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Modules of Instruction:

Generic:
SL. Unit Code Module Title Nominal
No. Hours
1. SICIP- THS -FBS-01-G Apply occupational health and safety | 10
(OHS) practice in the workplace
2. SICIP- THS -FBS-02-G Use English in the workplace 10
Sector Specific
SL. Unit Code Module Title Nominal
No. Hours
1. SICIP- THS -FBS-01-S Work in the tourism and hospitality 10
sector
2. SICIP- THS -FBS-02-S Follow workplace hygiene procedure | 10
3. SICIP- THS -FBS-03-S Provide effective guest service 10
Occupation Specific
SL. Unit Code Module Title Nominal
No. Hours
1. | siCIP- THS -FBS-01-O Perform opening-closing activities for | 50
restaurant
2. | SICIP- THS -FBS-02-O Apply food safety procedure 40
3. | SICIP- THS -FBS-03-O Apply product knowledge on food and | 40
beverage service
4. | SICIP- THS -FBS-04-O Prepare table for service 50
5. | SICIP- THS -FBS-05-O Provide in-room dining 60
6. | SICIP- THS -FBS-06-O Provide food and beverage service 70
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CBLMs
on

the Occupation Specific Competencies
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Module -1

MODULE: PERFORM OPENING-CLOSING ACTIVITIES FOR
RESTAURANT

Unit Code: SICIP -THS-FBS-01-O

Skills for Industry Competitiveness and Innovation Program (SICIP)
Finance Division, Ministry of Finance
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Module 7 1

Module Title: Perform opening -closing activities for restaurant
Unit Code: SICIP - THS -FBS-01-O Nominal Hours: 50 hrs.

Module Descriptions:

This unit covers the knowledge, skills and attitudes required to perform opening-closing
activities for restaurants. It specifically includes the task of preparing tools, equipment and
premises, preparing restaurants for service and carrying out closing tasks.

Learning Outcome:
After completing this module, trainee will be able to;

1. Prepare tools, equipment and premises
2. Prepare restaurant for service
3. Carry out closing tasks

Assessment Criteria:

11
1.2
1.3
14
15
16
1.7

1.8

1.9

1.10
1.11
1.12
1.13
1.14

1.15
1.16
1.17
1.18
1.19
1.20

Occupational Safety and Health (OSH) is followed as per workplace standard.
Facilities and Equipment are identified for service.

Tools and Equipment are cleaned and prepared for service.

Dining/Restaurant area is cleaned and checked for cleanliness prior to service.
Daily opening checklist is followed

Service stations are replenished with supplies for service.

Restaurant set-up is performed in accordance with workplace standards and
reservation requirements.

In-house guest list is collected and followed.

Mise-en-place are performed as per job requirement

Equipment is made ready in the dining area.

Appropriate ambience is created and set.

Condiments are refilled.

Menu and daily special items are collected from chef.

Soiled cutlery, crockery, glassware and others equipment are cleaned and stored
in the designated area.

Soiled linen is sent to laundry and fresh linen is collected.

Waste food is disposed as per standard.

Cash closing and sales report are prepared.

Communication logbook is maintained.

Inventory is maintained and requisition is prepared for the next day.

Electrical appliances are switched off and doors and windows are locked
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Information Sheet -1

Learning Outcome -1: Prepare tools, equipment and premises

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents :

1.1 Occupational Health and Safety (OHS) procedure
1.2 Facilities and equipment for service.

1.3 Preparation of tools and equipment for service.
1.4 Cleanliness of dining/restaurant area

1.1 Occupational Health and Safety (OHS) Procedure:

Before beginning restaurant operations, staff must follow proper safety and hygiene protocols
to protect themselves, their co-workers, and the guests. These procedures ensure a clean,
hazard-free, and compliant working environment.

Why this is important:
71 Prevents accidents and injuries
1 Ensures safe use of tools and equipment
! Maintains food safety and hygiene standards
1 Complies with health and safety laws

Common OHS procedures in restaurants:

‘ Area H Ohs guidelines |

Wash hands before handling food, wear clean uniform, use

Personal hygiene .
¥ gloves/hairnets

‘Footwear

‘Wear non-slip, closed shoes to prevent slips/falls |

: Read labels and use cleaning agents properly (never mix
Chemical use gag properly (

chemicals)
‘Electrical safety HTurn off appliances when not in use, report faulty wires |
Manual handling |Lift with knees, not the back; ask for help with heavy items |
‘Fire safety HKnow the location of fire extinguisher, don't block exits |
‘Spillmanagement HCIean spills immediately and q

OHS Preparation Checklist:

Here is a checklist for preparing Occupational Health and Safety (OHS) procedures for a
restaurant or workplace setting. This ensures safety and hygiene protocols are in place before
operations begin:
1. General safety

1 Ensure all employees are trained on ohs policies and emergency procedures.
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Confirm that the workplace has the appropriate safety signage (e.g., fire exits, first aid
kits).

Conduct a walk-through to identify potential hazards (e.g., wet floors, electrical issues,
etc.).

Ensure that all equipment and machinery are inspected and functioning properly.
Maintain a list of emergency contacts (fire, medical, poison control).

Check fire extinguishers are easily accessible and properly charged.

Verify that fire exits are clearly marked and unobstructed.

2. Hygiene and sanitation

Ensure all handwashing stations are stocked with soap, paper towels, and hand
sanitizers.

Check cleanliness of food preparation areas, cooking stations, and dining areas.
Confirm that food safety measures are in place (e.g., temperature control for
perishables).

Ensure proper sanitization procedures for utensils, surfaces, and food storage areas.
Ensure trash and waste disposal methods comply with regulations.

3. Personal Protective Equipment (PPE)

f
f
f

Ensure staff have access to necessary ppe (e.g., gloves, masks, aprons).
Check that ppe is in good condition and ready for use.
Confirm that employees know how and when to use ppe correctly.

4. Hazardous materials

Verify that hazardous materials (e.g., cleaning agents, chemicals) are clearly labeled
and stored properly.

Ensure that staff have been trained in handling and disposing of hazardous materials.
Check that material safety data sheets (msds) are available and accessible.

5. Workplace ergonomics

Ensure workstation setup minimizes risks of strain or injury (e.g., proper height of
counters, stools, etc.).

Verify that staff have access to ergonomic tools (e.g., anti-fatigue mats).

Confirm that lifting procedures are in place and staff are trained on safe lifting
techniques.

6. First aid and emergency procedures

=

Ensure first aid kits are stocked and easily accessible.
Train staff in basic first aid and cpr procedures.
Verify emergency exits are properly marked, and employees are aware of evacuation
routes.
Conduct a fire drill and ensure staff are familiar with emergency evacuation
procedures.

9|Page

Food and Beverage ServicBMET



7. Compliance with regulations
1 Ensure that all ohs policies meet local, state, and federal health and safety regulations.
1 Review any applicable labor laws and ensure proper compliance (e.g., work hours,
breaks, etc.).
1 Check that health and safety inspections are up to date and compliant.

8. Incident reporting
1 Ensure that employees know the procedure for reporting accidents or incidents.
1 Set up a system for documenting safety hazards, accidents, and near-misses.
1 Confirm that incident reports are reviewed regularly to identify patterns or recurring
safety concerns.

9. Employee well -being
1 Provide training on mental health awareness and managing stress.
1 Ensure there are appropriate breaks to prevent fatigue or burnout.
f Monitor workplace conditions to ensure comfort and a healthy environment for
employees.

Personal Protective Equipment (PPE):

Hand Gloves (for cleaning and food handling)
Gloves are worn in food and beverage service to:
1 Protect food from contamination
1 Prevent cross-contamination (e.g., from cleaning chemicals to food)
! Maintain hygiene during service
T Protect the workero6és hands from hot surfaces,

Aprons
Aprons are worn as part of restaurant hygiene and safety

practices to:

1 Protect uniforms and clothing from spills, stains, and
heat

1 Prevent contamination between clothing and food

Gloves for Cleaning Gloves for Food Handling
1 Present a professional appearance in front-of-house
service

1 Serve as a functional tool for carrying service cloths

or small tools. Apron
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Hairnets or caps

Hairnets or caps are worn in food service areas to:

1 Prevent hair from falling into food, drinks, or service items
! Maintain hygiene and sanitation standards

1 Present a neat and professional appearance

1 Protect guests from possible contamination and allergens

Hair Net Hair Cap

Masks
Masks are worn in food and beverage settings to:

1 Prevent the spread of airborne contaminants (e.g., droplets from speaking, coughing,
sneezing)

1 Protect guests and food from respiratory particles

1 Maintain hygiene during food service, especially during illness outbreaks or health
advisories

1 Comply with public health regulations and internal workplace safety protocols

Mask
Slip -resistant shoes
Slip-resistant shoes are a vital part of the restaurant uniform to:

1 Prevents slips, trips, and falls on wet, greasy, or uneven surfaces

1 Ensure staff mobility and safety during fast-paced service

1 Comply with Occupational Safety and Health (OSH) and workplace safety policies
1 Reduce accidents in kitchens, dishwashing areas, and service floors

Slip Resistant Shoe
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1.2 Facilities and equipment for service.

