potential problems that may occur
along the way. Safety, sanitation, and medical emergencies are addressed. Current
information on ever-changing restaurant technology has a chapter of its own. The
final chapter covers alcoholic beverage service, with all of its ramifications to the
restaurant business.

Restaurant Service Basics, 2nd edition, will enable readers to develop the
consummate service skills required to handle all phases of providing quality service,
increasing their tips, and capturing repeat business for the restaurant. This is a great
training tool for new servers and a reference tool for veteran servers. Servers can
learn the techniques of serving that will perfect their job performance and guarantee
success.

Note to Teachers and Trainers

This text is intended for use in a classroom or for training servers employed by
a restaurant. Assigning chapters, key terms, review questions, or relevant projects
from the text will help trainees gain a firm grasp of the fundamentals of providing
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competent service to guests to ensure their guests have a pleasant dining experience.
You can also help your trainees use the case at the end of each chapter to build
competencies through group discussion. Additional resources at the end of the book
provide definitions of key terms, pronunciations of menu terms, and information
for further reading. The key terms, review questions, projects, cases, and exam can
all be used to evaluate the trainee’s knowledge of serving procedures.

An Instructor’s Manual (ISBN 978-0-470-25736-4) can be obtained by con-
tacting your Wiley sales representative. If you don’t know who your representative
is, please visit www.wiley.com/college and click on “Who’s My Rep?” An elec-
tronic version of the Instructor’s Manual is available to qualified instructors on the
companion Web site, at www.wiley.com/college/dahmer.

Note to the Server or Trainee

You can use this manual as a text or self-training manual to help you learn how to
serve competently or increase your serving knowledge and skills. After reading the
chapters, you should define the terms and answer the review questions to gauge
your understanding of the key concepts discussed and complete as many of the
projects and cases as possible to review proper serving procedures. Use Resource B
to look up menu terms.

The opportunity for employment as a server in a restaurant is favorable and
can be a lifetime occupation. The challenge is great, but with hard work and a
determination to succeed, you will be rewarded not only financially, but also with
a sense of accomplishment.

Web site links, chapter objectives, and definitions of key terms are available at
the student companion Web site, at www.wiley.com/dahmer.

New to This Edition

This edition provides updated material about the server’s job and the trends and
practices that have emerged since the first edition, such as:

An updated description of a server’s job

A comparison between service and hospitality

A detailed discussion about types of establishments

New and updated information on the role of technology in taking reservations

Updated information about food allergies and food trends
A discussion about coffee and tea service
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A presentation of the most up-to-date food safety and sanitation guidelines
based on the most recent guidelines from the Centers for Disease Control and
Prevention (CDC) and the Food and Drug Administration (FDA) Model Food
Code

o A detailed discussion of emergency procedures for various situations, including
severe weather

o The most current first-aid procedure for conscious choking emergencies, pro-
vided by the American Red Cross

o An expanded and updated chapter on technology in restaurants, including
handheld order terminals, reservation management and seating software, and
guest paging devices

o A discussion about the responsibilities associated with serving alcohol in
restaurants

¢ A new Instructor’s Manual (ISBN 978-0-470-25736-4), which includes lecture
notes, final exam and answer key, chapter quizzes, and additional activities.

Specific changes to this edition include the following:

Learning Objectives have been included to provide the reader with a road map
of the key points covered in each chapter. They help highlight what the reader
should be particularly focused on throughout each chapter.

Bolded Key Terms are included within each chapter and defined as they appear.
They are then listed at the end of each chapter in the order in which they appear.
This list indicates the terms the reader should understand from reading each
chapter.

The Review at the end of each chapter can be used to reexamine the chapter
content. The questions cover the salient points in the chapter material. Review
questions can drive discussion in class or be assigned for homework.

The Projects at the end of each chapter are one of the greatest strengths of
the text because they are applied in nature. The projects have been updated to
address current issues servers encounter in today’s foodservice industry.

The Mini-Cases included at the end of the first edition are now included at
the end of each chapter. These scenarios have been updated to reflect current
issues encountered at a foodservice establishment, such as handling harassment,
addressing a problem at the buffet, handling a reservation error, reacting to a
guest complaint, and addressing an emergency situation. These mini-cases are
intended to help students apply what they have learned in a particular chapter
to situations they might encounter as a server in a restaurant operation. Each



xii

Preface

case includes a set of questions that instructors can either assign as homework
or use to engage students in the classroom and drive discussion.

The photos and drawings have been updated to more effectively illustrate key
concepts, reflect the current restaurant environment, and add to the visual
appeal of this edition.

Additional materials include a new Resource A: Definition of Key Terms from
the Text; Resource B: Definition of Menu and Service Terms; and Resource C:
Recommended Resources for Further Information.
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Chapter One

The Server

Objectives

After reading this chapter, you will be able to:

Define the job of a server.

Distinguish between service and hospitality.

List the advantages of the job as server.

Understand the job qualifications.

Realize the importance of good personal appearance.
Understand how a server fits into the restaurant organization.
Understand the importance of getting along with coworkers.
Value diversity in guests and coworkers.

Handle harassment on the job.

Keep violence and drugs out of the workplace.

Understand the importance of safety and sanitation in a restaurant.

Servers, also referred to as waitstaff, are restaurant employees who create a dining
experience for guests in a restaurant by making them feel welcome and comfortable,
taking their orders, serving the meal, clearing the area, and setting the table for the
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next party of guests. Servers also maintain the service areas of the dining room and
the kitchen so that everything is ready for smooth, efficient service (see Job Descrip-
tion for a Server, Figure 1-1, and www.nraef.org for descriptions of related jobs).
This chapter discusses service and hospitality, the advantages of a server’s job, the
qualifications necessary to become a server, the importance of the server’s personal
appearance on the job, the server’s position in the organizational structure of the
restaurant, and the server’s role within a team of fellow employees and supervisors.

Although the server’s tasks may seem clear, many aspects of the job involve issues
of great concern to the guest and the establishment, as well as the server. In this
chapter, we will discuss issues that include recognizing the diversity of coworkers
and guests, preventing harassment on the job, deterring violence and drugs in the
workplace, and practicing restaurant safety and sanitation. Some of these issues are
discussed in greater detail later in this book.

Service and Hospitality

While a close relationship exists between service and hospitality, there is a distinct
difference between the two. Service is the act of filling the needs, wants, and desires
of the guests. Service is what servers provide to meet the expectations of the guests
when they come to dine. Guests expect a clean table, clean dishes and utensils, safe
food, hot foods served hot, and cold foods served cold.

Hospitality goes beyond the service guests expect of servers. Hospitality means
creating a pleasant dining experience for your guests with small gestures like giving a
friendly greeting, smiling—even when very tired, remembering names, hanging up
coats, pulling out chairs, remembering a returning guest’s favorite drink, knowing
exactly what is ordered, and anticipating what the guest needs next. It is paying close
attention to detail. It is acknowledging guests promptly, making friendly small talk,
and saying a pleasant goodbye when the guests leave the restaurant. It is reading
the guests and always making them feel comfortable, welcome, and important.
Hospitality is a key element to bringing guests back and to increasing the amount
of your tip.

Advantages of Being a Server

Despite tired feet, unruly guests, and job demands, there are many advantages to
holding a job as a server. These include:

o Monetary benefits
o Flexible hours
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JOB DESCRIPTION FOR SERVER

PREPARE RESTAURANT FOR DINING by
Cleaning tables in an assigned area of the restaurant
Arranging the china, silverware, napkins, glassware, and centerpieces
Stocking and maintaining serving area
MAINTAIN FOOD AND RESTAURANT SAFETY AND SANITATION by
Adhering to safe handling of food and utensils according to Hazard Analysis and
Critical Control Point (HACCP) guidelines
Attending to accident prevention
Being prepared for unforeseen accidents and emergencies
INITIATE THE DINING EXPERIENCE FOR GUESTS by
Making guests feel welcome, comfortable, and important
Maintaining an atmosphere of hospitality
Working as a team member with coworkers for smooth restaurant operation
HELP GUESTS MAKE FOOD AND BEVERAGE SELECTIONS by
Presenting the menus
Suggesting special food and beverages
Offering cocktails and suggesting wine
Answering questions
SUBMIT FOOD AND BEVERAGE ORDERS TO KITCHEN AND BAR by
Taking the order
Identifying dietary requests
Submitting the order to the kitchen and bar
Timing the meal

SERVE THE MEAL by
Staging meal according to prescribed rules of service
Serving beverages, cocktails, or beer
Opening and serving wines
Picking up, garnishing, and serving food
Providing any meal accompaniments
MONITOR THE MEAL IN PROGRESS by
Inquiring of needs
Replenishing utensils
Refilling water, reordering more beverages
Removing completed courses
Adhering to alcohol control policies
CONCLUDE THE DINING EXPERIENCE by
Totaling charges and presenting the guest check
Accepting and settling payment
Taking leave of guests and inviting them back again

FIGURE 1-1 Sample Job Description for a Server: Management looks for employees
who have the qualifications to become good servers and perform the tasks required of

them.
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Contact with people
Minimal investment in wardrobe

Pleasant surroundings
Job satisfaction

One of the advantages of being a server is that you may be compensated well for
providing good services to the guests you serve in a restaurant. In elegant restaurants
and restaurants with quick turnover, a server who provides good service can make
more money in tips and wages than a cook, administrative assistant, police officer,
flight attendant, or schoolteacher. You may also be eligible for free or reduced-priced
meals from the restaurant.

Restaurant establishments operate for several hours extending over the periods
for breakfast, lunch, dinner, and into the evening. You might consider working
weekends and evenings a disadvantage, but the flexible hours allow many people to
work around another job or family responsibilities.

As a server, another advantage is that you can meet many interesting people as
you serve your guests. You have the chance to interact with people of all ages and
from all walks of life. Occasionally, you may even serve a celebrity.

Unlike a job in an office, which requires a large investment in business clothing,
as a server, you are only required to buy a few uniforms and comfortable shoes.

Some people also find working as a server in pleasant surroundings advanta-
geous. Many restaurants have a very elaborate decor and atmosphere. You may also
have an opportunity to sample a variety of food.

Finally, you can gain personal satisfaction from doing a job exceptionally well
and making people happy. Compliments and tips from the guests and words of
praise from your manager are your rewards for providing good service. Take pride
in your job. Waiting tables can be a rewarding part-time position or a full-time
career that provides you with a very good living. The skills and knowledge you
acquire will translate to all aspects of your life.

Qualifications for the Job

Management looks for employees who are:

Reliable
Cooperative
Personable
Healthy

Clean and neat
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o Knowledgeable
 Persuasive
 Attentive
 Diplomatic

» Good managers

People who have these qualifications make good servers. To qualify for a waitstaff
position, you must be:

1. Reliable. Management must feel confident that you are capable of fulfilling your
job responsibilities. You must report to work on time, serve the guests properly,
and complete all tasks assigned to you.

2. Cooperative. You must have a good attitude. You must be willing to work hard
with your coworkers to complete the work assigned. If you are a good team
player, and strive to make your team successful, you will be successful at your
job. Being cooperative also means adapting to the policies of management. You
should work hard and learn and stay focused on your job even under pressure
and time restraints.

3. Personable. A server is chosen for his or her pleasant personality, comfort
around people, ability to make small talk, and social skills. Take the initiative to
be friendly, patient, and courteous to guests, coworkers, and management, and
never be rude. A server should have a good sense of humor. However, never be
familiar with guests or use terms such as “folks,” “honey,” or “you guys” when
addressing guests.

4. Healthy. Because a serving job requires the server to be in close contact with
guests, coworkers, and food, you must maintain good health. Staying healthy
helps you to avoid spreading disease and to maintain a good appearance. A
healthy server looks good, performs well on the job, and is able to lift and carry
heavy trays.

5. Clean and neat. A server may be one of the only restaurant employees that
the guest sees and must present a tidy appearance that reflects the image of a
clean and neat restaurant. Particular attention should be given to hair, nails,
uniform, and shoes. A server should be clean and neat in both appearance and
with respect to handling food and serviceware in the restaurant.

6. Knowledgeable. A good server must know the appropriate methods for serving
tables and how to apply them in a seamless and efficient manner. You must have
an extensive knowledge of the menu so that you can answer guests’ questions
intelligently, suggest foods, and help increase sales. To complete the guest’s
order and total the guest check, you must know basic math and have simple



CHAPTER 1 The Server

computer skills. Make note of local history, events, and cuisine trends so you
can make conversation with guests.

7. Persuasive. You must have the ability to sell yourself, the restaurant, and menu
items as you serve your guests. To do this, you must be able to communicate
well. Your persuasive talent ensures that the guest’s wants and needs are met,
and suggestive selling—that is, suggesting additional food items—adds to the
pleasure of the meal, as well as increases the size of the check, the restaurant
profits, and your tip.

8. Attentive. Guests may need their server at any time during the meal, so a good
server always concentrates on the job and never leaves a station unattended for
long. You must be aware of the progress of the meal at each table and anticipate
needs as they arise. When guests toy with an empty glass, gaze into space, or
peek at their watches, they are sending signals that they need something. If a
guest tastes the food, puts down his or her fork, and pushes the plate away,
something is wrong and servers need to remedy the situation. Refill empty
water glasses and coffee cups, but do not hover to an excessive degree. Take
pride in the appearance of the dining room by keeping it orderly as you work.

9. Diplomatic. Servers should handle complaints in a diplomatic way to assure the
guest is satisfied and will come back again. A good server must be thick-skinned
and not take criticism personally.

10. A good manager. You must know how to manage your time well. Prepare your
area in advance, do the most important tasks first, multitask so you address
your guests’ every need, and do so in a quiet, controlled manner that is not
interruptive to the dining room.

Personal Appearance on the Job

Your appearance as a server on the job gives guests their first impression of you and,
consequently, a lasting impression of the restaurant. Because you are one of the
few members of the restaurant staff a guest sees, a guest may judge the restaurant
largely on your appearance and service.

THE UNIFORM

A uniform is a garment that identifies the occupation of the wearer. Nurses, police
officers, pilots, and members of the armed service, as well as servers, wear uniforms.
The appearance of your uniform leaves an impression on your guests (Figure 1-2).
A clean and neat uniform reflects an image of a sanitary restaurant. If your uniform
is soiled or wrinkled, you will not impress the guests favorably, and the guests,
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FIGURE 1-2 Server in Uniform: You are the main restaurant employee the
guest sees so be sure your uniform is clean and neat. Your appearance can
help create a good impression for the entire operation.

Courtesy of PhotoDisc/Getty Images

deciding that your uniform reflects the standards of the whole operation, may
never return.

A server should wear a clean uniform each workday and keep an extra one at
work in case of emergency. Skirts, pants, jackets, and ties should be neat, clean, and
pressed. Most uniforms today are made of synthetic fiber blends that are easy to
maintain. If you do spill food on a uniform, remove the stains as soon as possible
and launder the garment according to the manufacturer’s directions. Uniforms in
disrepair are as unacceptable as soiled uniforms. Repair torn hems and seams, and
replace buttons before you wear the uniform again.

A uniform should fit well; if it is too small, it restricts movement. Pants should
fit smoothly and not be too tight. If a female server wears a skirt as part of a
uniform, it should have a fashionable hem length, but not be so short that she feels
conspicuous when reaching or bending.

Shoes are part of the uniform and should receive daily attention. Buy sturdy
shoes with closed toes, low heels, and arch supports. Shoes should have rubber soles
to minimize slips and falls. Replace shoes or have worn heels and soles repaired,
and be sure your shoes are clean and polished for work. Have a second pair of shoes
at work, especially if you are a full-time server, and change your shoes occasionally
to prevent foot and back problems.
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Female servers might consider wearing support hose for comfort and pantyhose
for good appearance, because the job requires reaching and bending. Keep an extra
pair in your locker or purse in case of a run.

Wedding and engagement rings and classic watches may be worn, but decorative
jewelry, such as bracelets, dinner rings, and lapel pins are not appropriate as part of
a uniform. Decorative jewelry does not look professional and is not sanitary when
you are working with food.

HYGIENE AND GROOMING

Because you are working with the public, careful attention must be given to your
personal hygiene and grooming. Hygiene means practices that promote personal
cleanliness and good health, and grooming means the process of making your
appearance neat and attractive. For proper appearance and to look well physically,
you must have the proper amount of rest each night. Bathe daily, and apply an
antiperspirant to prevent body odors. Brush your teeth, use a mouthwash, and see
a dentist twice a year. Use breath mints or breath sprays at work. Never smoke or
chew gum in front of guests.

Wear your hair in a simple, stylish manner pulled back from your face, and
avoid extreme hairstyles. Be sure your hair is clean and combed. Use effective hair
restraints, such as caps, ponytail bands, headbands, barrettes, and other accessories
designed to be part of the uniform, to prevent the contamination of food or food
contact surfaces.

Servers should be sure their hands and nails are clean, because they are on
display and touching food and utensils. Scrub your nails, and trim them to a short,
even length. Female servers may wear a conservative color or clear nail polish. Keep
your hands away from your hair and face. Wash your hands thoroughly with soap
after using the restroom, clearing soiled dishes, or handling money.

Male servers should be clean shaven. Female servers should use a minimum
amount of makeup, such as a conservative application of eye makeup and lipstick.
Perfumes and colognes do not enhance food aromas and should not be worn.

Check your total appearance in a mirror before you start work. Ask yourself,
“If T owned a restaurant, would I want me as an employee?”

Your Role in the Restaurant Organization

The goals of a restaurant organization are to satisfy the guests and make a profit.
To reach these goals, employees should work together in a united effort. Employees
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are expected to perform their jobs and to support coworkers in a team approach.
This bonding of efforts will give the guests the best service.

