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Introduction

The principle of good food service is to present the customer with products from the kitchen, with speed, efficiency and an appropriate level of hospitality.

We can do this by creating an atmosphere in the restaurant, we sometimes refer to this as the ‘Meal Experience’ .  The experience of eating out is not only about the food, it can be about:

· The atmosphere

· The service

· The company

The waiting staff can affect the first two of these to a very large extent and can spoil or make the overall meal experience for our customers.

Like the kitchen, preparation is key to the service running smoothly, for yourself, your customers and your organisation.  A methodical approach works best, this can be achieved by using checklists or work procedures from your line manager.  As you become familiar with the tasks required to organise the preparation of the restaurant you probably will not need to rely on these checklists as much, however, they are always useful to look at and update as your area of work changes or menus get updated.

Preparation activities may be part of the restaurant rota so you may find that some tasks do not need performing every day, or your colleagues have already done what is required.  Teamwork and communication is therefore important in the restaurant so time is not wasted in doing things already done.

So why is preparation so important, let’s look at each step in more detail….
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Preparing yourself
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Your appearance is vital to the organisation.  It takes time to get yourself ready for work – to shower, make your hair tidy, to dress carefully and neatly.  This is time well spent because you arrive at work unflustered and with a suitable appearance that you can be proud of.  Taking pride in your job starts here, in looking the part.

The importance of personal hygiene is to keep up standards and appearance in the food operation.  There are also regulations that we all must adhere to by law, and we could be fined if we do not.

Hair
Must be kept clean and if long it must be tied back, or a suitable head covering must be worn

Nails
Must be clean, of a manageable length and unvarnished.  No false nails to be worn

Jewellery
Must be kept to a bare minimum

Perfume
Strong perfume should not be worn as it can possibly taint food and mask food smells, it can also be offensive to our guests

Dress
Clean and appropriate clothes must be worn in designated areas.  Uniforms to be worn where applicable and shoes must be closed toe to protect the feet from falling objects, they should also be non-slip and low heeled

Preparing the service area
Everything that might be required for service is kept in the service area, this is where preparation can be completed and sometimes the washing up is done, this area can also be known as the ‘still room’. 

Other small stocks of cutlery, crockery, napkins and similar items may be kept in sideboards within the restaurant which is conveniently located for re-laying tables.
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It is important to keep the service area tidy, everything should be in its proper place and in a clean and useable condition.  There should be a cleaning schedule available which sets out when floors and walls should be washed and when cupboards and shelves should be stripped for thorough cleaning.
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Preparing your area ready for service enables you to give your customers a positive first impression, if you are organised and your work area is ready you will feel less pressurised and be able to create a warm and clean environment – it gives a good start to the meal experience.

Being prepared also helps you to give a more effective service, customers won’t have to keep asking you for things which should already be on their table or nearby.  It also makes service easier for you, service time can be pressurise enough without having to look for things or make sauces up etc.  
Preparing the service equipment

When you prepare what you need for service it is important that you also inspect each item.  You must return any items that are not clean to the wash-up area, or wash them yourself.  You must also take out of service any items that are damaged e.g. chipped cup or cracked plate.  These items must be properly recorded and reported to the line manager.
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You may be responsible for turning equipment on e.g. coffee machine or plate warmers.  You should ensure you follow the checklist for your area of work to ensure all equipment has been turned on.  Failure to turn equipment on could mean that customer service is delayed while they wait for the coffee machine to warm up or food service is delayed as hot food should not be served on cold plates.

When you are preparing food items required to accompany the menu it is a good opportunity to check the temperature of the fridges that you may be using to ensure they are working at their optimum temperature and within the current hygiene regulations.
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Preparing the dining area

The eating area should be well signposted and conveniently placed for service from the kitchen.  Sufficient room should be left between tables and chairs for access by customers and staff.  The eating area should appear orderly and tidy at all times, thereby creating a good first impression to the customer.
[image: image11.jpg]



The temperature and ventilation of the dining area should be checked to ensure a comfortable ambience is maintained.  There should be no strong smells present, music should not be too loud or inappropriate for the service style being delivered.

Normally a restaurant or dining room is split into ‘stations’ or ‘sections’ for each of the waiting staff.  This means that you have responsibility for setting up and food service to those particular tables which you have been allocated by the head waiter/ess.  Before you begin setting up, you need to know how many tables have been booked in advance and how many should be set up for ‘chance’ guests who come to dine without pre-booking.