Before service begins, restaurant staff must inspect and confirm the availability and readiness
of all required facilities and equipment. This ensures that tools and systems needed for smooth
restaurant operations are in place, functional, and meet workplace standards.

Why this is important:
1 Ensures efficient service flow and guest satisfaction
1 Prevents delays or interruptions during operation
1 ldentifies equipment issues before they affect guests
1 Promotes preparedness and professionalism

List of facilities and equipment to identify for service:

‘ Equipment / Facility H Purpose |
‘Service tray stands HFor holding trays during service |
Food display counter IFor presenting buffet or self-service items |
‘Refrigerators/ChiIIers HTo keep perishable items cool |
‘Sound system HFor ambience or announcements |
‘Point of Sale (POS) HFor taking and processing guest orders |
Furniture (tables, chairs, baby chairs)  [[For guest seating and comfort |
‘Service utensils HFor food service (tongs, spoons, ladles) |
‘Wine cooler HTo maintain appropriate wine temperatures |
‘Coffee makers/machines, toaster, juicer HFor preparing hot drinks and breakfast items |
lce machine ;%pp;reapii:glsg cold drinks and maintaining food
|Air conditioner |To maintain comfortable dining environment |
‘Telephone/lntercom HFor communication with kitchen or reception |

Checklist of facilities & equipment readiness:

Item H Checked H Working H Clean
POS system N/A

Coffee machine

Juicer

Tray stands

Chillers

Ice machine

Furniture
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1.3 Preparation of tools and equipment for service.

Before restaurant service begins, all tools and equipment must be cleaned, checked, and
arranged according to workplace hygiene and service standards. This ensures sanitary, safe,

and efficient operations.

Why this is important:

1 Ensures food safety and hygiene compliance

1 Prevents cross-contamination or spoilage

1 Reflects professional service standards

1 Avoids delays or equipment failure during service
List of tools and equipment to prepare using in food service:

‘ Category

H ltems

‘Food Service Tools

HTray, Wai ter 6s

Friend,

Bottl e

‘Crockery HPIates (dinner, dessert, soup), bowls
‘Cutlery HForks, knives, spoons, steak knives, serving utensils
‘Glassware HWater glasses, wine glasses, juice tumblers

‘Service Equipment

HPOS terminal, serving trolleys, chafing dishes

Appliances

HCoffee machine, toaster, juicer, wine cooler

List of Crockeries:

Image Name Image Name
Side Plate Cappuccino Set
Fruit Plate Tall Tea Cup
Dessert Plate Stackable Set
=
Entrée Plate Coffee Set
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Main Plate Saucers
Show Plate Tea Pot
Platter Coffee Pot
Soup Bowl Consommé Bowl
Breakfast Bowl Bouillon Cup
S
Cloche/Dome Salad bowl
«f/“'.;i;f’*
- I“ > ~— e
Soup Tureen . Salt and Peppe
a4 - Grinders
& '
Sugar Bowl Sauce Boat
Milk Jug Escargot Plate
| Bud Vase Oyster Plate
o
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List of Cutleries and their uses:

Image Name Image Name
_ Large Knife -Main %’ Large Spoon -
\ course B Serving.
Small Knife -Entrée Medium  Spoon

course, buttering

paté, cheese and frui

Dessertand pasta

.

N

Steak Knifel Steak

Soup Spoor

(round)i Soup.

Fish Knifei Fish (and

Small Spoon (ted

N 2 some seafood items i Teas, coffee
~~ and lifting delicate prawn  cocktails
items ice cream, sugatr.

Cheese Knife N, Parfait Spoon (long

handle)i Desserts

and ice cream.

Carving Knife 1 Escargot Tongsi
' Slicing roast ang M Snails.
\ cutting large items
Bread Knifei Slicing Lobster Picks 1
bread and rolls - Lobster/crayfish.
Large Forki Main /f;::_-,f Lobster Crackeri
\__r . course and serving _ ,,;‘r"-'f = - Lobster/crayfish/
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N\ Small Forki Entree, Gateau Slice i
\',\4 e |
pasta, salad, desse ? Cakes and flans
| &
and fruit
Fish Fork1 Oysters Ladle 7 Soup and
= " | and prawn cocktails e sauces

List of common Glassware:

R

! A
Cockt:.i glass Brandy balloon §1erry Port Champagne flute
F— : /"’ 1 (8 [
? g ’ ;
|
- ' Y
o — —— — —~——
Red wine Copita Goblet

4s
Champagne tulip white wine

> X ar/
Hurricane Martini

[~ =
Old-fashioned shot glass

T L

Lager/pilsner Collins

—_— . S—
- — ——
Cordial Margarita Champagn saucer

Pony tumbler

= S
Cooler Irish coffee

Pitcher

High ball
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List of Equipment

Coffee machines ; )

Tea making facilities

Bain-maries

Toasters

Cash register station

Cleaning Guidelines:

| ltem [ Cleaning Procedure

‘Plates, cutlery, glassware HWashed in dishwashing area, sanitized, air-dried, polished
‘Wa iterodos Fri eHWiped with sanitizer, dried with a clean cloth

|Coffee machines, juicers HDisassembIed, washed, sanitized, reassembled

Trays & baskets [Sanitized and wiped dry

‘POS machines/keypads HWiped with dry sanitized cloth (no soaking)

1.4 Cleanliness of dining/restaurant area

Before guests arrive, the dining or restaurant area must be thoroughly cleaned, sanitized,

organized, and inspected to ensure it meets the hygiene and presentation standards of the

workplace.

Why this is important:

1 Ensures guest comfort and safety

1 Prevents food contamination or pest issues
1 Creates a positive first impression
f

Reflects the establishmentds professional
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Key Activities of cleanliness  for dining/restaurant area

Floors are swept and mopped to remove dirt, spills, or debris.

Tables, chairs, and other furniture are wiped and sanitized.

Windows, mirrors, and decorative items are dusted and polished.

Air conditioning and lighting systems are checked for proper functioning.

Waste bins are emptied, cleaned, and relined.

Restrooms (if adjacent or part of the dining area) are checked and cleaned.
Cleaning checklists are used to verify that all cleaning tasks are completed.

Final inspection is conducted by the supervisor or designated staff before service
begins.

=A =4 =4 =4 -4 -4 A -4

Dining/Restaurant area cleaning

Checklist for cleaning dining/restaurant area

\ Area H Cleaning Task |
Floors Sw_eep and mop; remove any spills, litter, or food
residue
Wipe with food-safe sanitizer; ensure they are not sticky
Tables
or dusty
|Chairs HWipe down seats and backs; check for stability |
\Walls/Windows HRemove fingerprints, smudges, cobwebs |
|Ceiling Fixtures |Dust light fittings, air vents, and fans |
IRestrooms (if attached) |Fully cleaned, restocked, and deodorized |
\Garbage Bins HEmptied, washed, and lined with fresh bags |
Condiment Holders & Menu Wipe clean and refill as needed
Stands
IService Stations HOrganized, clean, and stocked with necessary items |

Standards to Follow:
1 Adhere to the Occupational Safety and Health (OSH) policies.
1 Use appropriate cleaning agents and sanitizers as per workplace guidelines.
1 Ensure all surfaces are dry and safe to prevent accidents.
f Maintain consistency with workplace cleanliness benchmarks and SOPs.
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Self-check -1

Questions:
1. What are the areas need to be cleaned in dining/restaurant areas for food and beverage
service?
2. Mention the list of facilities and equipment for service
3. Write down some Personal Protective Equipment (PPE) for food and beverage service
personnel
4. List four (4) areas or items in the dining/restaurant that must be cleaned and checked before
service begins.
5. Name any three (3) tools or equipment that must be cleaned and prepared before service, and
describe how each one is cleaned.
Answer key -1
1. What are the areas need to be cleaned in dining/restaurant areas for food and beverage
service?
Ans:
V Dust and clean from top to bottom
V' Mop all tiled areas to establishment standards
V Vacuum carpeted areas from entrance to the restaurant, right up to the kitchen
entrance/exit doors
V Positioning of table and chairs
2. Mention the list of 6 facilities and equipment for service
Ans.
A Service tray stands
A Food display counter
A Refrigerators/Chillers
A Sound system
A Point of Sale (POS)
A Furniture (tables, chairs, baby chairs)
3. Write down some Personal Protective Equipment (PPE) for food and beverage service personnel
Ans:
1 Foot protection
1 Hand protection
1 Hand clothing
1 Napkins
4. List four (4) areas or items in the dining/restaurant that must be cleaned and checked

before service begins.