Employees are given a job description and assigned activities so that no work is
duplicated or omitted. A server’s job is to assist management by giving good service,
being efficient, avoiding waste, attending to safety and sanitation, and following
the rules and regulations set by management. Remember, everyone will have job
longevity if the restaurant employees work as a team to please the guests and guests
return time after time.

The organization or arrangement of jobs in a restaurant diagrammed on paper
is known as the organization chart. Knowing how you fit into the organization
chart helps you function in your job. In the dining room organizational structure,
bussers and servers report to their immediate supervisor, who may be a head
server. The head server reports to the host or maitre d’hétel, who reports to the
dining room manager. The dining room manager reports to management. In small
restaurants, one person may assume several of these positions. For instance, your
immediate supervisor may be a maitre d’hotel or host who also assumes the head
server’s job. In large restaurants, additional staff, such as an expeditor, may help
the server bring food from the kitchen. Figure 1-3 shows a traditional organization
chart in a restaurant.

To avoid causing problems within the organization, follow the organizational
structure. When you have questions or problems concerning the rules, regulations,
or policies, talk to your immediate supervisor. Your supervisor has more experience
and is in a position to solve certain problems.

Teamwork with Coworkers and Supervisors

Teamwork means cooperating and working together with coworkers and the su-
pervisor of the dining room to serve the public. A serving team is like a football
team, working toward a common goal. Whether the goal is a touchdown or a
satisfied guest, the principles are the same. Use the following guidelines to help
foster teamwork:

o Arrive to work with a positive attitude. Leave your personal problems at home,
and do not discuss them with coworkers or guests. Be cheerful and happy in
your work; this attitude spreads to other workers and to the guests. Remember,
guests come to the restaurant to relax and enjoy a special occasion in pleasant
surroundings. If you have problems on the job, work them out or discuss
them with your supervisor instead of with coworkers. Work can be pleasant or
unpleasant, depending on your attitude toward it.
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OWNER

RESTAURANT MANAGER

ASSISTANT RESTAURANT MANAGER

BEVERAGE MANAGER DINING ROOM MANAGER EXECUTIVE CHEF
I
[ 1 |
HEAD BARTENDER WINE STEWARD HOST OR MAITRE D’HOTEL ASSISTANT CHEF
BARTENDERS SOMMELIERS HEAD SERVER SOUS CHEF
[ ]
DRINK RUNNERS SERVERS BUSSERS LINE COOKS

Restaurant Management: Ensures that the restaurant operates efficiently and profitably.

Dining Room Manager: Directs and coordinates foodservice in the dining room; hires,
trains, and supervises employees; handles budgets, payroll, and purchasing.

Host or Maitre d’Hotel: Schedules shifts and assigns stations; holds daily meetings with
staff; controls flow of seating; greets, seats, and provides menus to guests.

Head Server: Supervises and coordinates dining room employees for a section of the
dining room; may greet and seat guests; may serve guests.

Busser: Assists server in serving water, bread and butter, and coffee refills; clears soiled
dinnerware; resets table.

FIGURE 1-3 Dining Room Organization Chart Including a Brief Definition of Service Jobs: The
relationship of the personnel in a traditional dining room is shown in this organization chart.

o Avoid raising your voice to any coworker or the chef when problems arise. Instead,
try to handle the situation calmly. Some managers will train you in other jobs
(chef, busser, and host) or allow you to experience other positions to build
empathy with coworkers. Remember, you are a professional and a represen-
tative of the restaurant, and you should handle problems with coworkers in a
professional manner.

o Give coworkers assistance when they need help and you are not busy. For example,
help them carry trays of food when they are serving an especially large party.
If a guest in a coworker’s station asks you for service, either cheerfully render
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the service or inform the guest’s server. As a member of the team, the coworker
should return the favor when you are busy.

e Refrain from chatting or gossiping with coworkers in the dining room. Your re-
sponsibility lies with your guests when you are on duty. If you have spare time,
use it productively to check your station, clean and fill condiment containers,
fold napkins, and replenish the sidestand.

o If you are ill, notify your supervisor as soon as possible. Absenteeism without
proper notification may mean that a coworker must assume double duty if a
replacement is unobtainable.

If even one member of your restaurant’s team falls short of his or her duties, it
creates a ripple effect and puts pressure on everyone. The outcome affects the entire
operation.

Issues Regarding Restaurant Employment

Current issues in restaurant employment include diversity, harassment, violence
and drugs, safety, and sanitation. Some of these issues are covered more thoroughly
in other chapters, but they deserve mention here.

RESPECTING THE DIVERSITY OF ALL PEOPLE

Diversity means difference or unlikeness and refers to the fact that each person
is unique with regard to race, color, creed, ethnicity, religion, national origin,
gender, sexual orientation, disability, age, marital status, socioeconomic status,
veteran status, belief, or ideology, to name just a few dimensions. Diversity is
reflected in the way each person walks, talks, thinks, and behaves. The concept of
diversity encompasses accepting, respecting, and embracing the rich dimensions of
diversity contained within each individual. Your challenge as a server is to recognize,
appreciate, value, and respect the differences you encounter in each person, whether
you are interacting with coworkers or guests.

Thelaw states that every person—regardless of such things as their race, religion,
or nationality—deserves to work in a safe and pleasant environment. If you have
intolerance for coworkers’ differences, you will undermine the team effort necessary
to serve the public well. Likewise, all guests should receive equal treatment regardless
of their diverse backgrounds and varying cultural behaviors. As a server, it is
imperative that you respect these differences. Your conduct as a server must be
tolerant and respectful.
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PREVENTING HARASSMENT ON THE JOB

Harassment is to disturb, worry, unnerve, or torment by continuous small attacks.
All employees have the legal right to a work environment free of verbal or physical
harassment. One form of harassment, sexual harassment, is defined as unwelcome
sexual advances, requests for sexual favors, and other verbal or physical conduct
of a sexual nature. Sexual harassment violates employee rights, creates stress, and
reduces productivity. If you are sexually harassed on the job, follow these guidelines:

1. Explain to the person doing the harassing that it is objectionable to you and
that you would like it stopped.

2. Ifthe behavior does not stop, report the offender to your immediate supervisor
or to his or her supervisor if your supervisor is the offender. Some restaurants
have a telephone hotline for this purpose.

3. If using the internal complaint procedure does not correct the problem, file a
complaint with your state department that deals with human rights or with the
Equal Employment Opportunity Commission (EEOC).

The management of most restaurants has a zero-tolerance policy that states
they will not tolerate any acts of harassment, intimidation, or threats among their
employees. If reported, most offenders will be investigated discreetly and fairly.
Management should take appropriate action, whether it is against innocent injury
or criminal intent to harm.

KEEPING VIOLENCE AND DRUGS OUT OF THE WORKPLACE

Violence is rough or harmful action or treatment. Everyone shares responsibility
for maintaining a safe work environment. When someone acts out of the ordi-
nary, management should be advised immediately. Unreported situations can have
potentially violent consequences.

A potentially violent individual is frequently someone who is depressed, is a
loner who intimidates those around him or her, or is lacking self-worth. It can often
be a person who is a constant complainer or has a history of violence. Violence in
the workplace may be a direct result of problems in the home. Drug and/or alcohol
abuse often play a role in violent incidents.

It is against the law to use controlled substances. It is crucial for all employees
to be drug-free at the workplace. An employee who uses illegal drugs is more likely
to be involved in accidents on the job, typically needs more sick leave, and is more
frequently late for work than other employees. Overall productivity also tends to
deteriorate, and team goals become less of a priority.
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SAFETY AND PREVENTING ACCIDENTS

Safety is freedom from harm or danger. It is important for employees and man-
agement to work together to maintain a safe and secure restaurant environment.
Servers should be alert to any hazards they encounter. Most accidents are avoidable
ifa problem is noticed and solved in time. Addressing unsafe work routines, blocked
exits, chipped or broken serviceware, and grease and food spills immediately upon
notice will prevent accidents from occurring (see Chapter 6, Safety, Sanitation, and
Emergency Procedures).

TAKING SANITATION SERIOUSLY

The serving team has almost as much contact with foods served to guests as the
kitchen staff. Sanitation is the process of working out ways to improve health
conditions. It is of the utmost importance that servers adhere to strict sanitation
guidelines when handling food to avoid spreading diseases that may be distressing
or life-threatening to guests. Good sanitation practices include washing hands and
handling serviceware properly. Servers must be very conscientious in this regard.
(Sanitation guidelines and proper food-handling techniques are covered in depth
in Chapter 6.)
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KEY TERMS
Servers Grooming Expeditor
Waitstaft Organization chart Teamwork
Service Busser Diversity
Hospitality Head server Harassment
Suggestive selling Host Violence
Uniform Maitre d’hotel Safety
Hygiene Dining room manager Sanitation

REVIEW

1. Explain the difference between service and hospitality. Give two examples of
service and two examples of hospitality.

2. What advantages of a serving position can you list other than those that are
mentioned in this chapter? What disadvantages can you think of?

3. What qualifications for a serving position can you identify other than those
mentioned in this chapter?

4. List all the hygiene and personal grooming practices that should be given
attention in order to promote cleanliness, good health, and neat appearance on
the job.

5. Why should a server be knowledgeable about the organization of employees in
a restaurant?

6. What part does teamwork play in the operation of a restaurant?

7. Why is it important to accept the diversity of all coworkers and guests?

8. What is the procedure for handling sexual harassment?

9. What is one way that you can reduce the possibility of a violent situation in the
workplace?

PROJECTS

1. Design a server’s self-evaluation sheet. List both the ideal personality and ap-
pearance qualifications for a serving position on the left side of the paper; think
of other qualifications you can add to those discussed in this chapter. Across
the top, write a rating scale: Poor, Fair, Good, and Excellent. Rate yourself by
checking the appropriate column for each qualification. Set a goal to improve
yourself in all areas not marked Good or Excellent.

2. Observe the servers in a restaurant of your choice, and note whether their

appearance is satisfactory or unsatisfactory.
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3. Draw an organization chart of a restaurant of your choice. Indicate who would
be your immediate supervisor if you were a server there, and why.

4. Have a group discussion and decide the best course of action to handle the
following situations:

a. The chef has made a mistake on your order.

b. You have taken the order, and the guest states that you did not get the order
correct.

. You present the check to your table of guests, and they ask you to divide the
check for them because they want to pay separately.

d. You are an above-average server and think that the policy of sharing tips
equally with fellow workers is unfair.

e. You have come down with a bad cold the night before you have to go to
work.

5. Have a group discussion about the best plan of action to implement for the
following situation: A new employee has just begun to work at the restaurant.
She is from another country and speaks with an accent. She needs to be accepted
onto the team. What can you, as a peer server, do to help her overcome any
anxiety she may have?

CASE PROBLEM

Handling Harassment

While you are working as a server, you are approached by your supervisor, who
makes remarks with sexual overtones. You feel uncomfortable about these remarks.
The state in which you are working has strong sexual harassment laws, and you are
aware of them. You want to curtail this situation before it leads to something you
do not want to happen. Answer the following questions:

o What are your rights?

o What steps can you take to make sure your supervisor understands your feelings

and that allow you to continue your job in that establishment?
» To whom can you report this situation if it goes beyond your control?






Chapter Two

Types of Establishments,
Types of Service, and
Table Settings

Objectives

After reading this chapter, you will be able to:

Differentiate between many types of establishments.

Identify the characteristics of French service, Russian service, English service,
and American service.

Describe the arrangement of serviceware for the American breakfast, lunch,
and dinner cover.

Explain where food items are placed in the American cover as they are served.

Define banquet service, family-style service, buffets, salad bars, oyster bars, and
dessert tables.

Every restaurant has a unique identity depending on the amenities offered to guests.
This chapter discusses how restaurants are classified depending on their amenities
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and mode of operation. Also discussed in this chapter are several different types of
service used in restaurants. Most types of service originated in the private homes of
European nobility, and over the years have been modified for restaurant use. Today,
each type retains particular distinguishing features, although some restaurants
have combined features of two or more serving styles to accommodate their menu,
facilities, and mode of operation. The four traditional types of service discussed
in this chapter are French, Russian, English, and American, and the cover, the
arrangement of china, silverware, napkin, and glassware at each place setting, is
diagrammed. Other popular types of service explained in this chapter are the
banquet, family-style, buffets, salad bars, oyster bars, and dessert tables.

Types of Establishments

Many terms are used to describe types of restaurants, such as tearoom, family-style,
upscale, casual, theme, and quick-service. The fact of the matter is that restaurants
are subjectively classified by the style of operation. There are no clear characteristics
for each type of establishment. Traits of one style of restaurant overlap with traits of
another, creating a unique identity. For our purposes here, we could say that types
of establishments form somewhat of a continuum. On one end of the continuum
would be restaurants with minimum service, no covers or simple placemats, a quick
pace, fast foods prepared easily, and a general informality to the entire operation.
The other end of the continuum would be the establishments with luxurious
surroundings; table linens; silver serviceware; china; crystal glassware; flowers;
soft music; an unhurried pace; skilled servers, and expensive, well-prepared, and
well-presented foods and wines. Family-style restaurants, diners, and some chain
restaurants would be on one end of the continuum; trattoria, bistros, and supper
clubs in the middle; and classic gourmet, upscale, and fine-dining restaurants on the
other. No matter which combination of amenities make up the whole, the guest has
every right to expect a smile, that his or her order be correctly taken and delivered,
and that the check is presented promptly and for the correct amount regardless of
the setting. Good service is still the key to running any successful operation.

Types of Table Service

FRENCH SERVICE

French service is a formal type of service originated for European nobility and
currently enjoyed by the few who can afford the time and expense of meals served
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FIGURE 2-1 French Service, Tableside Cooking: In French
service, food is cooked in front of the guests on a small spirit
stove. Photo by S. Dahmer

in this manner. This type of service is used in upscale restaurants, elegant hotel
dining rooms, cruise ships, resorts, and casinos.

In French service, the food is either cooked or completed at a side table in
front of the guests (Figure 2-1). The food is brought from the kitchen to the dining
room on heavy silver platters and placed on a cart called a guéridon. A small spirit
stove called a réchaud is used to keep the food warm. The food is completed by
cooking, deboning, slicing, and garnishing as necessary and served to the guests on
heated plates. Only those foods that can be cooked, assembled, or completed in a
reasonably short time are prepared in front of the guests. Typical specialties that
may be served in the French style are La Salade César (Caesar salad), Le Tournedos
au Poivre (pepper steak), and Les Crépes Suzettes (crépes in orange sauce).

French service employs two servers working together to serve the meal and may
include a captain to seat guests and a wine steward to serve wine. The principal
server is the chef de rang (or experienced server), who seats the guests when a
captain is not present, takes the order, serves the drinks, prepares some of the food
with flourish at the guests’ table, and presents the check for payment. The assistant
is the commis de rang, who takes the order from the chef de rang to the kitchen,
picks up the food and carries it to the dining room, serves the plates as dished up
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by the chef de rang, clears the dishes, and stands ready to assist whenever necessary.
All food is served and cleared from the right of the guests except for butter, bread,
and salad, which should be placed to the left side of the guests.

Finger bowls—bowls of warm water with rose petals or lemon slices in
them—are served with all finger foods and at the end of the meal. The finger
bowl is set on an underliner, a small plate with a doily, and placed, with a clean
napkin, in front of the guests. Soiled dishes are cleared only when all guests have
completed their meals.

French Table Setting

The French cover includes an hors d’oeuvre plate (or show plate), napkin, dinner
fork, dinner knife, soup spoon, butter plate, butter spreader, dessert fork and spoon,
and a water or wine glass. The French arrangement of serviceware is shown in
Figure 2-2.

Advantages and Disadvantages of French Service

The advantages of French service are that guests receive a great deal of attention,
and the service is extremely elegant. The disadvantages are that fewer guests may

water or wine glass

butter spreader dessert spoon and fork
butter dinner knife
plate
Soup spoon
napkin
dinner fork

hors d’oeuvre plate

FIGURE 2-2  French Service Cover: Serviceware in French
service includes a butter plate, butter spreader, hors
d’oeuvre plate, napkin, dinner fork, dinner knife, soup
spoon, dessert fork and spoon, and water or wine glass.
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be served, more space is necessary for service, many highly professional servers are
required, and service is time-consuming.

RUSSIAN SERVICE

Russian service is similar to French service in many respects. It is very formal and
elegant, and the guest is given considerable personal attention. It employs the use
of heavy silver serviceware, and the table setting is identical to the French setup.
The two major differences are that only one server is needed and that food is fully
prepared and attractively arranged on silver platters in the kitchen.

To serve, the server places a heated plate before each guest from the right side,
going around the table clockwise. Then the server brings the platters of food to the
dining room from the kitchen and presents them to the guests at the table.

Standing to the left of each guest and holding the platter of food in the left
hand, the server shows each guest the food and then, using a large spoon and fork
in the right hand, dishes up the desired portion on the guest’s plate (Figure 2-3).
The server continues serving counterclockwise around the table and then returns
the remaining food to the kitchen. As in French service, finger bowls and napkins are

FIGURE 2-3 Russian Service, Using Serving Spoon and Fork: When
serving food from a pan or platter, the server uses a serving spoon and fork
in one hand to place food on the guest’s plate. Photo by S. Dahmer
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served with the meal, and soiled dishes are cleared when all guests have completed
the meal.

Advantages and Disadvantages of Russian Service

The advantages of Russian service are that only one server is needed and that this
service is as elegant as French service, yet faster and less expensive. No extra space
is needed for special equipment, such as the guéridon.