Put tables and chairs in the correct position, checking each for damage and cleanliness and report as necessary.
The table provides the basic frame for setting-up.  Some establishments use polished tables with out without tablemats, whilst others use dining tables covered with tablecloths and perhaps a slip cover in a different colour on top which helps save on laundry costs.
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Follow the sequence which works best for the style of table layout.  It wastes time if you have to rearrange or redo things for example, moving the cutlery to make room for placemats etc.
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5.  Position (if used) place mats or show plates (underlays), these are decorative plates used in some up-market restaurants and are removed once the order has been taken

6. Lay the cutlery.  Start from the inside of each setting and work outwards e.g. table knife then fish knife on the right, table fork the fish fork on left – cutlery will depend on your organisational requirements and style of menu being offered
7.  Place the side plate and the side knife in the correct position

8.  Place the napkin and the glasses for water/wine in the correct position.  Attractive glasses boost sales by reminding customers that they might enjoy a drink with their food
9.  Position cruets, table decorations, promotional cards and table numbers correctly. 
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Dishes of butter, jugs of water and similar items should be kept chilled and covered and not put on the table until just before or after the customers are seated.

Folding napkins
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Flowers
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Candles
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Menus
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Service styles
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We first need to establish what style of service the restaurant is offering.

You may be familiar with some of the following:

· Food servery – Staff serve the customer from behind the servery unit

· Carvery – Usually a service performed by experienced staff.  It is normally placed in a restaurant with waiting staff performing duties such as clearing courses, taking orders for starters and desserts and serving wine

· Plate service – This provides the best approach in terms of applying portion control.  The plate temperature should be applicable to the food being served and the food itself arranged carefully on the plate.  We may refer to this as A’ la carte or Table d’hote service

· Silver service – The food is served to the customers by the waiting staff from a serving dish, using a spoon and fork.  Usually found in high class hotels and restaurants, at weddings and other functions.

· Family service – The food is placed on the table in serving dishes and the customers help themselves.  Usually found in Indian and Chinese restaurants.

· Take-away – Food may be taken off the premises unless an objections is raised by the local council.  Objections are normally due to a lack of litter control.
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Table d’hote
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A’ la carte
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The a’ la carte menu consists of:
1. A full list of dishes the establishment can offer

2. Each dish is priced individually

3. Food is cooked to order

4. Minimal cutlery placed on the table (if any)

Summary
Approach your preparation tasks thoughtfully and in a logical order.   Spend a few minutes carefully counting on to a tray all the polished cutlery that you will need, rather than going backwards and forwards between the tables and service area.
Check each item is spotlessly clean before placing on the table.  Take special care when handling cutlery and glassware, use waiter gloves to prepare tables to keep items smudge and finger print free.
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Clearing down after service
In some establishments where the dining room is in regular use, the clearing down and preparing the restaurant are combined.  All used items are removed from the table then it is reset for the next meal.

Golden rules of table clearing

All the customers should have finished eating before you start to clear anything away from the customers table.  After each course you should remove any cutlery or crockery that is not required in later courses or reset with appropriate cutlery e.g. remove starter knife and fork and replace with a soup spoon, replace main course knife with a steak knife etc.

To clear plates:

1. Approach the customer from the right hand side

2. Remove the plate, taking a firm grip and placing your first two fingers underneath to support it and place your thumb over the top edge

3. Transfer the plate to the other hand, holding in the same way but with the third and fourth fingers stretched upwards ready to support the second plate

4. Place the knife and fork at right angles, with the knife blade tucked underneath the fork to prevent the knife slipping off the plate and scrape away and debris to one side, ensuring that you turn away from the customer as you do so

5. Remove the second plate and transfer to the other hand and rest on the platform that you have created with your fingers

6. Tuck the knife on the first plate under the fork and using the second fork gently scrape the debris onto the first plate

7. Place the second fork neatly on top of the first

8. Continue clearing until you feel there is too much debris or until the plates become too heavy for you to support any more
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Each table should be kept tidy throughout the service of the meal, therefore all that should be left to clear at the end of the meal is the coffee cups and perhaps some glasses.  Where there is someone in the kitchen washing dishes, the plates and table equipment should be cleared and stacked sensibly to prevent accidents.

A checklist is probably the best way to ensure that all after-service tasks have been completed and to ensure the restaurant is left as tidy as possible for the following service.
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In between service the floors are vacuumed and light cleaning and polishing is done to help enhance the atmosphere of the room. 