Ans: answers may include:
Tables

Chairs

Floors

Service stations

Menu holders
Windows/glass panels

=A =4 =4 4 -4 -4
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5. Name any three (3) tools or equipment that must be cleaned and prepared before service
Ans:

Tool/Equipment Cleaning Method

Waiter's friend Wipe with sanitizer and dry cloth

Water glasses Washed, sanitized, and polished

Serving trays Washed with food-safe detergent and dried

Work Sheet-1.1

Task: Identify the purposes of facilities and equipment for food service

Instructions:

Read and understand the directions carefully:

A this practical demonstration is based on the performance criteria from all or some of the
units of competency in perform opening-closing activities for restaurant

A this assessment activity will be used to measure your underpinning skills

A you will have fifteen (15) minutes to familiarise yourself with the resources to be used

A you have one (1) hour to complete this demonstration

Procedure:

A Observe and wear personal protective equipment (PPE) as required for the task to be
performed

Read the specification information provided

Collect all materials needed to complete the task

Perform the task within the given time

Observe and follow Occupational Health and Safety (OHS) requirements at all times

> v > >

Job Specification Information:

A Collect required supplies, materials, tools and equipment required for the job.
A Check for the picture very carefully.

A Identify the purposes of facilities and equipment for service and put the purposes into
the second blank column.

Facilities and Equipment Purposes

Service tray stands

Food display counter

Refrigerators/Chillers

Sound system

Point of Sale (POS)

Furniture (tables, chairs, baby chairs)
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Service utensils

Wine cooler

Coffee makers/machines, toaster, juicer

Ice machine

Air conditioner

Telephone/Intercom

Resources Required:

Tools: Job sheet and specification sheet
Equipment: N/A

Machinery: N/A

Materials: Pen, Pencil so
PPE: Apron, Hand gloves and Musk

Activity Sheet - 1.2

Task: Identify the functions of tools, equipment and utensils for food service.

Instructions:

Read and understand the directions carefully:

A this practical demonstration is based on the performance criteria from all or some of the units of
competency in Perform Opening and Closing Procedure

A this assessment activity will be used to measure your underpinning skills
A you will have fifteen (15) minutes to familiarise yourself with the resources to be used
A you have one (1) hour to complete this demonstration

Procedure:

Perform the task within the given time

> > D> D

Observe and wear personal protective equipment (PPE) as required for the task to be performed
Read the specification information provided
Collect all materials needed to complete the task

Observe and follow all health and safety (OHS) requirements at all times

Job Specification Information:

A Check for the picture very carefully.

second blank column.

A Collect required supplies, materials, tools and equipment required for the job.

A ldentify the tools, equipment and utensils for service and put the name and functions into the

Drawing, Picture, Diagram or Sketch:
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SL Picture of Items Identify
1.
Name:
Function:
2
Name:
Function:
3
Name:
Function:
4
Name:
Function:
5
Name:
Function:
6 -
- . Name:
=) _
3 ] Function:
7
- Name:
Function:
8
Name:
Function:
9
a < —— Name:
al
= : ; A
&> Function:
N =
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10

Name:

Function:

Resources Required:

Tools: Job sheet and specification sheet
Equipment: N/A

Machinery: N/A

Materials: Pen, Pencilsbo
PPE: Apron, Hand gloves and Musk

Food and Beverage ServicBMET
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Information Sheet No: 2

Learning Outcome -2: Prepare restaurant for service
Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents:
2.1
2.2
2.3
2.4
25
2.6
2.7
2.8
2.9

Daily opening checklist in a restaurant service

Replenishing service stations with supplies

Restaurant set-up accordance with reservation requirements.
In-house guest collection

Mise-en-place

Ready the dining area.

Appropriate ambience set.

Condiments refill.

Chef and daily special items

2.1 Daily opening checklist in a restaurant service

A daily opening checklist is crucial for ensuring that operations, whether in a retail
business, office, or other environments, run smoothly from the start of the day.
Following a daily opening checklist is a critical operational procedure in food and
beverage service that ensures the restaurant is fully prepared to welcome guests at
the beginning of each service period. This checklist acts as a step-by-step guide for
staff to perform all essential tasks systematically and consistently, reducing errors and
maintaining service standards.

The opening checklist typically includes tasks such as:

f
f
f
f
f
f
f

Conducting a cleanliness inspection of the dining area and entrance

Setting up tables with clean linen, cutlery, and glassware

Restocking service stations with condiments, napkins, and utensils

Checking and preparing equipment (e.g., coffee machines, POS systems, trays)
Verifying reservation bookings and special guest requests

Adjusting lighting, music, and ambiance according to the time of day
Conducting team briefings and assigning responsibilities

CHECKLIST

Daily opening checklist
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Front -of-House (FOH) Checkilist:

Front of House Check

LOS

Front-of-House Checklist
1 Dining Area:
o Clean and set all tables (linens, silverware,
glassware, condiments).
o Wipe down chairs and ensure proper
arrangement.
o Sweep, mop, or vacuum floors.
Adjust lighting and music for ambiance.
o Check for cleanliness of walls, windows,
and decor.
! Host/Hostess Station:
o Organize menus (clean, check for tears).
o Prepare reservation book/system.
o Stock pens, notepads, and any necessary
supplies.
1 Bar Area (if applicable):
o Stock all beverages, ice, and garnishes.
o Clean bar top, speed rails, and equipment.
o Polish and stock clean glassware.

1 Restrooms:
o Thoroughly clean and sanitize all surfaces.
o Restock toilet paper, hand soap, and paper
towels.
o Check for any maintenance issues.

f Service Stations:
o Replenish rolled silverware, napkins, and all
necessary condiments.
o Ensure water pitchers, coffee/tea supplies
are ready.
1 POS System:
o Turn on and ensure all terminals are functional.
o Check printers and credit card machines.
o Verify menu updates and daily specials are programmed.
1 Exterior:
o Clean entrance, outdoor seating (if any), and sweep sidewalks.
o Ensure "Open" sign is displayed.

Food and Beverage ServicBMET
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Back -of-House (BOH) / Kitchen Checklist:
1 Cleaning and Sanitation:

o Clean and sanitize all food preparation
surfaces, cutting boards, and utensils.

o Sweep and mop kitchen floors.

Empty all trash bins.

o Ensure dishwashing area is clean and

machine is ready.
1 Equipment Checks:

o Turn on and preheat ovens, grills, fryers,
etc.

o Check temperatures of refrigerators,
freezers, and hot holding units.

o Ensure all cooking equipment is clean and
in good working order.

1 Mise en Place (Preparation):

o Ensure all ingredients are prepped,
portioned, and easily accessible at each
station.

o Stock cooking oils, spices, and other
necessary supplies.

o Review inventory levels and identify any items needing replenishment.

1 Inventory and Deliveries:

o Receive and properly store any incoming
deliveries.

o Organize and rotate stock (FIFO - First In,
First Out).

o Check expiration dates.

D ]

ATF T E RN O ON TR ANSITION

Back-of-House Checklist
1 Safety:
o Ensure fire extinguishers are accessible and charged.
o Verify emergency exits are clear.
o Check for any potential hazards.
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Management/Administrative Checklist:

|l

Staff Briefing:

o Conduct a pre-shift meeting to review daily
specials, out-of-stock items, large
reservations, and any special events or
guest requests.

o Assign sections and duties.

Reservations:
o Review the day's reservation book and seating plan.
o Note any special requests or dietary restrictions.
Cash and Reporting:
o Prepare cash till with adequate change.
o Verify POS system reports are ready for the day.
Maintenance Issues:
o Address any reported maintenance issues from the previous day or overnight.
Overall Walkthrough:

o A manager should perform a final walkthrough of the entire restaurant to
ensure all tasks are completed and the establishment is ready for service,
often viewing it from a guest's perspective.

By diligently following such a checklist, a restaurant sets itself up for a successful day,
minimizing stress, maximizing efficiency, and most importantly, providing a consistent and
high-quality experience for its patrons.

2.2 Replenishing service stations with supplies

Before service begins, each service station must be fully stocked with all necessary items to
support smooth and uninterrupted operations during meal service.