The disadvantages of Russian service are the large investment in silver service-
ware and the number of platters needed, especially when every guest in a party
orders a different selection. For this reason, Russian service is particularly useful at
banquets where every guest receives the same food selection. Another disadvantage
is that the last guest served at the table must be served from the less well-displayed
food remaining.

ENGLISH SERVICE

English service is used occasionally for a special dinner served in a private dining
room of a restaurant, but it is more typical of a meal served by servants in a private
home.

The food on platters and the heated plates are brought from the kitchen and
placed before the host at the head of the table. The host or one of the servers carves
the meat, if necessary, and dishes up the entrée and vegetable on individual plates.
He or she hands the plates to the server standing to the left, who serves the guest
of honor and all other guests. Dessert may also be served in this manner. All sauces
and side dishes and, in some cases, vegetables are placed on the table to be passed
by the guests.

Advantages and Disadvantages of English Service

The advantage of English service is that it involves a great deal of showmanship for
a special occasion. The disadvantages are that the host may be required to do a lot
of the work by dishing up some of the food, and with only one person serving the
meal, the service can be very time-consuming.

AMERICAN SERVICE

American service is less formal than French, Russian, or English service. It is the
most prevalent style of service in restaurants in the United States. In American
service, food is dished up on plates in the kitchen. Except for the salad and the
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bread and butter, most of the food is placed on the dinner plate. Usually, only one
server presents the meal. Food is served from the left of the guest, beverages are
served from the right, and soiled dishes are cleared from the right.

The American breakfast and lunch table setting differs from the American
dinner setting. Breakfast and lunch are simple meals and require only a limited
amount of serviceware. Dinner involves more courses and more serviceware.

American service can be simple and casual or complex and elegant. It can
be used to serve the guest who wants a quick, filling meal at a casual restaurant
with simple service. For instance, it can be used at a counter, diner, or family-style
restaurant, where casual tableware and placemats are the norm, and where self-serve
bars such as salad bars are common. American service can also be used to serve
the guest who intends to be entertained for the evening at a five-star establishment.
It can be used to present food elegantly in distinguished gourmet restaurants with
formal table settings and the use of complex serving skills and showmanship. The
rest of this book explains American service in detail.

American Breakfast and Lunch Cover

Serviceware for the American breakfast and lunch cover includes a dinner fork,
dinner knife, teaspoon, napkin, bread and butter plate, butter spreader (optional),
and water glass.

The breakfast or lunch cover is placed approximately one inch from the edge
of the table. The napkin is in the center of the cover. To the left of the napkin is
the fork, and to the right of the napkin is the knife, with the blade facing toward
the napkin. The teaspoon is to the right of the knife. The water glass is placed above
the tip of the knife. The bread and butter plate is placed above the tines of the fork.
Traditionally, a small butter spreader was placed on the rim of the bread and butter
plate, but today only a few restaurants use it. Figure 2-4 shows the initial American
breakfast and lunch cover.

When coffee is served, the cup and saucer are placed to the right of the teaspoon.
Breakfast toast or a luncheon salad is placed to the left of the fork. Food on the
dinner plate is placed directly in the center of the cover after the guest has removed
the napkin. Side dishes and accompaniments are placed in a convenient location
on the table when served. Figure 2-5 shows the place setting, including the dishes
served during the meal.

American Dinner Cover

Serviceware for the American dinner cover includes two dinner forks, dinner knife,
butter spreader, two teaspoons, service plate (optional), napkin, bread and butter
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water glass
bread
and butter
plate
dinner knife

FIGURE 2-4 Initial American
) Breakfast and Lunch Cover: The initial
dinner fork napkin ‘ American breakfast and lunch cover is
easpoon . R -

set with a napkin, dinner fork, dinner
knife, teaspoon, bread and butter
plate, and water glass. An optional
I butter spreader may be placed on the
bread and butter plate.

plate, and water glass. Today, the butter spreader and second teaspoon are often
eliminated, but traditionally and for this discussion, they will be included.

The dinner cover is placed approximately one inch from the edge of the table.
The napkin is placed on a service plate or by itself in the center of the cover. The
two dinner forks are to the left of the napkin. The dinner knife is to the immediate

@
|

FIGURE 2-5 American Breakfast and Lunch Cover as Food Is
Served: As food is served for the American breakfast or lunch,
the dishes are placed in specific locations of the cover as
diagrammed. The breakfast toast or luncheon salad is placed
to the left of the fork, the entrée is centered, and the cup with
saucer is placed to the right of the spoon.

cup and
saucer

2

plate for breakfast toast
or luncheon salad

entrée plate
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water glass

bread

and butter
plate

dinner knife
butter spreader
% napkin
|
dinner forks teaspoons

FIGURE 2-6 Initial American Dinner Cover: The initial
American dinner cover includes a napkin, two dinner forks, a
dinner knife, butter spreader, two teaspoons, bread and butter
plate, and water glass. An alternative cover is to have the
butter spreader on the bread and butter plate.

right of the napkin and then, in order, is the butter spreader and two teaspoons.
The blades of the knives face the napkin. The water glass is placed directly above
the knives. The bread and butter plate is centered above the forks. An alternative
American cover is to have the butter spreader placed on the bread and butter plate.
The initial American dinner cover is shown in Figure 2-6.

When soup or an appetizer is ordered, it is placed on an underliner and served
in the center of the cover. The salad is placed to the left of the forks, and coffee, when
served, is placed to the right of the spoon. The food on the dinner plate is placed in
the center of the cover. Special-purpose silverware, such as a soup spoon with soup
or a steak knife with steak, is brought in as needed. Rolls, accompaniments, and
side dishes are placed in convenient locations on the table. Diagrammed in Figure
2-7 is the place setting, with the dishes served during the course of the meal.

BANQUET SERVICE

Banquet service involves serving a meal to a group of people who are celebrating,
gathering for a special occasion, or honoring special guests. The menu, number of
guests, and time of service are predetermined, and the banquet is well organized in
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salad

entrée plate
plate

7

cup and
saucer

FIGURE 2-7 American Dinner Cover as Food Is Served: As
the dinner is served using the American dinner cover, the
salad is placed to the left of the forks, the entrée is centered,
and the cup with saucer is placed to the right of the spoons.

advance (Figure 2-8). Banquet service is offered in hotels, resorts, country clubs,
casinos, and restaurants that have conference rooms for holding meetings.

The server generally sets the tables with American settings modified according
to the particular menu. For example, soup spoons or steak knives may be part of
the initial cover if soup or steak is to be served (Figure 2-9). Occasionally, French,
Russian, or buffet service is used at a banquet, and the table is set accordingly.

If a cold course is planned, such as a salad, it is placed on the table just before
the guests are seated. Also at this time, ice water is poured, butter pats are placed
on the bread and butter plates, and baskets of hot rolls are arranged on the tables.

The food is put on plates in the kitchen and served to the guests in the usual
American serving style (see Chapter 5, Serving the Meal) or in French, Russian, or
buffet style, as predetermined. The head table is served first, then the rest of the
tables. Water and coffee are replenished periodically.

If the guests will remain seated for entertainment or a speaker after dinner,
be sure the tables are cleared and tidy at the completion of the meal. Because the
banquet is paid for in advance, the server does not need to present a check or collect
payment. The tip is often included in the contract made by the catering manager
and the client arranging the banquet.

Advantages and Disadvantages of Banquet Service

The advantage of banquet service is that the menu and serving time are predeter-
mined, which makes service a simple routine, accomplished by fewer servers than
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FIGURE 2-8 Banquet: The menu, number of guests, and time of
service of the banquet are predetermined in advance by a contract
between the client and the banquet manager. Photo by S. Dahmer

FIGURE 2-9 Banquet Cover: For a banquet, the server generally sets
the tables with American settings modified according to the particular
menu being served.

Courtesy of Radisson Hotel South and Plaza Tower, Minneapolis, Minnesota;
Photo by S. Dahmer
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needed for other types of serving. A disadvantage of banquet service is that guests
receive very little personal attention. They are usually seated in close quarters, which
make proper service difficult.

FAMILY-STYLE SERVICE

Family-style service is a modification of American service and somewhat more
informal. All necessary preparation, such as cooking foods and slicing meats, is
done in the kitchen. The food is then placed in large bowls and on platters and is
properly garnished. The server serves the bowls and platters by placing them in the
center of the table. The food is passed around the table by the guests, who help
themselves to the portions desired.

The amount of service required of the server is minimized, because the server
simply sets the food on the table, pours the beverages, brings the appropriate
condiments, and clears away the soiled dishes. Initially, the platters and bowls
contain only enough servings for the number of guests in the party. If the family-
style service has an all-you-can-eat feature, servers must refill serving containers
when requested. Usually, the American cover or a modification is used. Serving
utensils are brought with the platters and bowls of food.

Advantages and Disadvantages of Family-Style Service

This simplified manner of service is advantageous to new waitstaff who have not
learned the proper details of serving. It is fast because the guests actually serve
themselves; servers can serve more people than when a more formal type of service
is used.

The disadvantages are that guests receive less personal attention and must serve
themselves from a food platter that becomes less attractive as other guests serve
themselves.

BUFFETS

With buffet service, guests select their meals from an attractive arrangement of
food on long serving tables (Figure 2-10). The guests either help themselves or are
served by chefs standing behind the buffet tables. The service usually combines
both methods—the guests select relishes, salads, and vegetables themselves, and the
meat is carved and served to the guests by chefs. Silverware and napkins may be
conveniently located on the buffet table for the guests to pick up with their meals,
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FIGURE 2-10 Buffet: In buffet service, guests help themselves from an
attractive arrangement of food on serving tables.
Courtesy of Radisson Hotel South and Plaza Tower, Minneapolis, Minnesota; Photo
by S. Dahmer

or a complete cover (usually American), including rolls, butter, and condiments,
may be preset at the dining tables.

A smorgasbord is a buffet featuring a large selection of food with Scandinavian
selections, such as cheese and herring. In some places, it is a set-price, self-service
buffet of any kind of food. Usually, guests may come back to the smorgasbord table
and get more food as often as they desire.

The job of the server varies, depending on the design of the buffet. The servers
may serve only beverages and dessert, or they may serve several courses, such as the
appetizer and soup, at the guests’ tables. To maintain the sanitary condition of the
buffet foods, remove soiled tableware and notify guests that they are to use clean
plates each time they return to the buffet.

Advantages and Disadvantages of Buffet Service

One advantage to buffet service is that food can be displayed in a very attractive
manner. However, this can quickly become a disadvantage if care is not taken to
keep the food selections fresh and complete. Another advantage is that servers can
attend to many guests at one time, but guests receive less personal attention than
with table service.
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SALAD BARS, OYSTER BARS, AND DESSERT TABLES

In three other variations of buffets, only the salad, seafood, or dessert is served
buffet style. The rest of the meal is served in the usual manner.

Salad Bars

A salad bar is a self-service concept in which each guest is given the opportunity
to prepare his or her own salad from an attractive array of fresh vegetables and
fruits that have been cleaned and sliced or quartered (Figure 2-11). Bowls and salad
plates are available at one end of the salad bar. Guests prepare their own tossed
green salads and help themselves to a variety of prepared salad accompaniments,
such as salad dressings, crackers, and bread sticks. More elaborate salad bars offer
soups, pasta salads, cold cut vegetables, fruits, hard-boiled eggs, grated cheese, and
crouton and seed toppings. And even more elaborate salad bars may include dishes
such as pickled herring, sardines, thinly sliced ham, and tuna salad. Salad bars are
available in casual, informal restaurants.

FIGURE 2-11 Salad Bar: A salad bar is a self-serve concept in which each
guest prepares his or her own salad from a selection of greens, fruits,
vegetables, and accompaniments. Some salad bars have an extensive
selection of prepared salads, soups, cold meats, and cheeses as well.
Photo by S. Dahmer
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A clear, protective panel, called a sneeze guard or food guard, is mounted above
the salad bar to keep the ingredients sanitary. Guests must also use a clean plate or
bowl for each return trip. The sneeze guard and clean plate for refills ensure that
salads are protected from contamination.

The duties of the servers are first to take the guests’ meal and wine orders and
then to inform them when and how to begin the salad bar. Remind guests that they
must use a clean plate each time they go to the salad bar for refills. Servers also assist
the kitchen staff in the upkeep of the salad selections by informing them when food
needs replenishing. Servers should remove soiled salad dishes from tables as they
accumulate and keep beverages fresh during this course.

Oyster Bars

An oyster bar is a buffet featuring oysters on the half shell and various seafood
and mustard sauces that complement the oysters. Sometimes boiled shrimp or
other appetizer seafood extends the selection. The chef may want to display these
foods in a nautical setting of shells, ice chips, nets, and diving relics to add to their
appeal.

Dessert Tables

A tantalizing display of tortes, pies, cakes, cream pulffs, éclairs, fresh fruits, and soft
cheeses displayed in buffet fashion constitutes a dessert table. Dessert plates and
forks are at hand at the dessert table. Desserts are usually precut into portions, and
guests help themselves.

Well-displayed examples of desserts can also be brought to the guests’ table on
a tray (Figure 2-12) or on a dessert cart with wheels. Servers bring the tray or cart
at the end of the meal and sell from the appetizing selection at hand.

Advantages and Disadvantages of Salad Bar, Oyster Bar, and Dessert
Table Services

As with conventional buffet service, the food at the salad and oyster bars and dessert
table can be arranged very attractively. Less work is involved for the server because
the guests take care of getting their own soup, salad, bread, appetizer, and dessert.
The server has more time to serve many guests, which increases opportunities for
extra tips.

The disadvantage of salad or oyster bars or dessert tables is that, like a buffet,
they must be replenished continually to look attractive. In addition, the timing of
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FIGURE 2-12 Dessert Tray: A
selection of delectable desserts can be
brought to the guests’ table on a tray.
Courtesy of PhotoDisc, Inc.

the meal can be upset; the server must be able to coordinate the self-service of the
guest at the salad or oyster bar with the rest of the meal.

Dessert carts or trays, unlike self-serve bars and tables, require more time on
the part of the server. The server must push or carry them to the table and then sell
and serve the desserts.
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KEY TERMS
Cover Underliner Buffet service
French service Russian service Smorgasbord
Guéridon English service Salad bar
Réchaud American service Sneeze guard
Chef de rang Banquet service Opyster bar
Commis de rang Family-style service Dessert table

REVIEW

Finger bowls

©O© 0 N O U1

10.
11.
12.

13.

. Define cover and underliner.
. Describe in your own words how service might differ in a very casual, informal

restaurant from service in a high-end, upscale restaurant.

. What type of restaurant would offer the following:

. smorgasbord
. Spumoni

. thick steaks

. wine service
. barbeque

. sauerbraten
. gourmet teas

mQ -~ 00 S N T o

. Why do very few restaurants use French service?

. How are French service and Russian service alike? How do they differ?

. When is English service used today?

. Why is American service used in most restaurants today?

. Why is American service sometimes called plate service?

. Why do the amount and arrangement of serviceware in a cover vary? What

other serviceware arrangements have you seen?

How is a banquet set up prior to the seating of guests?

What is the distinguishing feature of family-style service?

How are buffets, salad bars, oyster bars, and dessert tables similar? How do they
differ from one another?

From your experience, give examples of how two types of service are used
together.
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PROJECTS

1. Make two lists under the heading “Types of Restaurant Establishments.” Title
one list “Simple, Informal Restaurants” and title the other “Upscale, High-End
Restaurants.” Under each heading, list as many characteristics of that type of
restaurant operation as you can. When you are finished, discuss the many types
of restaurants that fall between these two extremes and the features they use
from each list to create their own identity.

2. Make a chart for the eight types of service discussed in this chapter. List the
types of service down the left margin. Across the top of the chart, label the
vertical columns with the following headings: Distinguishing Features, Server’s
Responsibilities, Advantages, and Disadvantages. Complete the chart by using
information from this chapter.

3. Using proper serviceware, set up the American breakfast and lunch cover and
the American dinner cover. In a training session, point out similarities and
differences between the settings. Identify the purpose of each serviceware piece,
and show the placement of various foods as they are served.

4. Observe different types of service in various restaurants, and discuss with other
trainees what you have learned.

CASE PROBLEM
Buffet Problem

As a server, you observe children going to the buffet and dipping the serving utensil
from one food item into another. Also, you notice one child picking up food with
his hand. Other guests observe the children. The parents of the children appear
to be unaware of where their children are and what they are doing. Answer the
following questions:

» How would you approach the children’s parents concerning this problem?

» What would you do with the food that was contaminated?

o What steps should be taken to avoid an occurrence of this sort of situation in

the future?



Chapter Three

Before the
Guests Arrive

Objectives
After reading this chapter, you will be able to:

Explain the concept of a station.

Understand why it is important for a restaurant to take and honor reservations.
Describe how to prepare the tables and tablecloths.

Fold several styles of decorative napkins.

List many supplies that should be stocked at the sidestand.

Differentiate between many types of menus and the categories in each.

Define food preparation methods.

Identify many meal accompaniments that complement food items.

List the closing duties needing to be done in preparation for business the next
day.

Servers have many responsibilities to attend to prior to serving guests in a restaurant.
Servers are first assigned the area of the restaurant in which they will work and the

35
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tables they will serve, holding some of these tables for reservations. They must then
attend to sidework. Sidework, also called mise en place, is a term designating all
of the duties the server performs other than those directly related to serving the
guests. Sidework includes the opening duties, such as preparing the dining room
and studying the menu, as well as closing duties, leaving the work area in proper
order upon completion of the shift.