Help your team in clearing and cleaning by taking a methodical approach:

· Keep similar items together e.g. table numbers kept together, menus washed, dried and stacked together, salt & pepper pots put on the same tray etc
· Place soiled linen in different piles according to type

· Type (napkin, tablecloth, slip or other)

· Size (Tablecloths come in different sizes for different tables and need to be identified as such for laundry)

· Colour (keep light and dark products separate to avoid mixed washes)

· Scrape food debris from plates, sort and throw away other rubbish before leaving items at wash-up area, this helps reduce the risk of cutlery getting thrown away with food waste or items falling down the waste disposal unit

· Put saucers and plates in their own neat piles, cups together, cutlery soaking in a separate bowl ready for sorting into the cutlery basket

· Wipe condiment bottles and jars and store appropriately checking that they are closed properly

· Turn off hot cupboards, plate warmers, coffee machines and urns as necessary to your organisation

· Wipe down all surfaces and sanitise

· Turn off music, ventilation and air conditioning units

· Close windows and doors
	Restaurant checklist – Team member name _______________________________

Week beginning________________________

Developing & gaining practical skills in the Hotel enables you to put your theoretical (classroom learning) into practice.  The experience helps you become actively engaged in the activity and helps to enhance your communication and team-building skills.  The practical activity not only ensures that legislation and hotel standards are being met, it is also an opportunity for you to learn creatively by opening yourself up to new experiences.

	Pre-Service 
	M
	T
	W
	TH
	F
	S
	S

	What skills would you like to develop during this practical activity?
	

	Is your uniform – clean, neatly ironed and shoes polished
	
	
	
	
	
	
	

	How many people are in your team today? (write the number in the box)
	
	
	
	
	
	
	

	I listened carefully to instructions being given to me today
	
	
	
	
	
	
	

	I asked questions when I was unsure of something (please detail)
	

	How will you demonstrate that you are considering how other people in your team are feeling? 
	

	What legislation will you need to consider as part of this practical exercise?
	H&S        Licensing law        Food safety

	During your practical activity you will be demonstrating many different forms of communication between your team and customers (listening, speaking, written, body language), remember that clear communication helps to make businesses run smoothly and helps to make the atmosphere more enjoyable.  Aim to be positive (resist negative influences), be attentive (embrace your surroundings), stay happy (even under pressure visualise success) and keep smiling (demonstrate humour, energy and enthusiasm)

	Check number of covers booked    Restaurant [     ]  PDR [    ]  Lounge [    ]                                          
	
	
	
	
	
	
	

	Establish style of service

Restaurant Lunch           Restaurant dinner         Function            High tea        

Buffet         Morning coffee           Afternoon tea         
other ______________
	
	
	
	
	
	
	

	Who hovered & polished the room today? 
	
	
	
	
	
	
	

	Attach a copy of today’s menu & list the condiments required
	
	
	
	
	
	
	

	I checked the hot plate, espresso machine & urn is clean, free from damage and turned on 
	
	
	
	
	
	
	

	Ensure waste disposal containers are hygienic, empty & ready for use
	
	
	
	
	
	
	

	Polish cutlery        (How many)                                                         Starter forks & knives 

Soup spoons 

Joint forks & knives  

Dessert forks & spoons  

Tea/Coffee spoons 
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Polish crockery          (How many)                                                            Side plates  

 Fish plates    Large Mains        Large Mains         Rectangular plates

                                                          Soup bowls or Flat soup plate  

Tear shape plate  

Saucers 

Cups  

Mugs 
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Polish glasses             (How many)                                                                          Red wine   

White wine   

Hi-ball/Tumblers  

 Brandy 

Liquer 
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Pre-Service 
	M
	T
	W
	TH
	F
	S
	S

	Prepare plate under-liners for soup
	
	
	
	
	
	
	

	Clean and position tables & chairs (attach a room layout plan if applicable)
	
	
	
	
	
	
	

	Use correct size & type of table linen
	
	
	
	
	
	
	

	Fold napkins (iron first if linen)
	
	
	
	
	
	
	

	Display decorative Items Flowers [  ]  Other [  ] ____________________
	
	
	
	
	
	
	

	Lay table correctly & according to menu items/client request
	
	
	
	
	
	
	

	Collect menu from Reception & check for accuracy
	
	
	
	
	
	
	

	Who checked that the music was appropriate for style of service?
	
	
	
	
	
	
	

	Who checked that the heat and lighting was at the correct level for service?
	