1 Ensures quick and efficient guest service

1 Minimizes delays during peak hours

1 Helps staff stay organized and focused

1 Prevents embarrassment or guest dissatisfaction from missing items
Common Items of Replenish and Supplies:
\ Item of Replenish H Supplies |
\Linen HNapkins, tablecloths, crumb cloths |
\Cutlery HForks, knives, spoons, dessert spoons |
\Service Tools HTray stands, bottle/can openers, lighters |
\Stationery HOrder slips, pens, guest checks |
\Condiments HSaIt, pepper, ketchup, mustard, vinegar |
\Tabletop Items HToothpicks, menu cards, cruet sets |
\Cleaning Items HSanitizer, cloths, bins |

Standard Replenishment Procedure:
1. Check Inventory: Review the checklist of required supplies for each station.
2. Clean Station: Wipe down surfaces and remove any used or soiled items.
3. Stock According to SOPs:  Place items in their designated spots for easy access.
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4. Replace Damaged/Missing Items: Report shortages or damage to supervisors and
restock from the storeroom.
5. Verify Completion: Supervisor or senior staff should inspect and confirm readiness.

2.3 Restaurant set -up accordance with reservation requirements.

Before opening, the restaurant must be properly set-up including arranging furniture, setting
tables, and aligning layouts-based on:

1 Workplace standards (e.g., SOPs, service type, hygiene protocols)

1 Reservation requirements (e.g., number of guests, table combinations, special

requests)
Why It is Important:

1 Ensures a professional appearance and smooth operations

1 Accommodates reservations, walk-ins, and special requests

1 Supports guest comfort, space management, and service efficiency
1 Prevents confusion, crowding, or seating delays

Key set -up tasks:

‘Task

HDetaiIs |

Table arrangement

Based on reservation sheet and floor plan (e.g., couple, group, VIP,
window)

‘Seating plan check

HEnsure tables are labeled/numbered and spaced properly |

‘Furniture alignment

HTabIes and chairs aligned evenly and safely |

Place settings

Cutlery, crockery, and glassware arranged per meal type (e.g.,
breakfast, a la carte, buffet)

Special set -ups

Flowers, candles, highchairs, reserved signs, dietary menus for
VIPs

‘Hygiene check

|All tables wiped, sanitized, and polished before setting items |

Types of restaurant set -ups:

| Set-up type [ Description |
‘A la carte Hlndividual table settings, menu choice at time of service |
‘Table d'hbte HFixed menu and settings based on courses |
‘Buffet HSeIf—service layout with large tables and walking space |
‘Banquet HPre-set arrangements for large groups or events |
‘Casual dining HBasic settings with flexible arrangements |
‘Special event HCustom layout with decor, themes, or dietary accommodations |

Alacarte ( French for fdfrom the cardo) refers t
dishes from a menu, each priced separately. Unlike set menus, the guest chooses any item
in any sequence, requiring precise, flexible, and professional table setup.

Key Features of A la Carte Setup:
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Feature Description

Full menu choice Guests order any combination of items
Individual pricing Each item is priced separately
Flexible service flow Food is prepared and served as ordered

Customized table setup |[Based on menu type (starter, soup, entrée, dessert, beverages)

Fine dining focus Common in elegant or upscale restaurants

Standard A la Carte Table Setup Includes:

Item Placement

Tablecloth Neatly spread and cantered

Base plate/charger Cantered 1 inch from the table edge
Dinner knife & fork Knife on the right, fork on the left

Side plate with butter knife  ||Left of fork, diagonally placed

Napkin Folded and placed on plate or left of fork

Water glass Above knife, to the right

Wine Glass (if applicable) Above and slightly right of water glass

Salt and pepper set Between shared guests or cantered on table

Handed to guest after seating or already placed in a clean

Menu card holder

A la Carte Service Guidelines:
1. Mise-en-place: Mise-en-p| ac e (French for Aputting i n p
preparing and organizing everything needed for service before the restaurant opens.
It involves setting up workstations, equipment, tools, and supplies to ensure smooth
and efficient operations.
2. Table Setup:
o Arrange based on cover setup for each expected

guest. .
o A cover refers to a single place setting for one guest @

at a dining table. It includes everything the guest > )
needs to eat their meal comfortably and correctly, : J
based on the type of ser S& e arte, t
buffet, etc.). A la Carte Service
3. Menu Knowledge:

@= -'

,,/
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1 Servers must know ingredients, cooking methods , and recommended
pairings .
4. Order Taking:
i Take the order seat-by-seat, using the cover number system.
5. Service Flow:
1 Serve starters first , followed by main course , then dessert, unless otherwise
requested.
Tabl e d(prénbunced tah-bluh doht) is a French term
meaning fAtable of t he -phce smeal
where guests choose from a limited number of courses, often
with predefined choices. The setup is more standardized than
a la carte and typically used in banquets, events, or hotel
dining packages.

Key features of table doht'te:

|Feature HDescription
|Fixed Menu HSet number of courses (e.g., appetizer, main course, dessert)
‘Set Price HOne price for the entire meal

|Timed Service HCourses served simultaneously or in coordinated timing

|
|
|
\Limited Choices HFeW or no options per course |
|
|

‘Pre—set Tables HAII cutlery, crockery, and glasses are pre-arranged before guest arrival

Standard table déh*te setup includes:
‘Item HPIacement |
|Tab|e cloth & overlay HNeatIy laid and ironed |
‘Cutlery HAII required cutlery for full meal placed at once: |

1 Soup spoon (outer right)

1 Starter/dessert spoon and fork (top or front)

9 Main course fork (inner left), knife (inner right)

91 Dessert spoon and fork (if not on top, served later)

9 Plates (Base plate or charger under starter plate)

1 Glassware (Water glass + wine glass (if applicable) placed above knives)

1 Napkin (Folded and placed on charger plate or to the left)

1 Centerpieces (Flowers, candles, name cards, as per occasion)

1 Menu Card (Optional)

91 Displayed or handed at seat
Example Setupfora3 -Cour se Table doéhtte Menu:

1. Starter: Soup
Y Soup spoon on the outer right

2. Main Course: Chicken and vegetables
Y Main knife and fork (inner set)

3. Dessert: Fruit salad
Y Dessert spoon and fork above the plate
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Buffet: A buffet is a style of service where guests serve
themselves from a variety of pre-arranged food items
displayed on long tables or counters. It is popular in hotels,
banquets, events, and breakfast service, offering variety,
speed, and flexibility.

Key characteristics of buffet service:

Feature IDescription
|Self-Service |Guests collect their own food
‘Food Display HAII food is attractively arranged on a service line or table

‘Minimal Table Setup HGuests only need basic items at the table (cutlery, napkin, glass)

High Volume, Fast Flow |Ideal for large groups and events

‘Station—Based Setup HOften includes live counters (e.g., egg station, carving station)

Banquet: A banquet is a formal or semi-formal pre-arranged meal [ m«,
service for a large group, typically held for celebrations, conferences, E:’M 9

weddi ngs, or official functi ons. "
(set menu) or as buffet, depending on the event.
Banquet

Characteristics of banquet service:
Feature |Description |
Group booking [Set number of guests confirmed in advance |
‘Pre—arranged menu HOften fixed courses, sometimes with limited choices |
‘Pre—set tables HAII cutlery, crockery, and glasses arranged before guests arrive |
|Seating plan HBased on client request (round, rectangular, VIP) |
|Time|y service HCourses served simultaneously to large groups |

|

‘Event—specific setup Hlncludes décor, flowers, signage, table numbers, and themes

Casual Dining: Casual dining refers to a relaxed, informal
dining experience offering table service but in a less formal
atmosphere than fine dining. It includes family restaurants,
grills, cafés, bistros, and fast-casual chains. The setup is
simple, functional, and guest-friendly.

Special event: _A special event refers to a pre-planned,
customized dining service designed for occasions such as
weddings, anniversaries, corporate functions, product launches,
or themed parties. These events typically involve unique setup
requirements, personalized décor, special menus, and strict
coordination. Special Event
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Special event table setup may include:

\ ltem H Detail
‘Themed Tablecloths & Overlays HCoIor—coordinated, sometimes custom-branded

‘Fine Cutlery & Crockery HHigh—quality silverware and matching plates
‘Charger/Base Plate HFor aesthetics and formal feel

‘Napkin Fold HUnique folds matching the theme (fan, crown, pocket)
‘Menu & Name Cards Hlndividually printed and placed at each cover

‘Floral or Thematic Centerpiece HCarefuIIy chosen to not block guest visibility

‘Giveaways or Tokens HOn the plate or side of the place setting

|
|
|
[Full Glassware |Water, red/white wine glasses, champagne flute |
|
|
|
|
|

‘Chair Covers/Ribbons HBased on event branding or color code

2.4 In-house guest collection

An in-house guest list refers to a list of all guests currently staying at the hotel or resort. It
includes room numbers, names, reservation details, preferences, and any special dining
requirements. This information helps the restaurant team personalize service and manage
reservations efficiently.