Station Assignments

A station is a section of the dining room assigned as a work area to a server. Each
station has seating for about a dozen or more guests at tables, booths, or counters.
Ideally, a dining room should be divided into stations that are equal to one another
in the number of people they seat, in their distance from sidestands and the kitchen,
and in desirability of seats to the guests. Of course, this balance is impossible in
most dining rooms, because there will always be less desirable seats near kitchen
and washroom entrances and away from scenic views.

Because stations are not equally desirable from a seating and serving standpoint,
dining room managers often assign stations to servers on a rotational basis—servers
take turns from day to day serving in the best stations.

In some restaurants, servers with seniority have permanent stations that are
larger or more desirable than others. This assignment is made because these servers
are experienced and can handle more guests and because certain guests request a
particular server and seat. A new server may be assigned a less desirable station,
which provides an opportunity to gain experience with a smaller number of guests.

For convenience, tables are often numbered, and stations are assigned by giving
the numbers of the tables to a server (Figure 3-1). The server then uses these
numbers on orders and guest checks to identify the party of guests being served.

Reservations

Generally, one member of the restaurant staff, a receptionist or reservationist,
will handle reservations. Taking reservations means promising a table to guests
who call or e-mail in advance. For instance, a guest may call on Friday to reserve
a table for four for dinner at 8:00 p.M. on Saturday evening. The reservationist will
record a name, number of guests, a phone number, or even a credit card number
to hold the reservation, and assign the table to a station. Special requests such as
server-of-choice, table-of-choice, birthday cake, or high chair should be honored,
if possible. The reservationist may want to confirm the reservation with a phone
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call just prior to the date. Guests will then be expected at an appointed time and
may be seated immediately upon arrival.

The reservationist’s job is to fill the restaurant at staggered intervals over the
dining period so that the kitchen and waitstaff are not overwhelmed with guests
at one time. Reservations are also important in small, fine-dining establishments
where guests tend to linger for the evening. By looking at the reservation list, servers
will know how many guests to expect on any given day and time in their station
and can prepare for them accordingly. There are computer programs available
to help manage restaurant reservations (see Restaurant Reservations and Table
Management in Chapter 7).

Dining Room Preparation

PREPARING THE TABLES

The first opening duty is to check your station to see that the general area is
presentable and ready to set up for service. Set up enough tables to accommodate
the reservations and the average expected number of persons without reservations.

Using a clean cloth or sponge rinsed in sanitizing solution, thoroughly wash
the tables before you set them. Check the seats, dusting off crumbs and cleaning
sticky areas with a separate cloth (see Chapter 6, Safety, Sanitation, and Emergency
Procedures). If tablecloths are used, select the appropriate size and spread the cloth
on the table so that all four corners hang evenly and the edges of the tablecloth are
just touching the seats of the chairs (Figure 3-2). Often, a pad or second tablecloth,
called a silencer, is placed beneath the top cloth. The silencer gives the table a better
appearance and softens the clanking noise of the serviceware.

A professional way of placing the cloth on the table is to place the center fold on
the center of the table and open the cloth to cover the tabletop. This method assures
a quick, well-centered placement of the cloth. It may be used to replace soiled cloths
while guests are present, if done so in a controlled manner that is not distracting to
guests.

When condiments, candles, and flowers are on the table and the soiled cloth
must be changed, move the items to one half of the tablecloth. Gather up the soiled
cloth, exposing one half of the table or silencer, and then place the center items on
the table or silencer. Enclosing the crumbs so they do not fall on the seats or floor,
remove the rest of the soiled cloth completely.

Replacing the cloth is the reverse operation. With center items remaining at the
edge of the table, place the center fold of the tablecloth at the center of the table.
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FIGURE 3-2 Tablecloth Placement: The proper way of
arranging the tablecloth is to have the edges of the cloth just
touch the chairs. Guests approaching the table get a favorable
impression of the meal to come as they observe the even
arrangement of the cloth, napkins, and place settings.

Photo by S. Dahmer

Fold up the top half so the center items may be placed on the surface of the cloth.
Then open the cloth completely and arrange the condiments, centerpieces, and
other items (Figure 3-3). If placemats are used, arrange them neatly on the clean
tables. Some restaurants do not use a tablecloth or placemats. In any case, the table
needs to be clean.

After the tablecloths or placemats are arranged properly, set up the covers. A
cover consists of china, silverware, napkins, and glassware at each place setting. The
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(d) (€)

FIGURE 3-3 Series of Pictures Showing How to Place a Tablecloth: Placing the cloth on the table is
illustrated: (a) with the condiments or vase moved to the edge, place the center fold of the cloth on the
table; (b) position the cloth so it drapes evenly; (c) open the cloth, gently gather or fold it up at the
center of the table, and transfer the condiments or vase to the half already spread; (d) spread the cloth
over the rest of the table; and (e) center the condiments or vase.

Courtesy of Hennepin Technical College, Eden Prairie, Minnesota; Photos by S. Dahmer
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amount of serviceware and the arrangement depend on the type of service and the
meal to be served (see Chapter 2, Types of Establishments, Types of Service, and
Table Settings).

Carry supplies of chinaware, glassware, silverware, and napkins to the table
on clean trays. Handle china by the edges, glassware by the bases or stems, and
silverware by the handles as you set up the covers (see Figure 6-5, Handling Food
and Tableware). Set aside any serviceware that is soiled, and return it to the kitchen.
Discard any chipped or cracked glassware or china.

After the covers have been set, check to see that all centerpieces are fresh and
clean and that candles are replaced or lights are in working order. When table tent
menus—small menus designed to stand vertically—are used, place them uniformly
on all tables.

FOLDING THE NAPKINS

The fold of a cloth napkin placed in a cover is important to the style of the dining
room. Not only does it add beauty in a third dimension, but it establishes a subtle
finished quality to the table settings. Customarily, the simple folds are informal,
tasteful, and quick to make. Sometimes a pocket for silverware is created in the
napkin using a simple fold. Occasionally, a more formal feeling is desired and can
be created with a complex fold. For instance, you might use a pleated fan fold,
tucked into the water glass at a banquet, or a water lily fold in the center of the cover
for a Victorian theme. There are dozens of different folds and variations and many
uses for folded napkins (Figure 3-4).

Begin with large laundered, starched, and ironed napkins free of stains. Fold
enough of the napkins to set the number of place settings in the dining room. Also
fold extra napkins to reset the tables during the business hours and have them
available at the sidestand. Four simple napkin folds are illustrated in Figures 3-5,
3-6, 3-7, and 3-9. An example of a table with dove-folded napkins is shown in
Figure 3-8.

PREPARING THE SIDESTAND

A sidestand is a storage and service unit, sometimes with a computer terminal,
located close to serving areas (Figure 3-10). A well-stocked sidestand eliminates
the need for servers to make frequent trips to the kitchen for supplies or to place
orders. One of the main opening duties is to stock the sidestand nearest your station
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FIGURE 3-4 Use of a Decoratively Folded Napkin: A decoratively folded
napkin can be used for many purposes. Photo by S. Dahmer

(a) (b)

FIGURE 3-5 Oblong Fold: (a) Fold the flat napkin in half,
then in half again to form a smaller square. (b) Fold the small
square in half again lengthwise to form an oblong. (c) Place
the oblong napkin in the cover with points (or decorative
corner) to the left and out.
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FIGURE 3-6 Crown Fold: (a) Fold flat napkin in half twice to form a
square. (b) With loose pomts of square toward you, fold lower corner
up not quite to top. (c) Fold both sides across center. (d) Turn over and
place in center of cover with point toward center of table.

@ ()

FIGURE 3-7 Dove Fold: (a) Fold the napkin in half to form a triangle
with the point facing down, toward you. (b) Holding your finger at the
center point of the top edge, fold the right corner down to the bottom
point. (c) Repeat with the left corner. (d) Turn the napkin over so
loose points are up. (e) Bring the bottom point up to meet the top to
make a triangle. (f) Lift the napkin up at the center of the bottom, and
stand the napkin up. Place the napkin in the cover with “wings” facing
away from the guest.
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FIGURE 3-8 Cover with Dove Folded Napkin: The dove fold is a simple
napkin fold for beginners. The end result will hold its shape more easily if

you use a heavy cotton napkin. Courtesy of PhotoDisc, Inc.

A)
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FIGURE 3-9 Bishop Hat Fold: (a) Fold the flat napkin in half diagonally to form a
triangle with the point facing up. (b) Holding your finger at the center of the bottom,
fold the right corner up to the top point. Repeat with the left corner, forming a
square. (c) Bring the bottom point up to within one inch of the top point. (d) Fold the
same point down to the center of the bottom edge. (e) Holding all folds in place, flip
the napkin over to the other side with the point facing away from you. (f) Fold both
sides to center, tucking right side into left. (g) Holding the tucked-in fold together,
round out base so it stands up. Turn it around. (h) Gently pull down the front
corners. Place in the center of the cover with the decorative side toward the guest.

(9)
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FIGURE 3-10 Sidestand: A sidestand like this placed close to serving
areas puts items needed in easy distance of the guests and reduces the
number of trips that must be made to the kitchen.

Courtesy of Lakeside Manufacturing, Inc.

with serviceware, garnishes, beverages, and supplies. The items kept in stock at the
sidestand vary among restaurants. Typical sidestand supplies include:

« Coffee warmers with fresh coffee

» Water pitchers, jugs, or carafes

o Clean, folded napkins

« Sponges and towels

 Order pads, guest checks, and extra pencils and pens

o Condiments, additives used to give flavor and relish to food, such as
salt, pepper, steak sauce, ketchup, mustard, and horseradish in clean, filled
containers

o Decorative garnishes and foods that complement the meal, such as lemon
wedges, coffee cream, and jelly or preserves, according to the menu of the day,
or tortilla chips or fortune cookies depending on the international theme of
the restaurant (see Meal Accompaniments later in this chapter)

« Clean placemats

o Children’s placemats, menus, bibs, and favors

« Silver and supplies for special food items, such as lemon squeezers, straws, iced
tea spoons, and seafood forks
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Clean dinner menus and specialty menus, such as dessert and wine menus
Drink coasters or napkins
Tip wallets or trays

China, silver, and glasses to set up covers

Because the sidestand is in plain view of the guests, it must be clean, neat, and
presentable at all times. During the course of service, bussers should be notified
to replace low inventories of supplies if you are too busy to replace them on your
return trips from the kitchen.

Studying the Menu

WHAT IS A MENU?

The word menu means the food offerings of a restaurant and the actual printed or
readable list of those foods. If readable, they are the individual lists on hard paper
stock handed out to each guest. They may be the food list on boards on an easel,
on the wall above the counter, or printed on the placemat. There are many styles of
menus with food lists appropriate for a variety of different types of restaurants.

WHY STUDY THE MENU?

Familiarizing yourself with the menu for your restaurant should be one of your
daily responsibilities. Study the menu so that you are aware of any changes in food
choices and prices from day to day and to learn all of the menu items offered so you
can sell foods that will be appealing to the guests and suggest side dishes. Know the
menu so that you can answer the guests” questions. Following are detailed reasons
why you should study the menu:

1. Study the menu frequently because it may change occasionally or even daily. Check
with the chef if you see any new specials or menu items. Selections may change
to give variety to the menu, and prices may change according to ingredient cost
or seasonal availability of food items.

2. Consider yourself a salesperson and the menu items your product. Learn about
the food on the menu by tasting all items at one time or another. Sell the
food by describing the foods accurately and helping guests make satisfying
choices. Knowing the menu helps you suggest side orders and build the check.
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For instance, suggest items that complement the main part of the meal or
additional foods that round out the meal or add to the festivity of the occasion,
such as appetizers, champagne, or dessert.

. Be knowledgeable about food items so you can help guests who request information

that may not be on the menu. For instance, you may have to answer questions

about vegetarian selections, budget-wise choices, kosher foods, food ingredients
that may cause allergies, healthful choices, or foods for finicky eaters. With

a knowledge of food ingredients and prices, you can help guests who have

questions about the following:

o Vegetarian foods. Know whether foods contain white meats or are without
meat altogether.

o Budget-wise selections. Know which items give guests the best value for their
money.

o Kosher food. Know whether any of the menu items are prepared under strict
kosher rules and with kosher ingredients (see Content of the Menu later in
this chapter).

o Ingredients that may cause allergic reactions. Some guests may have an adverse
physical reaction to foods because they have a sensitivity, or food allergy,
to specific ingredients. The Food Allergy and Anaphylaxis Network states
that a food allergy is an immune system response to a food that the body
mistakenly believes is harmful. Guests who eat the foods they are allergic
to may suffer a tingling sensation in the mouth, swelling of the tongue and
throat, difficulty breathing, hives, vomiting, abdominal cramps, diarrhea, a
drop in blood pressure, loss of consciousness, or even death. Symptoms of
food allergies appear from within a few minutes to two hours after eating the
offending food. Any food can produce an allergy, but according to the U.S.
Food and Drug Administration, milk, eggs, peanuts, tree nuts, fish, shellfish,
soy, and wheat produce about 90 percent of the allergic reactions. Guests with
food allergies will usually ask you about those ingredients in menu items.
To answer their questions, you should know the exact ingredients in menu
foods and how they are prepared. If you are not absolutely sure, ask the chef.

o Healthful choices. A guest may be diabetic and must know the sugar content
in prepared foods. Some people may be on low-calorie, low-carbohydrate,
low-fat, or salt-free diets and want to know how foods are cooked, whether
they can get foods modified to their needs, or ask for sauces on the side so
they may add them sparingly.

o Foods they may dislike. Small children, for example, may not like foods such
as onions, green peppers, or nuts.
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Knowing the menu items in great detail will help you make suggestions and
answer questions. If you do not know the ingredients in foods, do not guess. Ask
the chef for the exact ingredients so that your guests can make informed choices.

TYPES OF MENUS

The most common menus are individual printed menus for breakfast, lunch, and
dinner. Each meal usually has a separate menu, but occasionally a single menu
contains selections for all three meals. The menu that is exclusively for luncheons
contains sandwiches and light foods. The dinner menu (Figure 3-11) contains meals
of larger portions, heavier foods like steaks and chops, and additional accompani-
ments such as vegetables. More food naturally causes the prices on dinner menus
to be higher.

In addition to regular menus, there are menus for wines, called wine lists (see
Wine Lists and Wine Charts in Chapter 8), and menus that sit up on the table,
called table tent menus, which note particular items like specials, unusual drinks,
or a dessert of the day. Blackboard menus, written on a blackboard at the entrance
to some restaurants, are also in use. Servers in these restaurants memorize the
menu and repeat it to guests from memory instead of issuing paper menus. There
are also banquet menus, early bird menus (menus for guests who are willing to
dine before a certain time), and menus without prices. There are children’s menus
with children’s favorite foods, speedy service, child-size portions, and lower prices.
These menus are very important for parents wishing to dine out with their children.

When food on a menu is a la carte, literally “from the card,” it is listed as a
single item and priced separately from other foods. An appetizer or salad listing is
characteristic of this type of menu selection. When food on a menu is table d’héte,
meaning “table of the host,” it is listed as a full-course meal and is priced as a unit,
which may include rolls or other bread, soup or salad, meat/fish/seafood, potato
or other starch, and vegetable for one price. The dessert is usually a la carte. Most
menus contain an assortment of foods in both a la carte and table d’héte listings.

CONTENT OF THE MENU

The content of the menu is organized into categories, or food groups, and also
features specials. It is customary to list foods on a menu in the order in which
they are usually eaten. Also, most items listed carry some designator indicating
how they are prepared (see Methods of Food Preparation later in this chapter). The
categories, specials, and trends in foods presented are discussed in the following
sections.



SHRIMP & CRAB BISQUE
With corn and red peppers

BAKED FRENCH ONION SOUP
Swiss cheese crusted: garlic crouton

GRILLED CHICKEN AND PORTOBE[[O MUSHROOM SKEWERS

Sesome ginger sauce

SPINACH AND ARTlCHOKE FONDUE
Gorlic toost points

Stantens

FOUR CHEESE CRUSTED POII‘I'D!ELI.O MUSHROOMS

Stufted with fresh garlic spinach

WOOD OVEN BAKED GOAT CHEESE
Tomato basil sauce, focaccia ;

WILD MUSHROOM PIZZA

Portobello and cremini mushrooms with swiss and asiago cheese

CRISPY FRIED CALAMARI

Cocktail and ranch dipping sauces . . ... .. ..

WOOD OVEN ROASTED CRAB CAKES
Mustard moyonnaise

CRAB CRUSTED STUFFED SHRIMP
Roasted with garlic breaderumbs ... .. ..

JUMBO SHRIMP COCKTAIL

Chilled gulf shrimp with zesty cocktail sauce and lemen wedges

ROASTED SEA SCALLOP SKEWERS
Bacon wrapped, opricol souce

HOUSE SALAD BOWL

Mixed greens, hearts of palm, carrots, eggs, tomatoes, cucumbers, croutons;

creamy ranch, 1000 island, house vinaigretie, blue cheese or French dressing

GOAT CHEESE AND FIELD GREEN SALAD
Wood roasted vegetables, balsamic vinaigrette

CHOPPED TOMATO AND RED ONION SALAD
Blue cheese dressing, crumbled blue cheese, and chopped letuce ... ... .. ..

CAESAR SALAD

Crisp romaine lgftuce, parmesan cheese, and garlic croutons | .

Add Char Crusted  chicken
SPINACH SALAD

3.00 planked salmon....

Baby spinach, bacon, mushrooms, radishes, chopped sggs

warm mustard dressing

WILDFIRE CHOPPED SALAD

cup 3.95 .. bowl 495
Sk
....... 8.95
................ 8.95
.............................. 8.95
8.95
8.95
.............................. 9.95
10.95
..................... 10.95
10.95
...... 11.95
éa[acfi
SRTE et
285 s 14.95
P95 i 14.95
998 i 14.95
P ... S 14.95
400 diced tenderloin.....5.00
........ L
11.95 .... 16.95

Mixed greens, spit roasted chicken, avocado, tomatoes, blue cheese, bacon,

scallions, comn, tortilla sirips; tossed with citrus vinaigrefie dressing . . . . . . .