	
	
	
	
	
	

	I prepared order grids and check pads
	
	
	
	
	
	
	

	I washed my hands before food preparation of butters and condiments
	
	
	
	
	
	
	

	I cleaned & prepared butter dishes & refrigerate (date label correctly)
	
	
	
	
	
	
	

	I prepared water jugs, Ice buckets, wine coolers, & garnishes
	
	
	
	
	
	
	

	I prepared milk, cream & sugar plates for coffee, covered, labelled and stored correctly
	
	
	
	
	
	
	

	I prepared petit four plate, covered, labelled and stored correctly
	
	
	
	
	
	
	

	I prepared bread baskets & service cutlery
	
	
	
	
	
	
	

	I prepared condiments & refrigerated, covered and labelled them correctly
	
	
	
	
	
	
	

	I cleaned the still room area ready for service using correct chemicals and cloths
	
	
	
	
	
	
	

	I washed my hands thoroughly following cleaning of still room area
	
	
	
	
	
	
	

	I completed all the preparation duties within the time allocated to me
	
	
	
	
	
	
	

	

	During Service
	M
	T
	W
	T
	F
	S
	S

	I placed butters on tables according to supervisor instructions 
	
	
	
	
	
	
	

	Light candles (if required)
	
	
	
	
	
	
	

	I checked the room ambience is correct for the room & event style
	
	
	
	
	
	
	

	I greeted and assisted customers by taking coats & assisting to their tables
	
	
	
	
	
	
	

	Establish if there are any special customer requirements (communication or other) (wheelchair access, Braille menu) Other ______________________
	
	
	
	
	
	
	

	I helped customer with menu decisions (detail) ___________________
	
	
	
	
	
	
	

	I correctly took customers food orders for starter and main course using order grids and order pad (attach)
	
	
	
	
	
	
	

	I repeated the order back to the customer and ensured I had fully understood it before passing it to the kitchen
	
	
	
	
	
	
	

	I took customers drink orders and passed to bar supervisor (attach order slip)
	
	
	
	
	
	
	

	Serve all drinks according to customer request & adhering to Licensing law:

Wine                       Beer/Cider                  Spirits                Liquers                

Detail type of drink & accompaniments/decorative items used_________________
	
	
	
	
	
	
	

	I maintained a polite attitude towards guests and fellow staff
	
	
	
	
	
	
	

	I checked that the customer had everything required for meal 
	
	
	
	
	
	
	

	I served all courses correctly (including condiments)
	
	
	
	
	
	
	

	I took customer dessert order using order grids & order pad and passed to the kitchen (attach order slip)
	
	
	
	
	
	
	

	I took customer orders for hot beverages (attach order slip)
	
	
	
	
	
	
	

	Prepare hot drinks according to customer request 

Cappuccino           Latte                 Hot chocolate                     Mocha   

Americano            Tea                    Speciality Tea   
	
	
	
	
	
	
	

	During Service continued
	M
	T
	W
	T
	F
	S
	S

	I served hot beverages & petit fours as appropriate
	
	
	
	
	
	
	

	I removed crockery & cutlery safely & quietly after each course
	
	
	
	
	
	
	

	I crumbed down the table(s) professionally
	
	
	
	
	
	
	

	I correctly calculated customer bill & present to them correctly (numeracy)
	
	
	
	
	
	
	

	I took payment correctly & in line with organisational policy (numeracy)
	
	
	
	
	
	
	

	I thanked guest(s) for their custom & acknowledged customer departure
	
	
	
	
	
	
	

	I assisted guest(s) with coats 
	
	
	
	
	
	
	

	I answered guest queries correctly (detail) __________________________
	

	

	Post Service 
	
	
	
	
	
	
	

	I cleared remaining crockery, cutlery & glassware to still room for cleaning
	
	
	
	
	
	
	

	I stored/disposed of food items, condiments and accompaniments correctly
	
	
	
	
	
	
	

	I cleaned crockery and cutlery & store correctly
	
	
	
	
	
	
	

	I ensured table linen is taken to laundry room
	
	
	
	
	
	
	

	I cleaned furniture & re-arranged for next service
	
	
	
	
	
	
	

	I re-set the heating & lighting
	
	
	
	
	
	
	

	I secured all windows & doors
	
	
	
	
	
	
	

	I disposed of refuse/waste correctly
	
	
	
	
	
	
	

	I solved problems that were in the limit of my own authority? (What did you solve?)
	

	I had to pass a problem onto my Supervisor (What was the problem?)
	


	Is there anything else that you have achieved this week that hasn’t been listed above and you would like to mention?




Supervisor comments

Please evaluate the overall performance of the student this week, how they have developed and any areas that need to be addressed
	


Supervisor signature
_________________________________Date_________________
Student Weekly review

	What skills did you learn/develop from the practical activities this week?
	