Purpose and Importance:

‘ Benefit H Description |

Enables greeting guests by name, knowing their preferences (e.g.,

Personalized Service .
vegetarian, allergy)

Reservation Accuracy |Helps prepare tables based on actual expected occupancy |

‘Efficient Seating Plan HPreventS double booking and accommodates VIPs or groups |

Room Charge Ensures billing is properly linked to the room if the guest signs to
Coordination room

Improved Guest

: . Anticipating n r itive dining experien
Satisfaction ticipating needs creates a positive dining experience

2.5 Mise-en-place
That is an excellent start! Mise-en-place is a French term that means "putting in place.”
In the food and beverage context, it refers to the preparation and arrangement of all
necessary items (equipment, utensils, tools, supplies, and workstations) before
service begins.
Purpose of Mise -en-place:

1 Ensures smooth and efficient service

1 Reduces delays and mistakes during busy operations

1 Promotes professional presentation and readiness

1 Improves hygiene, safety, and service flow

1 Demonstrates organizational skills and discipline
Common Mise -en-place Tasks by Area:
1. Dining Area:
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Wipe and sanitize tables and chairs
Set tables with clean cutlery, glassware, crockery
Place napkins (folded neatly) and centerpieces
Check lighting, music, and ambiance
1 Ensure chairs are aligned
2. Side Station:
1 Refill and organize cutlery trays (forks, knives, spoons)
1 Restock napkins, order slips, straws, toothpicks
71 Fill condiment containers (salt, pepper, ketchup, sauces)
T Arrange clean serving trays and check bottle openers
1 Refill water pitchers
3. Beverage Station / Bar (if applicable):
1 Refill water, juice, and soft drink dispensers
1 Prepare sliced fruits (e.g., lemon, lime) for garnish
71 Clean and arrange glassware
1 Ensure ice buckets are filled and clean
4. POS or Service Terminal:
1 Ensure working condition of ordering system
1 Refill order pads or printer paper
1 Test intercom or guest paging devices (if used)
2.6 Ready the dining area.
This performance criterion refers to ensuring all service equipment in the dining area is clean,
functional, and positioned properly before the restaurant opens for service. It helps in smooth
service flow, guest satisfaction, and operational efficiency.
Common equipment to prepare in the dining area:

=A =4 =4 =4

‘Equipment HPreparation Task

‘Tray Stands HUnfoId, clean, and place near service points
‘Serving Trays HCIean and polish, stack near side stations
Hot Boxes / Plate Warmers IPlug in and preheat if required

‘POS Terminals / Order Pads HCheck power, paper roll, and connectivity

‘Bottle/\Nine Opener (Waiter's Friend) HEnsure availability at service station

‘Ice Buckets HCIean and place in beverage area with tongs
Table Accessories [Cruet sets, ashtrays, flower vases (as per SOP)
‘Side Station Shelves HStock with linen, cutlery, crockery, and supplies
‘High Chairs / Baby Seats HCIean and stack safely for easy access

‘Menus and Tent Cards HWipe and place correctly on tables or stands

2.7 Appropriate ambience set

Creating and setting the appropriate ambience means preparing the restaurant environment
in a way that is visually, acoustically, and atmospherically appealing to guests-enhancing their
dining experience in alignment with the type of service (e.g., casual, fine dining, banquet).

Key Activities:
1 Lighting: Adjust lights according to the time of day and mood (e.g., soft lighting for
dinner service, bright lighting for breakfast).
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1 Music: Play suitable background music at an appropriate volume and genre based on
customer profile and service type.

 Temperature: Set air conditioning or heating systems to a comfortable level.

1 Aroma: Ensure pleasant scents in the dining area (e.g., natural air fresheners or
neutralizing unwanted smells).

{ Table Decoration: Add fresh flowers, clean linen, and attractive centerpieces aligned
with the theme or occasion.

! Uniform and Grooming: Ensure staff appearance contributes to the restaurant's
overall ambience.

7 Lighting of Candles or Lamps:  As appropriate, for dinner or themed services.

2.8 Condiments refill

Refilling condiments involves checking, cleaning, and replenishing all table-side and service
station condiments before restaurant service begins. This ensures guests have access to
fresh, clean, and adequate condiments during their meals.

Key Activities:
1 Check all condiment containers for quantity and cleanliness.
71 Discard old or expired condiments as per FIFO (First In, First Out) policy.
7 Clean condiment containers (e.g., salt and pepper shakers, ketchup bottles) using
food-safe sanitizers.
1 Refill condiments to standard levels using designated tools or refill packs.
Replace any cracked, broken, or stained containers immediately.
1 Arrange condiments neatly on tables or service stations.

=

Common Condiments to Refill:

‘ Condiment H Container Type |
|Salt and Pepper [Cruet set / shakers |
‘Sugar / Sweetener HSugar bowls / sachet holder |
‘Ketchup / Mustard HBottIes or jars |
‘Soy Sauce / Vinegar HSmaII pour bottles |
‘Chili Sauce / Pickles HSmaII jars |
‘Toothpicks HToothpick holders |

2.9 Chef and daily special items:
Before the restaurant opens for service, the service staff must collect the daily menu and
special items from the kitchen or chef. This ensures all front-of-house team members are
well-informed about what is available, any changes, and how to communicate it effectively to
guests.
f Visit the kitchen or chefds station before
f Collect printed or handwritten copies ofthed ay 6 s ane gpecials .
f Ask the chef for clarifications on dish ingredients, allergens, or preparation time.
1 Ensure all menu updates, unavailable items, or special instructions are communicated
clearly.
f Share the information with all service staff during the pre-service briefing.
Types of menu information to collect:
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‘Item HDetaiIs

‘Daily Set Menu HCourses included, serving sizes, price
Chefos Specials |Seasonal or promotional dishes
‘Out—of—Stock Items HDishes not available today

‘Allergen Information

HNuts, dairy, gluten, shellfish, etc.

‘Recommended Pairings

Wine or drink suggestions

ICooking Time Notes

|Dishes requiring extra prep time

Best Practices:
Always check for the latest version of the menu or any last-minute changes.
Repeat back items or instructions to chef to confirm understanding.
Use a pre-shift team huddle to relay updates to all servers.

If changes occur mid-service (e.g., item runs out), notify all floor staff immediately.

|l

f
f
f

Questions:
1.

No gk wN

Answers:

Self-Check -2

What do you mean by daily opening checklist?

What are the types of restaurant set-ups?

What do you mean by mise-en-place?

What are the utensils are used for A-la-Carte setting?
What are the utensils used for table dbéhtte
List some functions in the restaurant service.
List out some side stations tools.

Answer Key -1.2

1. What do you mean by daily opening checklist?

Ans. A daily opening checklist is crucial for ensuring that operations, whether in a retail
business, office, or other environments, run smoothly from the start of the day.

Following a daily opening checklist

is a critical operational procedure in food and

beverage service that ensures the restaurant is fully prepared to welcome guests at
the beginning of each service period. This checklist acts as a step-by-step guide for
staff to perform all essential tasks systematically and consistently, reducing errors and
maintaining service standards.

The opening checklist typically includes tasks such as:

f
f
f
f
f
f
f

Conducting a cleanliness inspection of the dining area and entrance
Setting up tables with clean linen, cutlery, and glassware
Restocking service stations with condiments, napkins, and utensils

Checking and preparing equipment (e.g., coffee machines, POS systems, trays)

Verifying reservation bookings and special guest requests
Adjusting lighting, music, and ambiance according to the time of day
Conducting team briefings and assigning responsibilities

Food and Beverage ServicBMET
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2. What are the types of restaurant set -ups?

Ans. Types of restaurant set -ups:

‘ Set-up type H Description

‘A la carte Hlndividual table settings, menu choice at time of service

‘Table d'héte HFixed menu and settings based on courses

‘Banquet HPre—set arrangements for large groups or events

‘Casual dining HBasic settings with flexible arrangements

|
l
‘Buffet HSeIf—service layout with large tables and walking space ‘
|
|
|

Special event |Custom layout with decor, themes, or dietary accommodations

3. What do you mean by mise -en-place?

Ans: Mise-en-pl ace, the French term means to Aputting
preparation of a work place for ultimate smooth service.