TERIYAKI CHICKEN SALAD
Mixed greens, chopped vegetobles, crlspy tertillos,
peanuts, cilantro, Asian vinoigrefte . . ..

GRILLED STEAK AND BLUE CHEESE SA[AD

. 12.95

Marinated sliced lenderlain, mixed greens, lomaloes, crispy onions, balsamic vinaigretie 14.95

éandwiagsi

Served with homemade cole slaw and french fries.

BLACK ANGUS BURGER

Chargrilled with letftuce and lomate . ... B.95
With Wisconsin cheddar, jalopenc jack,

swiss, omerican or blue cheese . . .. . . .. 9.95
STUFFED BURGER OF THE DAY )
Praparation varies; ask your server . 10.95
DILL CRUSTED WALLEYE SANDWICH
Shredded letuce, tomato,

farfar sauce .10.95

PEPPERCORN TENDERLOIM STEAK SANDWICH
Oven dried fomatoes, lettuce, grilled red onions,
and ranch dressing .13.95

PORTOBELLO MUSHROOM AND GOAT CHEESE
Field greens, roasted peppers and onions,
balsamic vinaigrette . . .. ..

GRILLED CHICKEN CLUB

Grilled chicken breast, bacon, avocado,
jolapeno jock, mustard mayonnaise,
letuce, tomato . .

TURKEY REUBEN
1000 island dressing, saverkraut,

swisschesse .. ... ...

PRIME RIB FRENCH DIP
A clossic sandwich served with
melted cheese and au jus

. 9.95

9.95

. 9.95

LEET

FIGURE 3-11 Sample Menu: A typical dinner menu contains many
categories of related a la carte (individually priced) or table d’hote

(complete dinner) selections.

Courtesy of Lettuce Entertain You Enterprises, Inc.
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7L[5£ c/l/fa ron

Wildfire filets are cut from the center of a hund selected tenderloin
and slowly aged for maximum tenderness and flaver.

FILET MIGNON BASIL HAYDEN'S" BOURBON

Broiled to perfection .28.95 TENDERLOIN TIPS

BLACK PEPPERCORN FILET Marinated & grilled red onions ..22.95
Seared with spicy black peppercomns . . 29.95 FILET MEDALLIONS OSCAR

BLUE CHEESE CRUSTED FILET lump crob, asparogus, béomaise souce  28.95
Broiled with our blue cheese crust . . . . . 30.95 W".DHRE BONE-IN FILET
HORSERADISH CRUSTED FILET Averyspeciglent .. ... .. ... 36.95
OUR SPECIALTY! Wrapped in bacon SURF & TURF

and topped with a horseradish crust . 30.95 Filet and crab crusted lobster tail . . S AQ.

FOR THE LIGHTER APPETITE ~ TRY OUR PETITE FILET

Steaks and C)go/ni

Wildfire steaks are aged for 21 - 28 days until they reach their ullimate tenderness and taste,
brushed with our seascning blend, and broiled to your preferred temperature.

Enhance your stek with one of our signature crusts, béarnaise sauce, or woad roasted mushrooms 2.00 each.

NEW YORK STRIP MUSHROOM CRUSTED PORK CHOPS
Broiled fo its fullest flaver . . .. .. .. 29.95 All natural farm raised .. .. ... ... 20.95

’ ROUMANIAN SKIRT STEAK
gﬂé%igEEiTgélguElE 30.95 Served with grilled red onions : 2295

PORTERHOUSE STEAK AuJus

LAMB PORTERHOUSE CHOPS Two favarite cuts - Mew York Strip and
Colorados finestlomb .. ..., .. .. .29.95 Filet Mignon - in a single steak . .. .. .. ..30.95
BONE-IN NEW YORK STRIP STEAK
Served au jus
STEAK BLUE - Cold, Red Center + RARE - Very Red, Cool Canter + MEDIUM RARE - Red, \Woim Conter
MEDIUM - Pink, Hot Center + MEDIUM WELL - Dul Pirk Center + WELL - Broiled Throughou!
OROEEING We recommend thot medium well and well done Hlel mignon be butirfied i
GUIDE We are not responsible for stecks ordered well dane
4'_C/\70aif££{ Porime CQLﬁ o/[Basf
The “King of Roasts” is rubbed with fresh garlic, and slowly roasted.
PRIME RIB REGULAR CUT ———— 10 OZ WITH HORSERADISH SAUCE, AUJUS ... ... .. 22.95
PRIME RIB LARGE CUT ——————16 OZ WITH HORSERADISH SAUCE, AUJUS .. ... ... 26.95
PRIME RIB "CHICAGO CUT"— 22 OZ WITH HORSERADISH SAUCE, AUJUS .. ...... 30.95

—(}'uzig ?ﬂig anc{ é‘safooc[4~

All roasted in our wood burning oven.

CEDAR PLANKED SN.MON

Brown sugar soy glaze .. .. E R SR e R e s s o 2D
COCONUT SHRIMP
Ginger coconut sauce e - 20.95

SWORDFISH “LONDON BROIL"

Owen roasted tomatoes and red onions . .. .. ... FR R

EAST COAST SEA SCALLOPS
Fresh garlic spinach, lemon butter sauce ... ........ ... ; R .1, <

FRESH FISH OF THE DAY

Preparalion varies, ask YOUr SBIVEI .. .. . ...t AQ,

Above dinners served with a choice of redskm mcshed polatoes,
wild rice, french fries, or broccoli with herb butter.

- Barbecue rubbed sweet polato or giant boked polato add 1.95 -
- Wildfire creamed spinach odd 1.95 -
Whﬂe cheddar au gratin polatoes add 1.95
+ Cheddar double stuffed potato add 2.95 -

e G

FIGURE 3-11 (Continued)
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c/?oaafsd Chicken

Served with redskin mashed potatoes, french fries, broccoli with herb butter or wild rice.

ROASTED HERB CHICKEN*

Marinated with a special blend of herbs and spices o+ 1595
BARBECUED CHICKEN*

Glazed ond broiled with our special recipe barbecue souce Fiati ; 15.95
LEMON PEPPER CHICKEN BREAST

Roasted inourwood bumingoven ... ... ... 16.95

*Scery, oll white meat not avaioble

BQ’Ig‘EGHE anc{ CORQ&O&.

Served with homemade cole slaw, opple sauce and french fries.

BABY BACK RIBS

Smoked and grilled with our special recipe barbecue sauce .. . . . hofsob 15.95 | hilskb 21.95
CHICKEN & BABY BACK RIBS COMBO*

Half a barbecued chicken and a half slab of our baby back ribs . 21.95
HONEY MUSTARD GLAZED ST. LOUIS RIBS

Smoked and char broiled with haney mustard barbecue souce . . . .. hat slab 15.95  hull slob 21.95
CHICKEN & ST. LOUIS RIBS COMBO*

Half o barbecued chicken and o half slab of haney mustard glozed St. Louis ribs 2195
RIBS & RIBS

4 half slab of baby back ribs and o half slab of honey mustard glazed 5t. Louis ribs 21.95

* Sy, oll while mect nal available

- Barbecue rubbed sweet potato or giant baked potato add 1.95 -
+ Wildfire creamed spinach add 1.95 -
- White cheddar au gratin potatoes add 1.95 -
+ Cheddar double stuffed potato add 2.95 -

a’m htl, 5/25.:1(.1[1

Served with redskin mmhad potafoes except where noted.
uantities are limited.

MONDAY THURSDAY

Garlic Chicken Half Long Island Duck

Oven roasted vegetables . 15.95 Sweet cherry sauce .. co. 1995

FRIDAY
TUESDAY h
: Dill Crusted Walleye
New York Strip Roast s 2
Peneicon muci S 19.95 Wild rice, lemon butter sauce ... 2095
SATURDAY

WEDNESDAY Filet Mignon Wellington

Wild Mushroom SfUHed Sulmon A classic; wild mushroom stuffing,

Red wine butter . . . .. 20.95 shallot balsamic sauce . v o REPE

SUNDAY
Roasted Leg of Lamb
White cheddar au grofin potatoes, fresh garlic spinach ... ... .. 19.95
Potatoes and q/zgsfaﬁ[.si

REDSKIN MASHED POTATOES ... ... ... i iiiiiianiiiarasensnn 3.50
WILDFIRE WILD RICE i d D i O S sl s S i a sl 5 s 3.95
GIANT BAKED POTATO .0y blalie sia s sl e dida i wans 3.95
BBG RUBBED SWEET POTATO ... ... . .iiiiiiiunnuninivisissoniarannnsan 3.95
WHITE CHEDDAR AU GRATIN POTATOES . ... ... . ..oiiiiiiiiiiiiinannns 3.95
STEAMED BROCCOU WITH HERB BUTTER . ...... ..ot 4.50
WILDFIRE CREAMED SPIMACH . ... ..oiiiniiiiiaiiiirniarsansarnnnansn 4.95
WOOD ROASTED MUSHROOM CAPS ... ... i iiaa i 4.95
CHEDDAR DOUBLE STUFFED POTATO ... ....iiiiiiniariiiarnecinanaannns 495

‘Wildfire does not accept checks.

fed 3708

wildfirerestaurant.com
© 2007 Lettuce Entertain You Enterprises®, Inc.

FIGURE 3-11 (Continued)
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Categories

The foods on menus are grouped into categories according to the customs and
preferences of management. Some of the more popular categories are listed here:

» An appetizer category includes foods served as a first course to stimulate the
appetite of the guests. In a traditional restaurant, appetizers include small
portions of specialty foods such as chicken skewers and stuffed mushrooms,
and seafood items such as shrimp and clams. The appetizer category in less
formal restaurants is often dominated by finger foods and foods of ethnic
origin or influence, such as nachos, meant to be shared by several guests at the
table.

« Soups may be placed in a separate category, grouped with appetizers or salads,
or included with table d’hote entrées. Soups may be clear, cream-based, hot, or
cold.

« Salads, usually lightly tossed fresh greens, are grouped with soups, by themselves
in a category, or featured with the main part of the meal.

 Entrées, the main part of the meal in American service, vary extensively and
can be grouped in any number of individual categories. Some of the more com-
mon categories are steaks, seafood, meats, poultry, pastas, sandwiches, entrée
salads, and specialties. Generally, a vegetable and some type of carbohydrate
accompany the meat/fish/seafood entrées, and sometimes an entrée is featured
by itself.

o The dessert category usually includes pies, cakes, cheesecakes, ice cream, and
specialties such as créeme brtlée and tiramisu. The dessert usually completes
the meal.

o The category of beverages includes coffee, tea, milk, lemonade, juices, soft
drinks, and other drinks. Cocktails and wines may also be listed on the food
menu.

The types of foods and the number of selections in each category vary from
one restaurant to another. Exclusive restaurants list gourmet-type foods, and family
restaurants list homestyle foods. Restaurants may list calories of each item, feature
kosher foods, or identify low-fat or low-salt foods for healthful selections. Some
restaurants still feature alarge number of selections; others have followed the current
trend toward limiting choices to cut costs (see Sample Menu in Figure 3-11).

Specials

A special of the day may be attached to the menu or described to guests by the
server. A special may be a chef’s specialty, a regional dish, or a seasonal food in
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ample supply. A chef’s special is a dish the chef prepares exceptionally well. Walleye
in Minnesota and gumbo in Louisiana are regional specials. Fresh strawberries or
melon and some seafood are seasonal specials. The price of a special may be lower
if it is a seasonal item. As a server, you should strive to describe specials in an
appetizing way to increase sales.

Trends

Current trends affect the content of the menu. The National Restaurant Associ-
ation reports that Asian appetizers, organic or locally grown produce, specialty
sandwiches, whole-grain breads, pan-seared items, exotic mushrooms, fresh herbs,
pomegranates, and free-range or grass-fed meat choices are popular. There is also
a trend toward downsizing desserts into mini desserts that can be eaten in a cou-
ple of bites. Specialty coffees like espresso-based lattes, cappuccinos, mochas, and
Americanos are also very popular, and bottled water is often chosen over tap water.

A restaurant may be set up to serve kosher foods and will indicate that it is a
kosher restaurant on the menu. Kosher foods are permitted to be eaten by people
of the Jewish faith who observe kosher dietary laws. Kosher does not refer to a
particular cuisine, but to a set of rules regarding preparation of foods with kosher
ingredients in a kosher facility (or kitchen). Food that is kosher must be supervised
during preparation and made with ingredients that are approved by certifying su-
pervisors. The kosher consumer extends beyond the Jewish community to include
Seventh-Day Adventists, Muslims, vegetarians, and many health-conscious Amer-
icans. People with allergies to pork or shellfish select kosher foods to avoid allergic
reactions to those ingredients. Foods certified kosher and pareve are foods con-
taining neither meat nor dairy products, but under Jewish law may contain a very
small amount of milk so may not be appropriate for guests who are allergic to milk.

The increasing ethnic diversity of the United States will accelerate the trend
toward more ethnic restaurants and ethnic dishes on the menus. Guests will enjoy
unique menu choices such as Szechuan Chinese, Hunan Chinese, German, Greek,
Japanese, Tex-Mex, Cajun-Creole, Mexican, Thai, Mandarin, Vietnamese, Indian,
Mediterranean, Latin, Asian, and Italian.

METHODS OF FOOD PREPARATION

Because guests often ask how foods on the menu are prepared, you should know
the more common preparation methods, as follows:

« Baked. Cooked by dry, continuous heat in an oven
 Boiled. Cooked in liquid at the boiling temperature of 212°F at sea level, so
that bubbles rise to the surface and break
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« Braised. Browned in a small amount of fat and then cooked slowly in a little
liquid in a covered pan

« Broiled. Cooked by direct heat, either under the source of heat, as in a broiler,
or over the source of heat, as on a grill

o Fried. Cooked in hot fat. Pan-fried and sautéed means cooked in a small amount
of fat. Deep-fried means cooked while immersed in a large amount of fat.

o Grilled. Cooked over direct heat, usually hot coals

» Pan-broiled. Cooked in a heavy frying pan over direct heat, using little or
no fat

o Poached. Simmered in enough liquid to cover the food

» Roasted. Cooked uncovered without water added, usually in an oven

« Sautéed. Browned or cooked in a small amount of hot fat

« Simmered. Cooked gently in a liquid over low heat just below the boiling point

» Steamed. Cooked in steam with or without pressure

o Stewed. Simmered slowly in enough liquid to cover the food

PREPARATION TIME

Preparation time is the time required to cook and dish up a food item on the menu.
The length of time depends on the equipment in the kitchen, the efficiency of the
chef, and the number of orders already placed by other servers. Preparation times
can best be learned by experience. Once you know them, however, you will be able
to time your orders competently.

Some of the more common food preparation times are as follows:

o Eggs: 3-5 minutes
o Fish, fried or broiled: 10—15 minutes
e Liver: 10—15 minutes
¢ Chateaubriand: 30 minutes
o Steak, one-inch thick
e rare: 10 minutes
o medium: 15 minutes
o well-done: 20 minutes
e Lamb chops: 20 minutes
o Pork chops: 15-20 minutes
e Game: 30—40 minutes
¢ Chicken: 10-20 minutes
¢ Soufflé: 35 minutes
e Pasta: 10 minutes
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New equipment and preparation methods have shortened preparation times
considerably. Some foods are precooked in advance and heated to serving temper-
ature when ordered. Other foods are prepared early in the day and kept at serving
temperature constantly, either on a steam table, if served hot, or in a refrigerator,
if served cold. Equipment such as the microwave oven shortens the preparation
time of food items to minutes and seconds. For the guests’ convenience during rush
hours, know which items can be served immediately.

MEAL ACCOMPANIMENTS

Meal accompaniments are condiments, decorative garnishes, and foods that com-
plement the entrée (Figure 3-12). Part of your responsibility may be bringing the

FIGURE 3-12 Garnished Food: Meal
accompaniments include decorative garnishes. It
may be the responsibility of the server to add the
garnishes to the guest’s meal.

Courtesy of PhotoDisc/Getty Images



56

CHAPTER 3  Before the Guests Arrive

condiments to the table to complete the order and adding the garnishes and com-
plementary foods to an entrée prepared by the chef. Make sure the garnishes are
attractive and that condiment containers are clean. Some accompaniments may be
kept at the sidestand for convenience. Examples of meal accompaniments are as
follows:

o Lemon wedge with fish

o Tartar sauce with fish

o Ketchup with hamburger

o Mustard with hot dogs

o Steak sauce with steak

o Applesauce with potato pancakes

» Hot syrup with pancakes

 Dressing with salads

 Butter and jam with bread and rolls

o Crackers with soup

o Salsa with tortilla chips

o Clarified butter with lobster

o Parsley and other greens to add color to an entrée
 Cream, sugar, and artificial sweetener with coffee
« Lemon, sugar, and artificial sweetener with tea

o Lemon or lime in ice water

Closing the Dining Room

Servers have closing duties to perform between luncheons and dinners and at the
end of the day. When closing after lunch, reset enough tables for the anticipated
number of dinner guests.

At the end of the day, take time to close the dining room properly. Leave your
station, sidestand, and kitchen area in a clean, orderly condition, ready for business
the next day. The following are some closing duties:

» Make sure the mouths of ketchup bottles are wiped clean and cruets are grease-
free.