	What theoretical (classroom learning) were you able to put into practice this week?


	

	How well did you engage with other people in your team this week?
	

	Was there anything that you learned from another member in your team?
	

	Was there anything of your own work that could be improved for future activities?
	

	What different types of communication did you use this week?


	

	What did you most enjoy about your learning this week?


	

	Is there anything that your tutor or Hotel staff could do to improve your learning experience?
	

	What did you least enjoy about your learning this week and explain why 


	

	Will you use any of the evidence gained this week towards assessment in your portfolio?


	

	What feedback did you get from your team members this week?


	


Student signature
_______________________________ Date
________________

China and other crockery should be handled carefully at all times to avoid damages and accidents.  Do not stack plates, saucers, cups or bowls too high as the plates come under pressure.


When filling the dishwasher trays, ensure that the items are stacked correctly to avoid vibration against each-other, rattling or turning over during the wash.  Use a plastic scraper or jet wash to remove stubborn food deposits, never use scouring pads, knives or abrasive powders which can damage the glaze coating.  Never heat plates over a gas flame or on an electric ring, sudden temperature changes will cause cracking.





Stainless steel and silver-plated cutlery items should always look shiny and bright.  They should be washed according to manufacturer instructions although dishwashing is relatively standard for most items these days.  Following the main wash, cutlery items should be polished to remove any remaining smears that may be present.  This can be done by dipping the cutlery into very hot water for a few moments, then polished with a clean, dry cloth.





All glasses should be handled carefully as dropping or knocking them against any hard surface may result in breakages. 


To reduce the stress to glasses, pick them up one at a time and place them gently on a tray, you should avoid stacking them inside one another and never use them to scoop ice or store cutlery in.


Avoid subjecting glass to changes in temperature, if you are using glassware for coffee, warm the glass first.  Do not put cold drinks in glasses which have just come out of the glass-washer either. 





Condiments and accompaniments include:


Seasonings – salt, pepper etc


Sugars & sweeteners


Prepared sauces & dressings – mustards, Worcestershire, ketchup etc


Prepared breads – melba toast, rolls etc


Check stock for their best-before date mark and discard any products which have passed this date and write it down on the wastage sheet.





Refuse and waste containers must be kept clean and emptied regularly.  With so much emphasis in recycling and being environmentally friendly it is important to you are aware of the correct procedures to follow when discarding waste items such as food, paper & plastics.  Ask you line manager for further advice on ‘house rules’.





Lay the cloth.  The table should be fully covered and between 30cm and 45cm of cloth hanging over each side.





Handle the cloth as little as possible to avoid creasing or marking it.





Make sure the tablecloth is the right way up (hem stitching should be face down)





Check the cloth for stains or tears (do not  use and report to your line manager)





Napkins are an attractive way to help decorate the table setting whilst also maintaining a purpose for the customer to protect there clothing from food and drink spills.





When handling napkins first of all make sure that your hands are clean and the surface you are using to fold the napkins are absolutely clean and free of debris before you start.





There are many attractive ways to fold napkins.  Starched linen napkins give the widest scope.  Paper napkins also work but do not look as nice as linen.





Napkins can add height and colour but when the table has flowers, candles and several glasses at each setting, a flat fold may look best.











Flowers which are used for table decorations can be fresh, dried or silk and must always look attractive.  Dried and silk flowers must be free of dust, whilst fresh flowers must be bright and fresh with no dead petals or leaves.  Flower decorations must also be attractive without being too large to be obtrusive.





Lighting in the restaurant is very important in achieving the desired atmosphere.  If you intend to use candles on your tables you should replace them before service and trim the wicks for easy lighting.  They should be the appropriate size and colour to suit the décor and securely presented to avoid hot wax running onto the table linen or crockery.





In order to fulfil their purpose a menu must inform customers what is available and encourage them to buy, therefore they must:


Be up to date


Be accurate in description and spelling


Be pleasing to the eye


Be easy to handle





The Table d’hote menu consists of:


A fixed number of choices 


A limited choice, usually three or four items per course


A fixed selling price


Food is cooked to order


A variety of cutlery is placed on the table prior to service to satisfy all choices from the menu











This type of service may be offered by itself or in conjunction with an a’ la carte menu.  It is the most popular and simpler form of menu, being easier to control and operate and gives less wastage of food.  The set price of the Table d’hote menu is usually charged whether the full menu is consumed or not.








A’ la carte is popular in restaurant operations and Hotels where they can offer a variety of dishes and price to the customer.  Each meal is individually priced, usually with a wide selection of starters, main courses and desserts.
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