4. What are the utensils are used for A -la-Carte setting?
Ans.

Centre guide

Main knife

Main fork

Side plate

Glasses

= =4 =8 =8 =9

5. What are the utensils used for table doéohtte
Ans.

Centre guide

Main knife

Main fork

Fish knife

Fish fork

Soup spoon

Side plate

Side knife

Dessert spoon

Dessert fork

Glasses

Serviette fold

Table accompaniments

=8 =4 =888 -8 8888899

6. Mention the list some functions in the restaurant service
Ans.
Breakfasts
Lunches
Dinners
Seminars, workshops and conferences
Cocktail parties
General parties i birthdays, celebrations of various sorts
Weddings/receptions

= =4 =8 =8 -8 -89
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7. Mention the list out some side stations tools

Ans.

E R I I I I R R

Salvers
Creamers

Wine chiller and stand

Coffee pots
Teapots

Ice buckets and tongs

Finger bowls
Cruet sets

Sugar bowl and tongs

Soup ladles
Butter dishes

Job Sheet -1.2

Job Title: Performing of restaurant set  -ups

Procedure:
Wear appropriate PPE for the Job.

1.

©Oo NG hA~®WDN

Follow OSH

Read provided specification sheet.
Identify & collect tools, equipment and materials as per specification sheet.
tools, equipment 6s

Prepare

Tables are set-up as per menus items in specification sheet.

Submit required evidence to the trainer / assessor.
Clean and store tools, equipment and materials as per standard.
Clean your workplace and dispose waste materials.

Specification Sheet -1.2

Job Title: Performing of restaurant set  -ups

and mater.i

To complete the above task, you will need to use the following PPE and menus items.

Food and Beverage ServicBMET

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1pc
Waiter cloth 1pc
Waiter shoes 1 pair
Pad 1pc
Pen 1pc
Lighter 1pc
Bottle opener 1pc
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For A-la-carte menu Quantity
Centre guide As required
Main knife As required
Main fork As required
Side plate As required
Glasses As required
For table déh*tel setting Quantity
Centre Guide As required
Main Knife As required
Main Fork As required
Fish Knife As required
Fish Fork As required
Soup Spoon As required
Side Plate As required
Side Knife As required
Dessert Spoon As required
Dessert Fork As required
Glasses As required
Serviette Fold As required
Table Accompaniments As required
Serviette Fold As required
For side station tools Quantity
Salvers As required
Creamers As required
Wine chiller and stand As required
Coffee pots As required
Teapots As required
Ice buckets and tongs As required
Finger bowls As required
Cruet sets As required
Sugar bowl and tongs As required
Soup ladles As required
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Information Sheet -3

Learning Outcome -3: Carry out closing tasks
Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:
3.1 Cleaning and storing soiled cutlery, crockery, glassware and others equipment in the
designated area
3.2 Sending soiled linen to laundry and collecting fresh linen
3.3 Disposing waste food as per standard.
3.4 Closing cash and preparing sales report
3.5 Maintaining communication logbook
3.6 Maintaining inventory and preparing requisition for the next day.
3.7 Switching off electrical appliances and locking doors and windows
3.1 Cleaning and storing soiled cutlery, crockery, glassware and others equipment in
the designated area
At the end of a service shift, all used items such as plates, utensils, glasses, and serving
equipment must be collected, properly cleaned, sanitized, dried, and returned to their correct
storage locations. This maintains hygiene, prevents cross-contamination, and ensures items
are ready for the next service.
Key Activities:
1. Collection
o Gather used tableware and equipment from dining areas and service stations.
o Use trays or carts for safe and efficient transport to the dishwashing area.
2. Pre-cleaning
o Scrape leftover food into waste bins.
o Rinse items under running water to remove residues.
3. Cleaning
o Use approved detergents and follow SOPs for dishwashing.
o Use a commercial dishwasher or three-compartment sink method:
A Wash (with detergent)
A Rinse (clear water)
A Sanitize (approved sanitizer or hot water above 77°C)
4. Drying
o Air-dry items on racks (never use towels to avoid contamination).
o Ensure items are completely dry before storage.
5. Storage
o Store cleaned items in designated cupboards, drawers, or racks.
o Stack items safely to prevent breakage or injury.
o Use labels or signs to identify storage areas if necessary.

Cutlery Clean & Storage Crookeries Clean & Storage
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Tools and Equipment Used:

| ltem | Purpose |
\Dishwashing machine HEfficient cleaning and sanitizing |
\Three—compartment sink HManual washing process |
IRacks and trolleys | Transport and air-drying of items |
\Scraper or brush HRemove food scraps before washing |
IGIoves and apron ||Personal hygiene and protection |

Safety and Hygiene Standards:
1 Follow food safety protocols to prevent contamination.
1 Change wash water regularly to maintain effectiveness.
f Use color-coded cleaning cloths and sponges.
1 Always wear PPE when handling soiled or hot items

3.2 Sending soiled linen to laundry and collecting fresh linen

After restaurant service, all used linen such as table cloths,
napkins, and service towels must be removed, sorted, and
sent for laundering. Fresh linen is then collected and stored
properly to ensure cleanliness and readiness for the next
service period.

Soiled linen is sent to laundry
Key Activities:
1. Removal of used linen
o Clear all tables and stations of used tablecloths, napkins, runners, and
service cloths.
o Fold or roll linen to prevent scattering food waste or debris.
2. Sorting and checking
o Sort soiled linen based on type (e.g., tablecloths, napkins, towels).
o Check for stains , tears, or missing items .
o Set aside damaged linen for repair or disposal as per SOP.
3. Transport to laundry
o Place soiled linen in designated laundry bags or hampers (color-coded if
applicable).
o Label bags if necessary (e.g., by outlet, date, linen type).
o Deliver to laundry room or hand over to external laundry service.
4. Collection of fresh linen
o Collect fresh, clean linen from the laundry room or delivery point.
o Inspect for cleanliness and quality before accepting.
o Count items to match requisition/return slips.
5. Storage
o Store fresh linen in clean, dry, ventilated cabinets or shelves.
o Organize by type and size for easy access.
o Use FIFO (First-In, First-Out) system to rotate stock.
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Types of Linen:

\ Linen Item H Use |
|Tab|ec|oth HCovers dining tables |
INapkin |Guest use during meals |
\Placemats Hlndividual table settings |
|Service towel HUsed by wait staff for carrying items |
\Tray cloth HLining trays for service |

Tools and Resources Used:

|Item ||Purpose |
|Laundry bag/bin ||Transporting soiled linen safely |
|Linen checklist ||Record of used and received linen |
|Clean linen cabinet ||Storage for fresh linen |
|PPE (gloves, apron) ||Hygiene and safety |

Safety and Hygiene Guidelines:
1 Always use gloves when handling soiled linen.
1 Do not mix soiled linen with clean or unused items.
{1 Avoid leaving linen on the floor or in damp areas.
T Sanitize hands and workstations after handling.

3.3 Disposing waste food as per standard

At the end of each shift or service period, all leftover or spoiled food k L et |
must be disposed of safely and hygienically, following the I \‘/ w
restaurant's food safety and environmental protocols. Proper !’ p 0N, 57 ~
disposal helps prevent contamination, manage pests, and comply Qf‘)' %
with health regulations. Waste Food Dispose
Key Activities:
1. Segregation of waste
o Separate biodegradable (food scraps) from non-biodegradable (plastic,
packaging).
o Use color-coded bins as per restaurant waste management policy.
o Identify recyclable and non-recyclable waste materials.
2. Handling of food waste
o Collect food scraps from prep areas, dining tables, and kitchen bins.
o Scrape off plates and bowls before washing.
o Avoid mixing food waste with chemicals, glass, or plastics.
3. Use of proper containers
o Use covered, leak -proof bins for food waste.
o Label waste containers clearly.
o Empty bins regularly to prevent overflow and odors.
4. Transport and disposal
o Transport waste to the designated disposal or composting area.
o Follow local health and sanitation guidelines.
o Coordinate with waste collection or composting services if applicable.
5. Cleaning and sanitization
o Clean and disinfect all bins and waste collection areas after disposal.
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o Sanitize hands and tools used in waste handling.
o Document any unusual waste (e.g., spoiled bulk food) in the waste log.

Workplace and Environmental Standards:

{1 Follow Hazard Analysis and Critical Control Point (HACCP) protocols.