» Remove all salt, pepper, and sugar containers and place them on trays. Wipe
the containers with a clean, damp cloth and refill them. Containers should be
periodically emptied and washed.

o Take all condiments, such as ketchup, mustard, and steak sauce, to the
refrigerator.
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Foods in packages, such as individually wrapped crackers, nondairy cream-
ers, and jellies, maintained in sound condition and remaining in baskets or
containers at guests’ tables, can be used again, depending on the policies of
management. Discard the remaining packaged butter, cream, and wrapped
foods that have been contaminated at guests’ tables.

Strip the tables of their tablecloths. Tables should not be set up for the next day,
because settings gather dust. Instead, assemble all of the serviceware on trays
for use the next morning, and cover them with napkins.

Empty all coffee containers and have coffee equipment cleaned.

Return unused and voided numbered guest checks to the supervisor.
Reconcile receipts and cash with computer totals if using a computer system
(see Closing at the End of the Day in Chapter 7).

Turn off all heating equipment, such as roll warmers and coffee-making equip-
ment.
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KEY TERMS
Sidework Blackboard menus Broiled
Mise en place Banquet menus Fried
Station Early bird menus Grilled
Receptionist/Reservationist Children’s menus Pan-broiled
Taking reservations Ala carte Poached
Silencer Table d’hote Roasted
Cover Entrées Sautéed
Table tent menus Special Simmered
Sidestand Kosher foods Steamed
Condiments Pareve Stewed
Menu Baked Preparation time
Food allergy Boiled Meal accompaniments
Wine lists Braised

REVIEW

1. Define station, sidestand, sidework, silencer, and special.

OF 0ENIEO

11.

12.

13.

. List several methods of assigning stations to servers and the reasons why dif-

ferent methods of assignment are used.

How can a reservationist minimize the chance for no-shows?

Recommend a procedure for keeping the sidestand replenished on a routine
basis.

Discuss the advantages and disadvantages of cabinet doors for concealing the
shelves of sidestands.

Why is studying the menu necessary?

List special problems people may have with certain foods on a menu.

List various ethnic menus or foods on a menu that are of ethnic origin.
Compare the job of a salesperson in a retail store with the job of a server. In
what ways are their jobs alike? In what ways do they differ?

What are the main differences between the luncheon and the dinner menus?
Discuss several reasons why restaurants have specials on their menus. Why
should servers suggest specials to their guests?

Why should a server be familiar with methods of food preparation and prepa-
ration times?

Why may preparation times vary from one restaurant to another?
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PROJECTS

1. List the opening duties for your restaurant or a local restaurant, and divide
them among the servers who work the morning hours. You may want to rotate
groups of duties so the waitstaff can be responsible for a variety of jobs on
different days.

2. Askatrainee to demonstrate how to place a tablecloth on a table in a professional
manner. Repeat this procedure with the center items on the table. Then have
the trainee demonstrate how to remove the tablecloth with and without center
items on the table. Have all trainees try this procedure.

3. With clean, starched, and pressed napkins, practice the four folds shown in
this chapter until you can complete them without looking at the directions.
Research other, more complex napkin folds and folds to hold silverware, and
demonstrate them to others.

4. Study several menus from local restaurants. Identify the following parts:

a. Those items that are a la carte
b. Those items that are table d’hote
C. The various groupings of foods and the number and kind of selections in
each group
d. The special attachment or the place where a special may be attached
5. Study a menu and consult with a chef in order to do the following:
a. Identify the main ingredients of each food item.
b. Describe the method of food preparation for each food item.
C. Identify the preparation time necessary to cook or prepare each food item.
d. Name the meal accompaniments that go with each food item.

6. Have a chef discuss how restaurant foods may be adapted to guests’ special diet
needs as they request.

7. List all of the closing duties you can think of or that must be done in your
restaurant if you are already employed. Post these in the kitchen, and make a
regular habit of checking them off at the end of the day.

CASE PROBLEM

A Reservation Error

A guest reserved a table for nine people at 7:00 .M. The reservation server became
very sick and had to leave. She did not record the reservation before she left for
the day. The restaurant was very busy, and a server who was assigned to handle
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reservations had to greet the guests who did not have a table reserved for nine
people at 7:00 p.M. Answer the following questions:
o What could the server say to help reduce the disappointment of the guests?
o How can this situation be resolved so the guest who thought his reservation
had been recorded is satisfied with the way the situation is handled?
» What steps can be taken to prevent this sort of error from happening again?



Chapter Four

Initiating the Service

Objectives

After reading this chapter, you will be able to:

Understand how to seat guests to control the traffic flow in the dining room.
Discuss how to approach guests who are seated.

Identify techniques for taking orders.

List many questions to ask guests who are ordering.

Describe two techniques for taking orders.

Identify four methods of taking orders.

Discern between appropriate and inappropriate topics of conversation.
Prepare to answer common questions guests may ask.

Know how to make suggestions and increase the size of the guest check.
Manage the timing of the service and meal.

Identify the methods of placing orders in the kitchen.

Describe ways servers are notified that their orders are ready to be served.

61
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Initiating the service means beginning the service. It includes greeting and seat-
ing the guests, taking the orders, timing the meal, and placing and picking
up the orders in the kitchen. Appropriate conversation, answering questions,
and making suggestions to increase sales are also important parts of the initial
service.

Seating Guests

WHO SEATS GUESTS?

Guests may be greeted and seated by the maitre d’hotel, the host, or the head
server, who keeps track of open tables, assigns waits, and seats people as their turn
or reservation comes up. This process can make guests feel immediately welcome
and give them a good first impression of the restaurant. It also allows the maitre
d’hotel or host to control the traffic flow of guests in the dining room by seating
guests evenly among stations and staggering the seating. Some restaurants use
seating management software on their computer to help the host track reservations
and seating (see Restaurant Reservations and Table Management in Chapter 7).
Guests are allowed to select their own tables, booths, or counter spaces in some
restaurants.

WHERE TO SEAT GUESTS

Common sense dictates where parties of guests should be placed in a dining room.
Utilize tables according to party size. For example, seat a large family at a large
round table and a couple at a smaller table for two, called a deuce (Figure 4-1).

Public health is protected by law. Clean indoor air statutes prohibit smoking
in public establishments in many states. Other states limit smoking to designated
smoking areas of restaurants. These areas must be set aside from nonsmoking areas
and posted for smoking. Seat smokers in smoking sections and nonsmokers away
from them in nonsmoking sections.

Loud, noisy parties may be placed in private rooms or toward the back of the
dining room so they do not disturb other guests. Elderly guests or guests with
disabilities may wish to be near the entrance to minimize walking distances. Young
couples like quiet corners and good views. Of course, if guests request a specific
location, you should try to accommodate them.
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FIGURE 4-1 Table for Two: Seat two people at a table for two called a
deuce. Photo by S. Dahmer

HOW TO SEAT GUESTS

Approach guests with words of greeting, such as “Good evening.” Guests will inform
you when they have reservations. When they do not have reservations, ask them,
“How many are in your party?” and, if appropriate, “Would you like to be seated in
a smoking or nonsmoking area?” When there appears to be one person, ask, “Table
for one?” instead of “Are you alone?” If guests must wait for seating, take a name
or provide a coaster pager (see Guest Paging in Chapter 7), and tell them you will
notify them when a table becomes available. If there is dining seating available, take
clean menus and lead the guests to the table.

When women are in the party, a maitre d’hotel or head server seats one or
more of them in the seats with the best view (Figure 4-2). The men in the party
usually assist in seating the other women present. A female host or server generally
pulls out the women’s chairs to indicate where they may be seated, but does not
actually seat them. When patrons will be placed at wall tables with banquette seats
on one side, the tables may be pulled away from the seats by the maitre d’hotel or
host so that guests may be seated easily. An open menu is presented to each guest,
and friendly conversation is carried on throughout this initial service. At this time,
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FIGURE 4-2 Woman Being Seated: The maitre d’hdte or headserver seats
the women in a party of guests, although the men in the party may assist
some of the women themselves.

Courtesy of Hennepin Technical College, Eden Prairie, Minnesota; Photo
by S. Dahmer

remove table settings that will not be used, bring booster chairs or high chairs for
children, and supply missing serviceware. Fill water glasses or have them filled by a
busser.

CONTROLLING SEATING

To control the traffic flow in the restaurant, the greeter should avoid seating two
groups of guests in the same station at the same time. Instead, parties should be
seated in different stations so that any one server is not overburdened and the guests
receive better service. The greeter should also stagger the seating of large parties so
that servers will have equal opportunities to serve large groups without having too
many of these groups at one time.

On a busy day, many restaurants are so popular that guests have to wait for
a table. The waiting areas can be mini-destination areas, where guests enjoy first
courses and beverages before moving into the dining room for the main course. The
greeter should be sure guests are seated in order of their arrival and registration.
Guests with reservations should be given seating preference at their appointed
times.
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Approaching the Guests

The server should approach the guests after they have had time to look at the menu.
Approach the host of the party first, because he or she may wish to order for the
guests. The host is the spokesperson and will address the server for the entire group.
He or she is the person most attentive to the welfare of all the members of the party
and often takes the seat at the head of the table. Approach the host first from the
left, and if he or she does not wish to order for the others, begin taking the order
from the next person to the right.

When approaching guests to begin service, greet the party of guests with a
friendly, appropriate greeting such as “Hello” or “Good evening.” Some restaurant
managers like you to announce your name and that you will be the server for the
meal. Inform the guests of unlisted specials and your recommendations at this time,
and then ask, “Would you like to order a cocktail or beverage?”

If you are busy with another table when the newest party of guests is seated in
your station, approach the new group and tell them you will be with them shortly.
They will appreciate your attention and be patient knowing you will be with them
as soon as possible.

Taking Orders

TECHNIQUE OF TAKING ORDERS

Stand erect to the left of the guest with the order pad supported in the palm of your
hand and a sharp pencil ready (Figure 4-3). Never place your book or order pad
on the table to take an order. Use one of the two following techniques to help you
identify the first person who orders and to know where to start serving when you
bring the food:

1. Make a mental note of the first person who orders. If you are taking the order on
paper rather than on the guest check, you may write down a unique characteris-
tic identifying the first person. For example, note hair color, glasses, clothing, or
tie. Then from that reference person, proceed taking orders counterclockwise
around the table. When you serve the meal, you can serve exactly what each
guest ordered without asking questions.

2. Note and circle the seat number of the first person who orders. Seat numbers
should be understood in advance. For example, the seat on the kitchen side of
the table can be known as seat number one, the seat to the left of this seat going
counterclockwise is seat number two, and so forth. If all servers use this system,
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FIGURE 4-3 Taking the Order: When
taking the order, the server stands erect
and holds the order pad in the palm of
the hand. Using a sharp pencil makes
orders easy to read.

Courtesy of PhotoDisc, Inc.

any other server or restaurant employee can deliver food to your table when
you are busy.

Write clearly and systematically for your own benefit and that of the kitchen
staff, who must prepare the order exactly according to your instructions. Take the
order completely. A few of the many questions you may have to ask the guests are
as follows:

o Whether drinks should be iced

« Choice of salad dressing

 Choice of vegetable or side

o How meat should be cooked

« Sour cream or butter on baked potatoes
» How eggs should be cooked

» When to serve coffee

Use common abbreviations known to kitchen staff when you take orders. Some
common abbreviations are shown in Figure 4-4. To prevent error, you may repeat
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Tuscan Chicken Soup - Ch soup Filet Mignon - F M

Mixed Greens Salad - Mx greens Rare cooked - r

Caesar Salad - Czr Medium rare cooked - mr
Hamburger - Hamb Medium cooked - m
French Fries - ff Medium well cooked - mw
Chicken Scallopini - Ch scal Well cooked - w

Cedar Planked Salmon - C P Salm Tiramisu - tira

Strip Steak - Strp stk Key Lime Crostata K L pie

FIGURE 4-4 Example of Menu Abbreviations: Servers and
kitchen staff should agree on menu abbreviations. Using
abbreviations speeds up writing and interpreting the order.

the order back to the guests for their confirmation, especially when the order is
given in an irregular fashion. Retrieve the menu from each guest after you write his
or her order.

METHODS OF TAKING ORDERS

There are four methods of taking orders in restaurants:

1. A checklist order system. With a checklist order system, the server simply
selects the food choice from a preprinted list of menu items (Figure 4-5). The
server indicates the quantity and size of each item and multiplies quantity times
unit price to get the total for that item in the right-hand column. The right-
hand totals are added for the guest check total at the bottom. This system is
used in short-order, fast-food establishments with a limited menu.

2. A guest-check order system. With a guest-check order system, the server hand-
writes the order directly on the guest-check form (Figure 4-6). The bar order is
written on the back, and the food order is recorded on the front of the check,
or the bar order may be taken on a separate check. The food check is placed in
the kitchen and filled by the chef in turn with other orders. It is returned to you
when you pick up the meal from the kitchen. The bar total is added to the food
total, and the check is presented to the guest for payment. Taking the order
directly on the guest check is most satisfactory when the menu is printed with
numbered meal combinations such as breakfasts and lunches. This method is
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SERVER | STATION CHECK NO.
[I]BIGSTEER PLATTER P (D 5§ C 7.9
|| HAMBURGER PLATTER P L
CHEESEBURGER PLATTER P L
|1 | FISHSAND. PLATTER P (L) 5.00
TEXAN PLATTER 0
" | DANDY BOY PLATTER L s 1
| BREADEDTENDERLOIN _PLATTER (T
|| GRILLED CHEESE PLATTER
CHARBURGER PLATTER )
LT SANDWICH PLATTER L M T
LTCLUB PLATTIER L M T
TUNA SALAD PLATTER L M
GRILLED CHICKEN PLATTER L M T
| | FISHTAILSANDWICH ___PLATTER__ LS
GRILLEDTENDERLOIN __ PLATTER
CHICKEN SEAFOOD COMBINATION
SPAGHETTI HAM STEAK
|| FISH DINNER PORK CHOPS
BROILED FISH DINNER CHICKEN STRIPS
|| SHRIMP DINNER BROILED CHICKEN
CHICKEN FRIED STEAK
C B GROUND BEEF STEAK | |10 6z STAIP SIALOM
COUNTRY FRIED STEAK 12 oz FHONE i
Ll 6oz AIBEYE PRIME RIB
|80z RIBEYE PORK SPARE RIBS
OF O OM OW H SCR___ HAM BAC SAU STK
1 | choe sundiwe 2.99
I | cherry pic 3.29

CHEESE| H&C | WEST [ SPAN | SUPREME
HOT CAKE 1-2-3] BAG |

SALAD BAR

|| Tossepsaiap [ec [ T [FR [Ra [ov]

SLAW | COTTAGE CHEESE | APPLESAUCE

|| cHEF saLAD LG | SM [ SUPREME | LG |

FF ONION RING 8P
3 |G DIET | GPRITED] AOOT B, | COFFEE | 308
[ 11 I [

MILK _ LEMONADE _ TEA C-MILK_HOT CHOC

FIGURE 4-5 Checklist Order Form: A
server needs to indicate the quantity or
size of each item selected and extend

THANK YOU - PLEASE COME AGAIN the amount of the charge on a checklist

order like this.

best used when the kitchen is a single unit, so that the check does not have to
be excessively handled.

3. A notepad order system. With a notepad order system, the server makes a chart
on a blank pad of paper. Each food course is listed at the heading of a column,
and guests are noted down the left margin. The choices that the guests make are
then noted under the appropriate headings (Figure 4-7). A glance at a column
quickly indicates the entire party’s choices of cocktails, salads, entrées, or other
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Guest Check

2651

Thank You - Call Again

GUEST RECEIPT
~NO.PERSONS | DATE CHECK NO FRAOUNT FIGURE 4-6  Guest Check: The server
2651 I writes the order neatly and legibly on a
b guest check form like the one shown
here. Courtesy of PhotoDisc/Getty Images
Cock Appet Salad Entree veg Pot
«\fd\x 1. House — Spin sSalmon.  Broc  wild
chavdl. warm mustard Rice
2. Apple — House Lamb chop Mixed ®Bak
Mart. up Honey mustard  m veg).
3. Mawh. rocks calamari House rog. FM-mr Broc  Bak
4. Sam Adams  — Field greens Coconut
Bal. Vineg. Shrimp Broc  Redskin

FIGURE 4-7 Example of an Order on a Pad of Paper: A server-written order may be
taken on a pad of paper in chart form, as shown here.
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food courses. Carbon copies are made, parts of the order are rewritten, or the
order is keyed into the computer for the kitchen staft (See Taking Orders Using
a POS System in Chapter 7), and the original order is retained by the server,
who uses it to serve cocktails, appetizers, salads, and other items. After the meal,
the server summarizes the order on a guest check or prints a guest check on the
computer and presents the check to the guest for payment.

A notepad system of taking the order is advantageous when the guests order
full-course meals and the servers are responsible for plating and/or garnishing
some courses, such as soups, salads, and desserts, and serving them in the
proper order. This method of taking the order is also used with a multiunit
kitchen consisting of separate chefs for steam table foods (stews, soups), grilled
foods (eggs, steaks, chops), and cold foods (salads, appetizers, desserts).

4. Handheld computer order system. With a handheld computer order system, an
order is taken directly on a handheld computer by touching prompts or writing
on the screen with a stylus (see Handheld Order Terminals in Chapter 7). The
order is sent electronically to the kitchen and bar.

Appropriate Topics of Conversation

Brief conversation with guests, or small talk, is a pleasant part of your job and
makes the guests comfortable in restaurant surroundings. Keep comments and
topics positive in nature; you can always find something nice to say. Small talk
may include complimentary comments about menu items, food suggestions, and
opinions about the weather. Avoid any negative comments, such as those that may
concern coworkers or the restaurant owners and the specifics of problems in the
kitchen. Also resist the temptation to discuss your personal life or that of the guest.
Keep small talk short and pleasant while attending to your work as a server. If guests
are busy talking among themselves, attend to your business of serving without
entering into the conversation.