1 Ensure all staff wear PPE during waste disposal.

1 Keep waste areas clean, well-lit, and pest-free.

1 Adhere to local regulations for commercial food waste disposal.

1 Encourage eco-friendly practices like composting or donation (if safe/legal)
3.4 Closing cash and preparing sales report >
At the end of the business day
sales records must be accurately tallied and documented. This
includes counting the cash in the register, reconciling it with the
sales recorded in the Point of Sale (POS) system, and submitting 7
daily reports to management. Cash Closing
Key Activities:

1. Cash Handling and Counting

o Retrieve cash drawer from POS or register.
o Count total cash: notes, coins, and vouchers.
o Separate float amount (opening balance) from total.
2. Sales Verification
o Check POS printouts or electronic records of daily sales.
o Match cash sales, card sales, and digital payments with actual receipts.
3. Cash Reconciliation
o Subtract float from the total cash to determine actual sales.
o Reconcile cash collected with sales on record.
o Note any discrepancies and investigate immediately.

4. Sales Report Preparation
o Generate end-of-day report from POS system.
o Summarize total sales by category (food, beverage, taxes, service charge).
o Record tips and staff discounts if applicable.

5. Documentation and Submission
o Fill out the Cash Closing Report Form and attach receipts.
o Hand over cash and documents to supervisor or accounting department.
o Ensure sales data is backed up or synced (if digital system used).

3.5 Maintaining communication logbook

A communication logbook is a written or digital record used to relay important information
between outgoing and incoming shifts. It helps maintain continuity of operations, track
unresolved issues, and record essential updates.
1 Maintain logbook in a central |l ocation (e.g.,

1 Write legibly, clearly, and factuallyd no slang or personal opinions.
19 Review previous shiftds entries before start.i
1 Protect confidentialityd do not disclose private staff or guest info unnecessarily.
Key Activities:
1. Record Shift Summary
o Document key activities completed during the shift.
o Include guest feedback, special requests, and VIP guest notes.
2. Note Pending Tasks
o List any unresolved issues or tasks to be followed up by the next shift.
o Include equipment malfunctions, missing items, or supply shortages.
3. Log Staff Updates
o Record staff absences, tardiness, or changes in duty roster.
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o Note any disciplinary or performance-related observations.
4. Customer Service Notes
o Record compliments, complaints, and incident reports.
o Include any notable interactions or situations needing review.
5. Signature and Time Stamp
o Staff must sign and time each entry for accountability.
o Supervisors may co-sign for validation.
Tools and Forms:

‘ Item H Purpose |
‘Communication Logbook HPrimary tool for recording shift-to-shift information |
Incident Report Form |For detailing accidents or customer complaints |
‘Daily Checklist Sheet HSupports entries in the logbook by tracking task completion |
‘Digital Shift Report (optional) HFor workplaces using tablets or POS-linked systems |

3.6 Maintaining inventory and preparing requisition for the next day.
Maintaining inventory and preparing requisition for the next day involves a systematic process
that ensures adequate stock levels are available for smooth operations.
Inventory maintenance refers to checking and recording available stocks of food items,
beverages, linen, cutlery, condiments, and other restaurant supplies.
Requisition is the process of requesting needed items from the store or purchasing
department to ensure uninterrupted service for the next day.
Conduct inventory at the same time daily (usually end of shift).
Maintain neat and accurate records.
Avoid overstocking and understocking.
Submit requisitions before closing to ensure morning availability.
Keep sensitive items (alcohol, expensive cutlery) under controlled inventory.
Key Activities:
Check Inventory
Review current stock of dry and perishable items.
Check tools, utensils, cutlery, glassware, condiments, napkins, etc.
Identify shortages, expired items, or damaged stock.
Record Stock Level
Use standard inventory sheets or digital systems.
Record quantities on hand for each item.
Note discrepancies from expected stock levels.
Prepare Requisition
Fill out requisition forms for items that are low or unavailable.
Include item name, quantity required, and urgency.
Submit to the appropriate authority (storekeeper, supervisor, or purchasing officer).
Follow FIFO Principle
"First In, First Out" to ensure older stock is used before newer stock.
Helps minimize waste due to spoilage or expiration.
Coordinate with Store Room or Kitchen
Confirm item availability with the store or chef-in-charge.
o Clarify substitutions if specific items are unavailable.
Sample Requisition Entry:

=A =4 =4 -4 -4
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Date H ltem H Unit HQty Needed H Purpose HRequested By HApproved By
18/07/25 White pcs 10 Breakfast Service R. Karim M. Rahman
Tablecloths
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| Date H Item H Unit HQty Needed “ Purpose “Requested By HApproved By |

|18/07/25 H Bottled Water HcasesH 5 “ Guest Rooms “ R. Karim H M. Rahman |

3.7 Switching off electrical appliances and locking doors and windows

After restaurant operations are completed, all electrical appliances must be properly
turned off , and the premises must be secured by locking all windows and doors to ensure

safety, prevent fire hazards, and protect property.

il
il
f

f
f

== 04 =

Follow the closing checklist for appliances and doors. e /ml

Only authorized personnel should lock main exits. gt Al
Document all actions in the communication or handover

logbook. Electric power switched off
Coordinate with security personnel for premises handover, if

applicable. -

Prevent electrical fires or short circuits by ensuring proper

shutdown. | S
Avoid energy wastage by turning off unused appliances.

Prevent theft and intrusion through proper locking procedures.  Window Closed

Key activities:
1. Turn off all electrical appliances

o Switch off kitchen equipment (toasters, coffee machines, juicers).
o Turn off dining area equipment (air conditioning, lights, music system).
o Ensure refrigerators/freezers that must remain on are not turned off mistakenly.
o Unplug small appliances if required by safety protocols.
Check power isolation points
o Inspect main switchboards if accessible.
o Switch off non-essential circuits where applicable.
Secure windows
o Close and lock all accessible windows.
o Ensure there are no open gaps or faulty locks.
o Report any damage or broken latches.
Lock all doors
o Lock storerooms, dining area exits, and internal doors as per sop.
o Use keys or access cards as per the hotel or restaurant's policy.
o Document who performs the final lock-up in the logbook or checklist.
Final premises inspection
o Do a walk-through to verify all areas are clean, clear, and secure.
o Ensure all guests and staff have exited.
o Check for any potential safety hazards.

Checklist example:

\ Item H Status H Remarks \
‘Coffee machine H Off H N ‘
‘Air conditioner H Off H N ‘
‘Lights (dining area) H Off H N ‘
Windows (left wing) Locked N
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\ Item H Status H Remarks \
‘Kitchen back door H Locked “ N ‘
‘Main door H Locked “ N ‘
[Freezers | ON (OK) | Not switched off |
\Logbook entry completed H Yes || By: R. Karim \
Self-check -3

Questions:

1. What are the steps of cleaning and storing of soileditte@staurant?

2. Why need to maintain clean and clear restaurant?

3. What are the stages of cleaning crockery and cutlery?

4. What are the points to remember when washing glasses?

5. What are the types of Linen used in restaurant?

Answer Key -3

1. What are the steps of cleaning and storing of soiled item in restaurant?

Ans. At the end of a service shift, all used items such as plates, utensils, glasses, and
serving equipment must be collected, properly cleaned, sanitized, dried, and returned to
their correct storage locations. This maintains hygiene, prevents cross-contamination, and
ensures items are ready for the next service.

Key Activities:

a s R

Collection
Pre-cleaning
Cleaning
Drying
Storage

2. Why need to maintain clean and clear restaurant?

Ans. Once all the main end of shift tasks has been completed, it is now time to ensure that
the service area and items are clean and tidy for the next shift.
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3. What are the stages of cleaning crockery and cutlery
Ans.
Rinse with warm water to remove loose dirt
Wash with a detergent
Rinse again to remove the detergent and debris
Apply a sanitiser. Sanitisers are chemicals designed to kill bacteria
Rinse to remove the sanitiser
Allow to air dry.

= =4 -8 —a -8 -8

4. What are the points to remember when washing glasses?

Ans.

The correct wash cycle is chosen

No slices of lemon etc. are allowed to block up the plug hole in the glass washing machine
The temperature of the water being used is a minimum of 70°C

The machine is being supplied with the appropriate glass washing detergent, appropriately
diluted (where applicable).

= =4 =4 =4

5. What are the types of Linen used in restaurant?

Ans. Types of Linen and their uses:

Linen Item luse |
‘Tablecloth HCovers dining tables |
Napkin |Guest use during meals |
‘Placemats Hlndividual table settings |
‘Service towel HUsed by wait staff for carrying items |
‘Tray cloth HLining trays for service |
e The End
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Module -2

MODULE TITLE: APPLYING FOOD SAFETY PROCEDURE
Unit Code: SICIP -THS-FBS-02-O

FOOD SAFETY
POLICY

Skills for Industry Competitiveness and Innovation Program (SICIP)
Finance Division, Ministry of Finance
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Module 1 2
Module Title: Applying food safety procedure

Unit Code: SICIP- THS -FBS-02-O Nominal Hours: 40 hrs.