Answering Questions

As a server, you are asked questions about food, the restaurant, the community,
and even the state. Prepare yourself to answer questions by reading and listening.
Be knowledgeable enough to answer questions intelligently and “suggestive sell”
(discussed in the next section). You should know the following information about
your restaurant:

o The hours, phone number, and address of the restaurant
¢ The restaurant’s Web site



Making Suggestions and Increasing Sales 71

o The menu and the ingredients in every dish served. Know the special of the
day. Also know the general menu of other dining rooms and coffee shops on
the premises and the hours they are open.

« Historic facts of interest about your restaurant and community

 Events and attractions in the community, area, and state

If you are asked a reasonable question that you cannot answer, get the correct
answer from someone who knows. For example, when a guest asks whether there
are onions in the beef bourguignonne and you do not know, say, “I don’t know, but
I'll ask the chet.”

Many restaurants have a staff meeting at about 11:00 A.M. or 4:00 p.M. so that the
host or maitre d’hotel can go over the menu for the day and announce changes in
service. At this meeting, you are informed of the specials, soup selection, and dessert
assortment, as well as about large groups that have reservations. In other restaurants,
food and service changes are posted for you to read when you come to work.

Making Suggestions and Increasing Sales

Suggestive selling is an extremely important task of servers in a restaurant.
Suggestive selling means recommending the restaurant’s food, beverages, and ser-
vices to guests to improve their restaurant experience and to increase the size of the
guest check. Larger guest checks translate into increased profits for the restaurant
and larger tips for you. Happy guests become regular patrons.

Suggest cocktails before the meal and perhaps cold or hot appetizers to enjoy
with cocktails. Ask, “Ice water or bottled water?” Suggest side orders that com-
plement the entrée, such as ham with omelets and mushrooms with steak. Also
suggest beverages, desserts, and after-dinner cordials. Suggesting from dessert ta-
bles is particularly advisable, because the mouthwatering display of desserts should
almost sell themselves. Some dessert displays are on trays or mobile carts that can
be wheeled directly to the guests’ tables for presentation. If you know that guests
are celebrating, suggest the wine list or a birthday dessert or cake if your restaurant
offers one. Another service is to suggest bringing an extra plate to divide a regular
portion between children or to suggest children’s portions or menus.

During a special training session or periodic sessions in conjunction with menu
changes, the manager or trainer may actually let you taste the foods served in the
restaurant. This is a wonderful way to become acquainted with foods so that you
can answer any questions and make recommendations. When asked to help a guest
choose between two menu selections, say why you would recommend one. Do not
degrade the second choice. Another way of helping a guest select is to describe the
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preparation and accompaniments of each, thus letting the guest decide according
to the additional information.

Avoid being overbearing or pushy about suggesting foods and beverages. Sug-
gest only in a helpful way, and be sure your suggestions are appropriate to the meal.
Be specific when you suggest a food. Questions such as “Will there be anything
else?” and “Would you like dessert?” are too general. Ask specifically whether the
guests would like menu items such as the creme briilée or the strawberry cheesecake.
When they ask you what is good today, reply with a specific suggestion instead of
saying, “Everything is good.” Or you might say, “Everything is good here, but my
personal recommendation for today is ”

As you master the art of making specific suggestions, you can whet the guests’
appetites by using appropriate adjectives that tempt the palate. For instance, say,
“Would you like to begin your meal with our crispy tostada appetizers topped with
roast pulled pork, cilantro, lime, and onions?” or “May I suggest our wonderful

signature dessert, coconut cream pie with braléed bananas and caramel?” Or you
may have an opportunity to describe a food item in appetizing terms such as “Our
roast pork is made of the finest choice pork tenderloin with a maple fig demi glace”
(Figure 4-8).

FIGURE 4-8 Dessert: To increase sales, whet the appetite of the
guest by describing specific foods, such as this dessert, in
mouthwatering terms. Courtesy of PhotoDisc, Inc.
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Timing the Meal

The server has the responsibility to time the entire meal so that the pace of the
meal is smooth, comfortable, and neither rushed nor delayed. You are the sole
communication link between the guests and the kitchen. If guests indicate they
are in a hurry, guide them to menu items that can be prepared quickly instead of
rushing the chef.

After taking the complete order, the server must decide when to place it in the
kitchen. A good rule of thumb is to submit the entrée order just prior to serving the
appetizer. Hold the order for a short time when you see that the guests are lingering
over cocktails.

In a single-unit kitchen, the chef sees that the entire order is ready at the
same time. The only responsibility of the server is to submit the order as soon as
possible. In a multiunit kitchen, the server coordinates the meal and submits the
order in accordance with the length of time necessary to prepare the entrées. The
meal order may have some entrées that take more preparation time than others
(see Preparation Time in Chapter 3). Submit these orders in separate stages so that
they are ready at approximately the same time. For example, knowing that pork
chops and a medium steak take 15 minutes, a chef’s salad takes 10 minutes, and
beef burgundy is ready immediately, submit the grill order first, the salad order
5 minutes later, and the steam table order last. By placing the orders in this fashion,
they are ready simultaneously, ensuring that hot foods are hot and cold foods are
cold. In larger restaurants today, an expeditor coordinates all of the orders coming
out of the kitchen. Dessert orders should be submitted and picked up immediately
after the meal.

Placing Orders in the Kitchen

The method of communicating orders to the kitchen staff varies among restaurants,
depending on the size, type of kitchen, type of service, and availability of a computer
system. There are three methods of communicating orders to the kitchen:

1. Spoken. In some restaurants, you orally communicate the order to the kitchen
by entering the kitchen and clearly giving the order to the proper chef, who
may write down the order.

2. Written. In some restaurants, the order may be written on a checklist or guest
check and given to the chef, who can arrange all of the orders to be filled in
sequence. Occasionally, in restaurants with larger or multiunit kitchens, servers
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()4
7 lamb chop-m TO GRILL CHEF
7 Gm-me

or
TO SALAD CHEF | 7 $pin Salad

or
7 Ge. onion soup FIGURE 4-9 Example of Separate Orders to
Kitchen Prep Areas: In some restaurants, servers
have to rewrite parts of an order for the various
TO STEAM TABLE CHEF

food preparation areas in the kitchen.

use notepads and must rewrite parts of the order for the separate kitchen areas,
as described previously. Separate kitchen area orders are shown in Figure 4-9.

3. Entered. In other restaurants, the order is keyed into a computer terminal and
sent to the chef electronically (see Getting Orders to and from the Bar and
Kitchen in Chapter 7).

Some forgetful servers put orders back in their jacket or apron pockets and
neglect to submit them. Regardless of the method you use, chefs do not prepare
orders until they receive them.

FIGURE 4-10 Pager: One of the
several ways in which a server is
notified that an order is ready is by
pager. Courtesy of PhotoDisc, Inc.




Picking up Orders from the Kitchen 75

Picking up Orders from the Kitchen

There are various ways in which you may be notified that your order is ready to
be picked up from the kitchen. A lighted number on the wall of the dining room
may indicate that your order is ready, or the chef may take the responsibility of
orally notifying you. Some servers wear pagers, electronic devices that signal them
by beeping or vibrating, when their orders are ready (Figure 4-10).

Compare the food with the order to see that the order is complete. Be sure the
food is attractively arranged and garnished. Remedy any of your mistakes or those
of the chef at this time. Arrange the plates on the tray so that they are well balanced
to carry to the table.
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KEY TERMS

REVIEW

Deuce Notepad order system Suggestive selling
Checklist order system Handheld computer Pagers
Guest-check order order system

system

o

10.

11.

. Which restaurant personnel are responsible for seating guests?
. What determines the smoking policy in a restaurant?
. Why is it advantageous to seat guests instead of allowing them to seat

themselves?

. What are some of the clues that may help you identify the host of a party of

guests?

. Describe one or more methods to help you remember the items each guest

ordered.

. Why is the notepad order system most popular for dining rooms with table

d’hote selections on the menus?

. Why do order methods differ from one restaurant to another?
. What topics are appropriate for conversation with guests?
. What suggestions would you make in the following instances?

a. A guest orders apple pie.

b. The guests have ordered cocktails before their meal.

C. A couple is celebrating their anniversary.

d. A guest orders a club sandwich.

Suggest the following menu items in appetite-whetting terms:

a. Bruschetta

b. Monte Cristo sandwich

C. Veal and Pork Bolognese

d. Cedar-planked salmon

e. Baked Alaska

Explain the procedure for timing the following entrée meal order in a restau-
rant with a multiunit kitchen: chateaubriand, red snapper, lamb chops, and
lasagna.
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. Role-play seating the guests. Include conversation with the guests, placement

of parties in the dining room, removal of extra serviceware, provision of water,
and other services to make the guests comfortable.

. Meet with service and kitchen personnel and agree on abbreviations for food

items on the menu. Make a list and post it in the kitchen. Or, as a trainee group,
make a list of common abbreviations from a menu. Discuss the necessity of
uniform use of abbreviations by all personnel.

. Practice taking orders from fellow trainees posing as guests. Be sure to include

suggestive selling.

. Describe the order-taking method used in your restaurant. Or, as a trainee

group, select a familiar restaurant and discuss its order-taking methods.

. Investigate community events and attractions that would interest your guests.

Get information from city hall, the chamber of commerce, service clubs, news-
paper, radio publicity, and historical societies.

. Go to restaurants of various sizes and types and ask service personnel how they

place and pick up orders in the kitchen. Bring the information to class and
discuss it with other trainees.

CASE PROBLEM

Initiating the Service

A female executive is seated with her male client in your station at 1:00 p.m. She

tells you they are celebrating the culmination of a large business deal, and they

are ready to relax after a month of hard work. They are discussing the menu, and

the executive is considering ordering a shrimp cocktail (an appetizer) as her lunch.

Her guest is considering ordering a pasta entrée and a side salad selection. A topic

of conversation is calories and how they both like to maintain healthful eating

habits. They seem to have plenty of time to enjoy their lunch. Answer the following

questions:

What signs do you look for to identify the host? In this case, whom would you
approach?

What words would you use to initiate service? How would you use suggestive
selling?

How would you time this meal?

To whom would you present the check?






Chapter Five

Serving the Meal

Objectives

After reading this chapter, you will be able to:

Learn the proper technique for serving each course at tables and booths.
Understand how to serve beverages.

Describe how to clear soiled dishes.

Identify techniques for serving efficiently.

Identify guests with special needs and how to best meet those needs.

Handle complaints that may arise.

Describe how to handle the guest check and payment at the end of the meal.

Define how to increase, receive, and report tips.

Serving means bringing the food and beverage order to the table and attending
to the guests’ needs throughout the meal. Good service involves serving foods and
beverages in an efficient manner that combines proper serving techniques and
courteous attention to the guests. It also means being prepared to handle unusual
circumstances during the course of service. Serving includes the suitable handling
of the payment and tip.

79
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Serving Tables and Booths

SERVING EACH COURSE

Women and elderly people are served first, out of traditional courtesy, unless the
party consists of a host entertaining friends. In that case, begin with the guest of
honor at the host’s right. Continue serving around the table counterclockwise. If
you have taken the order correctly, you will never have to ask a guest what he or she
has ordered as you serve.

Serve all foods, such as appetizers, soups, salads, entrées, and desserts, from
the left of the guest with your left hand (Figure 5-1). Support the dish with your
fingers beneath the plate and your thumb on the rim, and place it in the center of
the cover. Using your left hand may take practice if you are right-handed, but the
left-handed serve eliminates the possibility of elbowing the guest.

Each course is served as follows:

1. The appetizer is served first and is offered to arouse the appetite and set the tone
of the meal. It is a small portion of hot or cold food, such as lump crab cake,
oysters on the half shell, or paté with crackers. In a traditional restaurant, this
first course is placed on a small plate called an underliner and centered before
the guest (Figure 5-2). A seafood fork is brought with shrimp and oysters. It is
either placed on the right-hand edge of the underliner or inverted into the bowl
of the outside spoon of the table setting. In less formal restaurants, appetizers
like chicken skewers, bruschetta, or nachos may be served on small plates or in
baskets.

2. Soup may be served in place of the appetizer or as a second course. It is served
in a small, handleless cup on a saucer. A soup spoon must be provided if it is
not furnished with the table setting. Serve the soup in the center of the cover,
with the soup spoon on the right side of the saucer.

3. The salad is the next food served. It is placed to the left of the cover, allowing
space in the center for the entrée. Salad dressing may be served in several ways.
It may be served on the individual guest’s salads at the table by the server,
brought to the table in a self-serve container, added to the salads in the kitchen
according to the order, or served in small, individual containers on the side as
requested by the guests. Fresh black pepper in a pepper mill or parmesan cheese
and a cheese grater may be brought to the table and, if the guest agrees, added
to the salad from the guest’s left.

4. The entrée is the main part of the meal in American service. Prior to serving
the entrée, check to be sure the table is properly set for the entrée selected. For
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FIGURE 5-1 Serving Guests from the Left with Left Hand:
All foods should be served from the left of the guest, and
dishes should be placed with the server’s left hand.
Courtesy of Hennepin Technical College, Eden Prairie, Minnesota;
Photo by S. Dahmer

example, with steak, add a steak knife, and with lobster, add lobster crackers
and a seafood fork. Dinner rolls may be served with the salad course or, at
this time, as an accompaniment to the entrée. Condiments such as steak sauce
should be brought to the table when requested. Serve the entrée in the center of
the cover. When serving a meat entrée, place any bone or fatty part away from
the guest and the meaty portion toward the guest to ensure that the first bite
will be pleasing. Refill the water glasses.
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FIGURE 5-2  Underliner: An underliner with a doily can be
used for butter, cream and sugar, salad dressing, and
sauces that are passed around at the table.

Photo by S. Dahmer

5. The dessert is the last course served. A dessert fork or spoon should be brought
with the food item and placed to the right of the dessert plate. Replenish coffee
and water at this time. The service is complete when the guests ask for or you
bring their check.

SERVING BEVERAGES

Give maximum attention to beverage service throughout the meal. Ask the guests
if they would prefer ice water or bottled water and serve the water after guests have
been seated. Take the drink order next, before the appetizer order. Table wines are
typically served with the main part of the meal but are opened and served when
ordered (see Taking the Wine Order in Chapter 8), as are all other beverages. Coffee
and tea are served after the entrée, with dessert, after dessert, or as requested by the
guests. Keep glasses refilled with ice water, coffee cups filled with coffee, hot water
in teapots, and wine glasses filled with wine until the bottle is empty. Suggest an
after-dinner drink when you take the dessert order.

Serve all beverages, such as water, milk, coffee, tea, and alcoholic beverages,
from the right of the guest with your right hand (Figure 5-3). Place beverages such
as milk or tea to the right of the cover, and refill beverages such as coffee or wine
without lifting the cup or glass from the table. When pouring a hot beverage for
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FIGURE 5-3 Pouring Beverages from the Right with the Right Hand: When
pouring beverages, the server should leave the glass or cup on the table
and pour with the right hand from the right of the guest whenever possible.
Photo by S. Dahmer

guests seated close together, use a clean, folded napkin in your left hand to shield
the guests from the hot container and alert the guest that you are about to pour.

Coffee Service

Although there are many specialty coffees, regular coffee and decaffeinated coffee—
coffee with only a trace of caffeine—are most commonly served with a meal. Coffee
is often one of the last foods guests linger over, and it leaves a lasting impression
as they finish their restaurant experience. Good coffee is made with scrupulously
clean coffeemakers, a proper brewing technique, and good-quality coffee and water.
Coffee should be served at approximately 160°F (71.1°C). The cup and saucer should
be brought and placed to the right of the cover with the handle to the right. Bring
or place the teaspoon to the right or on the rim of the saucer. Cream, sugar, and
sweetener should be available as accompaniments. A good way of remembering
whether a guest has ordered regular or decaffeinated coffee is to place the spoon on
the rim perpendicular to the table edge if regular coffee was ordered, and slightly
angled inward if decaffeinated was ordered. Some servers place a paper coaster on
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the saucer under the cup for decaffeinated. Pour the coffee slowly without touching
the rim of the cup. Leave room for milk. Some restaurants’ policy is to serve full
cups or mugs of coffee.

Tea Service

Tea is an aromatic beverage made by infusing tea leaves in boiling water. Teas range
from unfermented green teas to lightly fermented oolong to fully fermented black
teas. There are also herbals, Chai, and jasmine teas. Teas are served hot or cold.
For hot tea, a tea sachet, an individually bagged portion of loose tea, is placed in
a small individual ceramic or stainless pot with enough hot water at about 185°F
(85°C) for a pint of tea. When tea is extracted to the strength desired, the guest will
remove the sachet to prevent overextraction. Iced tea is often served with, not after,
the entrée. Iced tea is served in tall, narrow glasses over ice. Sugar, sweetener, and
lemon slices should be provided as accompaniments.

SERVING AT BOOTHS

To determine how to serve guests in a booth, assume you are standing at the end
of the booth; serve the guest farthest from you first with the hand farthest from
the guest’s seat. This means that the guests on your right would be served their
food with your left hand; the guests on your left would be served with your right
hand. Serving in this manner prevents contact with the guest (Figure 5-4). However,
always serve at the convenience of the guest, even if you must break the rules of
proper service. For example, you may have to pick up the cup and pour coffee for
a guest seated deep in a booth when serving properly would be awkward.

CLEARING DISHES FROM THE TABLE

Clear the dishes when all guests at the table have finished the course. You can
often tell they are finished because the fork and knife are placed parallel to each
or the table knife blade is inserted into the tines of the fork on their plate. When
in doubt, ask whether they are finished. Then remove all soiled dishes and utensils
completely before serving the next food item. Clear dishes from the right of the
guests with the right hand. Again, move from guest to guest in a counterclockwise
direction around the table. In addition to dishes, pick up all dirty glasses and soiled
silver.
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FIGURE 5-4 Serving Guests in Booths or Close Quarters:
When serving guests seated at booths or in close quarters,
serve each guest with the hand farthest from the guest.
Serve guests at the server’s right with the left hand, and, as
pictured, serve guests at the left with the right hand.
Courtesy of PhotoDisc, Inc.

Clear soiled dishes to a nearby tray on a tray stand. Work quietly and efficiently,
and never scrape or stack the dishes at the table. Stack the dishes on the tray so they
are well balanced and safe for you to carry to the kitchen (see Safety: Preventing
Accidents in Chapter 6).

Before dessert, you should remove all serviceware except water glasses and
coffee cups, and crumb the table. Crumbing the table is the process of sweeping
loose food particles into a clean plate to make the table more presentable. This can
be done with a clean, folded napkin or with a crumber, a pencil-length metal tool
with a groove in it for sweeping the table clean.
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Efficiency When Serving

MINIMIZING STEPS

Time is important when serving guests, and you can save time by minimizing
steps whenever possible. Never walk back to the kitchen empty-handed. Take dirty
dishes back to the kitchen on your way to pick up food. Have a tray stand available
when you come out with your next course. By cutting down the time spent in
serving guests, you not only increase the number of people you can serve but also
improve your efficiency. An increase in the number of guests served and faster
service increases your tips.

MAINTAINING FOOD QUALITY

Serve hot foods hot and cold foods cold. Pick up and serve foods in the order that
will maintain this temperature quality. For example, when serving several tables,
pick up salads first and hot soups or cold ice cream last on the same tray. Likewise,
serve the hot soup or cold ice cream first and the salad last.

ATTENDING TO GUESTS

There is no excuse for ignoring a guest. Allow little delay between courses, and keep
your eye on the guests as you serve others in your station. Guests indicate they need
you by a look, gesture, or remark, and you should respond promptly to their needs.

Special attention should be given after you have served the entrée. When the
guests begin to eat the main course, check back to be sure that all entrées are as
ordered, satisfactory, and complete. Mistakes can be remedied easily at this time,
and the guest will not be angry or dissatisfied. The end of a meal is too late to adjust
a complaint. Replenish rolls, water, and coffee quietly. Give guests an appropriate
amount of attention. Beware of giving too much attention by hovering over guests,
monopolizing the conversation, and constantly interrupting.

GIVING SPECIAL AMENITIES

Guests often want to take home food that they ordered but were unable to finish
eating. The restaurant will provide plastic bags, Styrofoam boxes, white cartons, or
some other type of container for this purpose. The server should remove the guest’s
plate to a sidestand or kitchen to box the uneaten portion for the guest. Write the
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name of the food item and date on top of the container for the guest. Another
option is to give guests the containers so they can box remaining food themselves.

Another service is to present a mint to each guest at the table when you bring
the check. Some restaurants may instead present a complimentary biscotti, fortune
cookie, after-dinner wine, chocolate, or some other form of appreciation for the
guest’s patronage. Many restaurants give a free dessert to patrons who have a
birthday or anniversary. Servers may even gather around the guest(s) of honor and
sing an appropriate celebration song.

Handling Unusual Circumstances

YOUR BEHAVIOR TOWARD ALL GUESTS

A good server strives to serve all guests equally well. Thousands of satisfied guests
are necessary to run a restaurant successfully, and a server cannot be particular
about which guests he or she serves. Most guests appreciate your efforts, but some
are difficult to please. Handle each situation, no matter how unusual or unpleasant,
with genuine interest in serving the guest the best way you know how.

HANDLING GUESTS WITH SPECIAL NEEDS

Occasionally, servers encounter guests who have special needs, such as guests who
are very young, disabled, foreign-born, or intoxicated.

Very Young Guests

If your assigned party of guests includes a young child, suggest a high chair or
booster seat, if appropriate. Place the high chair at the table out of the aisle. Do
not attempt to secure the child in the high chair or booster seat yourself. It is the
parent’s responsibility to be sure the child is secured so that the child will not fall
out and sustain an injury. Treat the child as an important person. Be patient and
pleasant, and assist the parents in making the child comfortable. Without being
obvious, move the sugar, salt, pepper, and breakable items out of the child’s reach.

Some restaurants have children’s menus; however, never take a child’s order
without consulting the parents. Do not fill glasses too full. Use low dessert dishes
and tumblers or covered plastic glasses instead of stemmed glassware. Parents
appreciate extra napkins, bibs, novelty placemats, crayons, and other favors for
the children (Figure 5-5). Bring small children some food, such as breadsticks or
crackers, as soon as possible, because they are not patient. Cheerfully warm an
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FIGURE 5-5 Dining with Children: When dining out with children,
parents appreciate favors, crayons and paper, children’s placemats,
crackers, children’s meals, and covered drink containers to make the
experience more enjoyable. Photo by S. Dahmer

infant’s bottle when asked, but return it warmed to the parent, not the child, so
the parent can test it for a safe temperature. Children can cause accidents if they
are allowed to run around the dining room. If children are playing in the aisles or
disturbing other guests, suggest to the parents that they keep the children at the
table to prevent injury to the children.

Disabled Guests

Occasionally, a person who is disabled comes into a restaurant alone. A disabled
person is one who has a physical or mental impairment or challenge as a result of
conditions that are congenital or acquired by heredity, accident, injury, advanced
age, or illness. Be attentive to his or her needs. The guest will tell you how he or
she would like to be helped. Understanding the disability and assisting him or her
properly and discreetly helps the guest enjoy the meal. For example:

o A person in a wheelchair may wish to be pushed up to the table, but be sure the
wheelchair is out of the aisle. This guest may need assistance with the salad bar.
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A person who is visually disabled needs a lot of attention, but be careful not
to be offensively oversolicitous. Hang up the guest’s coat and belongings and
gently lead the guest to a seat. Discreetly move barriers to the area he or she
requests. Quietly ask whether you may acquaint the guest with the menu. Then
let the guest select the meal—the guest will select easily handled items. Assist the
guest with the salad bar. Do not fill glasses or cups too full. As you serve, inform
the guest where the food and beverage items are being placed and whether a
plate itself is hot.

A person who is hearing impaired may be able to give you an order verbally like
any other guest. Some, however, prefer to write out or point to their choices.
Be alert to the fact that people who are hearing impaired speak with hand
movements. If you are concerned about an accident, gently touch the person
on the right or left shoulder to indicate that you are serving from that side.

o A person who is mentally disabled may or may not be able to communicate their
needs depending on their particular challenges. Some mentally disabled people
will have family or staff with them to help them order and pay. Others will be
able to handle the order and payment themselves. Be attentive and patient and
assist them as needed.

Foreign-Born Guests

Guests who speak a different language may be unable to communicate their order to
you without some difficulty. Try to determine some choices by similarity of words
or hand gestures. Suggest, as best you can, that they point to the items on the menu
that they desire.

Intoxicated Guests

Guests who are intoxicated should be seated in the back of the dining area or in
a private dining room where they do not disturb other diners. Sometimes a guest
who is intoxicated is bothersome or rude. Under no circumstances should you serve
an intoxicated guest more alcohol in your establishment (see The Concern about
Serving Alcohol in Restaurants in Chapter 8). Suggest nonalcoholic drinks, food,
and coffee. Be tolerant; call the manager if the situation goes beyond your control.
Be sure the guest remembers to pay the bill.

HANDLING COMPLAINTS

Complaints arise when guests do not get the food and service they think they deserve.
In general, the better the table service and food quality, the fewer the complaints.
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Do not take offense, however, when guests do complain. Valid complaints are the
restaurant’s feedback and should be used to improve service for those who come
to the restaurant in the future. Allowing a complaint to be ignored or handled
poorly will result in a disgruntled guest, who will then talk negatively about the
restaurant.

Some complaints can be prevented before they occur. For example, if a guest
orders a separate side order for which there is a charge, mention the extra charge for
this specialty so that there is no surprise when the guest finds it on his or her check.
When an order is delayed in the kitchen, reassure the guest that the order has not
been forgotten. Remain professional and never place blame on other employees for
a mistake or a delay, especially when the table is under your control.

By all means, avoid arguing with guests. Use tact and courtesy, and respect
their opinions. Remember, the guest is always right. A good procedure for handling
complaints is as follows:

1. Listen to the details of the complaint and take time to understand it.

2. Restate the complaint briefly to show you understand.

3. Agree truthfully to a minor point (e.g., “Thank you for bringing that up”).
This puts you in the position of empathizing with the guest and looking at the
complaint from the guest’s point of view.

4. Handle the complaint promptly. Make an immediate adjustment or correction
if you can. Treat your guests as you would like to be treated if you were in their
position.

The Guest Check and Payment

When the guests indicate they have finished, complete the check and present it to
the left of the host. This may be done in one of two ways:

1. The check may be placed face down on the table. Thank the guest and make brief
departing remarks like “Please pay the cashier” and “Come back again soon.”
The guest then pays the cashier.

2. The check may be presented in a folding wallet, and the guest pays you (Figure 5-6).
Take the wallet, guest check, and payment to the cashier or server computer
terminal to complete the transaction.

If guests pay in cash, never ask if they would like change. Bring the change or
offer to do so. It is the guest’s privilege to say, “Please keep the change.” Then thank
the guests and invite them back again.
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FIGURE 5-6 Presenting the Guest Check: When guests have finished
their meal, bring the guest check. It may be presented in a folding wallet,
as seen here, and the guest pays you. Courtesy of PhotoDisc/Getty Images

Payment is often made by personal check, traveler’s check, or credit card instead
of cash, although many restaurants will not accept personal checks today. If your
establishment still accepts checks, accept a personal check for the amount of the
guest check (plus any additional amount for a tip the guest may wish to add).
Read all parts of the check to be sure it is accurate and complete (Figure 5-7). Ask
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FIGURE 5-7 Personal Check: Examine all parts of a personal check
carefully to make sure the date, restaurant name, both numerical and

written amounts, and the signature are correct. With practice, this can be
done quickly.
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FIGURE 5-8a Example of a Credit
Card: Credit cards may be used, instead
of cash, to pay for a restaurant meal.
Courtesy of PhotoDisc/Getty Images

for acceptable identification, such as a driver’s license, compare the picture and
signature, and have the check authorized by your supervisor. Take precautions to
avoid accepting a bad check.

Credit cards such as Visa, MasterCard, Diner’s Club, American Express, and
Discover are also used extensively in our mobile society. These cards should be
signed by the cardholder. There are several ways to use the card. You may put the
card through a card reader at the computer terminal and print the guest check with
the computer printer (see Completing Each Transaction in Chapter 7), or place it
in the addresser or stamping machine with the credit slip on top and slide the bar
over both to imprint the slip. List the costs of the meals, tax, and bar total on the
slip and subtotal the amount (Figures 5-8a, 5-8b, and 5-8c). Adding on a tip is the
cardholder’s decision. Bring a pen, and have the guest read, total, and sign the slip
(Figure 5-8d). Then compare the signature with the one on the credit card to be
sure they are identical, and return the credit card.

Receiving the Tip

A tip or gratuity is a monetary reward for courteous and efficient service. Guests
are not obligated to leave you any tip, but tipping is traditional. Tips are incentives
to do a good job (Figure 5-9). If service is very good, the tip will usually be good. But
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FIGURE 5-8b  Example of a Credit Card Slip: The credit card is imprinted on a sales
slip like the one shown here.

FIGURE 5-8¢ Credit Card
Authorization: To authorize the credit
card transaction, a server slides the bar
over the credit card and sales slip to
imprint the slip.

Courtesy of PhotoDisc, Inc.

FIGURE 5-8d  Guest Signing Credit
Card Slip: The credit card slip is
presented to the guest at the table, and
the guest signs the slip to authorize the
payment.

Courtesy of PhotoDisc/Getty Images
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FIGURE 5-9 Guest Leaving a Tip: The
guest leaves a tip as a monetary reward
for courteous and efficient service. The
size of the tip often depends on how
well the guest has been served.

Photo by S. Dahmer

sometimes tipping is based on the quality of food instead of the attention given by
the server. Servers should remedy poor food quality with the kitchen so that it does
not reduce the size of their tips. A good server should not worry about a regular
guest who is pleased with service but does not tip well, or at all. Continue to give
the steady guest your best service, because regular guests can give the restaurant a
good recommendation and repeat business.

Tipping is very important, because a server’s base pay is low, and tips make
up the difference in earnings. Generally, the size of the tip is between 10 and 20
percent of the total amount of the guest check. Although the amount is at the guest’s
discretion, the following is a well-accepted guideline for tipping:

10 percent for poor service

15 percent for average service
18-20 percent for good service
More than 20 percent for extraordinary service

A tip may be given to you in various ways. If it is handed to you, thank the guest
politely. If it is left on the table, pick it up before the table is cleared. It if is added to
the charge slip by the guest or added automatically to the check by the restaurant,
you will receive it from the cashier or in your paycheck.
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If several servers share the responsibility of one table, they should divide the tip.
In some restaurants, servers pool their tips, then divide them equally at the end of
the shift. It may also be policy to share a percentage of tips with the bussers, drink
runners, expeditors, and other assistants.

INCREASING THE TIP

There are many ways to increase the tip or to be deserving of a generous tip. Better
service, greater sales, and increased repeat business all add up to higher income
from tips for you. Here are a few ways to increase your tips:

 Be neat in your appearance.

« Give guests friendly greetings.

o Be friendly, helpful, and efficient.

 Smile often when appropriate.

 Check often to see whether guests are in need of service, and offer to help them.
You might say, “Is everything all right?” or “How is your food?” If there is a
problem, take care of it immediately.

« Serve orders to guests as soon as possible.

o Offer appropriate condiments with foods, such as steak sauce with steak, tartar
sauce with fried fish, lemon with baked fish, and ketchup with French fries.

o Make suggestions and merchandise the menu to every guest. Tell guests about
specialties of the house. Use mouthwatering words to describe foods. Suggest
appetizers, side orders, special beverages, and desserts the guest may enjoy.
This will increase the check, and with that, the tip (see Making Suggestions and
Increasing Sales in Chapter 4).

 Pour water and coffee for guests as needed.

o Thank guests as they leave and say “Come again” or another appropriate
good-bye.

REPORTING TIPS

Under federal law, all tips count as taxable income. You must report all tips you
receive to your restaurant manager and to the Internal Revenue Service for paying
income, Social Security, and Medicare taxes.

Servers earning $20 or more in tips in any one month must report the amount
to their employer in writing. This includes tips earned in cash, on credit cards, and
those tips earned indirectly in tip pools. Fill out a report by the tenth day of the
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month following the month you earned the tips. Your report should include your
name, address, Social Security number, and the total amount of tips you received
during that period. Keeping a record of your daily tips will be a good defense in
proving the total tips earned in case of an audit.
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KEY TERMS
Serving Tea Crumber
Appetizer Tea sachet Disabled person
Underliner Crumbing the table Tip or gratuity

REVIEW

Decaffeinated coffee

. Define crumbing and appetizer.
. Briefly describe the differences between serving food and serving beverages.
. What should you do if a guest asks you to take his or her plate before everyone

at the table is finished with the course?

. Why should you avoid scraping and stacking dishes at the table in front of the

guest?

. How should you handle the complaint when a guest says:

a. “The food is cold!”

b. “My steak is too rare!”

C. “The chili is too spicy!”

d. “You spilled coffee on me!”

e. “My table is too close to the smoking section.”

. How can you protect a guest from the hot coffee pot when you are pouring

coffee at the table?

. Using the least number of coins and bills, indicating the amount of change to

be returned for each of the following transactions:
a. Given $5.00 for a $4.27 check.

b. Given $10.00 for a $7.56 check.

c. Given $15.00 for a $13.22 check.

d. Given $20.03 for a $12.78 check.

. What is the procedure for accepting personal checks to pay the tab?
. What size tip is usually given for good service?

10.
11.

Why is it true that you can increase your tips with fast, efficient service?
How should you react when a guest does not leave you a tip?



98 CHAPTER 5  Serving the Meal

PROJECTS

1. Role-play serving and clearing dishes from a table. Take turns being the guest
and the server.

2. Observe servers when you are a guest in a restaurant, and note errors made by
the service personnel. Discuss these points with other trainees.

3. Brainstorm ways to save time and effort in the serving process.

4. Discuss unusual circumstances concerning guests, other than those mentioned
in this chapter.

5. Have one trainee learn and demonstrate the charge card transaction.

6. Interview a good server, and find out what he or she would suggest to increase
tips.

7. Discuss how to handle the following situations:
a. The electricity is off, and there are items that the guest cannot order.
b. The wine cellar is locked, and the staff cannot find the key.
c. A child drops his plate of food on the floor or an adult spills his drink

(consider safety issues).

d. You, the server, drop a tray of food.

CASE PROBLEM
Handling a Complaint

A party of several guests is celebrating together. One guest orders a food item from
the menu. You, the server, go to place the order and find the food item is no longer
available. You apologize and explain the situation to the guest, but the host of the
party complains to you about the situation. Answer the following questions:
« In this situation, list the steps you would take to avoid a conflict with the host
of the party.
« In this case, you were not at fault, but how could you have known about the
problem before it occurred?
» How can you, as the server, avoid disappointing guests as they dine at your
station in the future?