Module Descriptions:

This module covers the knowledge, skills, and attitudes required to apply food safety
procedure. It specifically includes interpreting procedures for food safety, interpreting food and
beverage storage procedure and maintaining a clean environment.

Learning Outcome:
After completing this module, trainee will be able to:

1. Interpret procedures for food safety.
2. Interpret food and beverage storage procedure.

3. Maintain a clean environment.

Assessment Criteria:

1.1 Relevant documents are identified and used according to organizational
requirements.

1.2 Food safety policies and procedures are followed.

1.3 Allfood hazards and critical control points are identified.

1.4 Food safety monitoring process is interpreted and followed.

1.5 Deuviation (if any) in food safety process is reported to the authority concerned.

1.6 Food and beverage storage conditions are selected as per specific food and beverage
type.

1.7 Food and beverage are stored as per environmental conditions.

1.8 FIFO and LIFO methods are maintained as required.

1.9 Temperature is maintained as per category of food and beverage during storage.

1.10 Equipment, surface and utensils are cleaned and sanitized as per workplace
standard.

1.11 Appropriate containers are used.
1.12 Chipped and broken items are disposed and reported.

1.13 Food handling areas are maintained by avoiding animals and pests as per workplace
procedures.

48|Page
Food and Beverage ServicBMET



Information Sheet -1
Learning Outcome -1: Interpret procedures for food safety.

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:

1.1 Relevant documents

1.2 Food safety policies and procedures
1.3 Food hazards and critical control points
1.4 Food safety monitoring process

1.5 Report deviation in food safety process
1.1 Relevant documents :
A relevant document is any document that contains information necessary for a specific
purpose, task, process, or decision within an organization. It is directly connected to the
objectives or requirements of the organization and is useful for ensuring compliance,
supporting operations, or guiding actions. Relevant documents can include policies,
procedures, guidelines, reports, contracts, or any other type of written material that serves to
provide essential information or meet regulatory, legal, or organizational standards.
In essence, a relevant document must;

A Be applicable to the subject at hand.

A Meet organizational standards (e.g., format, approval).

A Provide actionable or required information for achieving specific goals or requirements.

Examples of relevant documents (depending on the context):

Policies and procedures
Standard operating procedures (SOPS)

il
il
f Contracts and agreements
1 Safety checklists

!

Project plans or timelines

T Training records
1.2 Food Safety Policies and Procedures:
Food safety policies and procedures refer to the set of rules, regulations, and practices that
are implemented within food establishments to ensure the health and safety of consumers.
These policies and procedures aim to minimize the risk of foodborne illness by managing
potential hazards at all stages, from food production to consumption.
Key components of food safety policies and procedures:

1. Personal Hygiene : Ensuring that food handlers practice proper handwashing, wear
appropriate clothing, and maintain cleanliness.

2. Temperature Control : Ensuring food is stored and cooked at safe temperatures to
prevent bacterial growth.

3. Cross -Contamination Prevention : Using separate equipment and surfaces for raw
and cooked foods to avoid contamination.

4. Cleaning and Sanitizing : Regular cleaning of food preparation areas, utensils, and
equipment to prevent contamination.
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5. Food Storage : Ensuring that food is stored in proper conditions (e.g., refrigeration,
proper sealing) to maintain freshness and prevent spoilage.

6. Monitoring and Documentation : Regular checks and documentation to ensure food
safety standards are consistently met.
By adhering to these policies and procedures, businesses ensure food is safe for
consumption, reducing the risk of health issues.

Food Safety Policies:

The Food Act 1984 aims to reduce the incidence of food borne illness by ensuring that food
manufactured, transported, sold, prepared and stored is safe, unadulterated, fit for human
consumption and will not cause food poisoning.

The five key principles of food hygiene according to pa—

WHO, are: i T i Toad sdtees

heakh cddinas pogivh hazards sfor AL
A Prevent contaminating food with pathogens “Foutnts "'“"” - han dlmgco’ns%m.m

spreading from people, pets, and pests. 3?‘5 f ;_sa etvmness
A Separate raw and cooked foods to prevent --:-labo'aru!\lyg Ne ing ctinn::'.'m;.n

oodborne |lingss weler
contaminating the cooked foods. "-'-"::T"--.W °:'°' T e
A Cook foods for the appropriate length of T T T

time and at the appropriate temperature to

kill pathogens. FUUD SAFEW

A Store food at the proper temperature. PUI.ICY
A Use safe water and safe raw materials.

1.3 Food hazards and critical control points:
To transform the traditional, largely qualitative hazard analysis critical control point (HACCP)
system into a fully quantitative one, critical control points (CCPs) have been defined as
‘operations (practices, procedures, processes, etc.) at which control should be exercised to
achieve a quantifiable reduction in a hazard, or its stabilization, that leads to an acceptable,
safe food product. An approach is presented here that permits identification of appropriate
guantitative CCPs. It is based on a list of operations that are known to reduce or stabilize
microbial populations in food processing. The relevant operations are determined for a
particular food product.
Examples of CCPs may include:

A Thermal process
Chilling
Chemical testing
Biological hazard detection
Formulation control
Testing product for physical hazard

> > > > >
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Food Safety Hazard

Food safety hazards can badly affect the food
we eat; they can cause harm such as food
borne illnesses, injuries and allergic reactions.
Hazards can affect food safety throughout the

entire supply chain. FOOD SAFETY

Types of Hazards: HAZARDS

There are four types of workplace hazard such
as:

A Physical hazards.
A Biological hazards.
A Chemical hazards.
A Ergonomic hazards.
Physical Hazards:
Physical hazards are substances or activities that
threaten your physical safety. They are the most
common and are present in most workplaces at one time
or another. These include unsafe conditions that can
cause injury, illness and death.

Examples: Slips, Trips, Falls, Electricity, Noise, Vibration, Radiation, Heat, Cold and Fire

Biological hazard:

A biological hazard is a biological substance that Ss==SS — @«,f} © =
poses a threat to the health of living organisms, s S : \ﬁ\\}a =
primarily humans. This could include a sample of a = il WGPy

microorganism, virus or bacteria that can adversely o 4 s
affect human health. o o}

Examples: Mold and Fungi, Blood and Body Fluids, Sewage, Airborne pathogens such as the
common cold, Stinging insects, Harmful plants, Animal and Bird Droppings.

Chemical Hazard:

Chemical hazards in food include toxic substances that
may be produced naturally or those that are added
intentionally or unintentionally to food products.

Examples: Ammonia, Chlorine, Cleaning chemicals,
Disinfectants, Gas cylinders, Glues, Lead and Paint.

Ergonomic Hazard:
An ergonomic hazard is a factor in a work, or other environment

that could cause damage to the human musculoskeletal system. L3 e
These hazards include repetitive strain injury, discomfort in an 2.:'.:« ‘EJ
office chair or desk, poor design of a particular job or task at a ~
workplace that causes injury, manual handling of heavy loads, and =y
anything in the environment that leads to uncomfortable or _-KE

unnatural body positioning that can lead to injury.

Examples: Repetitive movements, Vibration, Temperature extremes, Awkward postures
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Cross Contamination:

Cross contamination is the transfer of bacteria from
contaminated foods (usually raw) to ready to eat foods by
either direct or indirect contact.

Critical Control Points (CCPs):

Critical Control Points (CCPs) are specific stages in the food production or processing process
where control can be applied to prevent, eliminate, or reduce food safety hazards to an
acceptable level. CCPs are part of a broader food safety system, such as the HACCP (Hazard
Analysis and Critical Control Points) system, which focuses on identifying and managing food
safety risks.

HACCP

Hazard analysis and critical control points is a well-known and used food safety
management system. It can be used effectively in all sizes and types of food business.

I'ts main aim is to focus attention on CCPO&6s in

situations do not occur which could make the food unsafe to eat. Each step in the food
production process must be analyzed to identify points at which something could go wrong
and then procedures must be put in place accordingly. There are seven principles of HACCP
as following:
Seven principles of HACCP

A Conduct a hazard analysis
A ldentify critical control points (CCP)
Establish critical limits for each CCP
Establish CCP monitoring requirements
Establish corrective actions
Establish verification procedures.

A Establish record keeping procedures
Examples of CCPs include cooking temperatures, refrigeration, pasteurization, and packaging
processes. Identifying CCPs is crucial in ensuring the overall safety of food products.
Receiving:
Hot food should arrive hot, and cold food should arrive cold. Food should not be kept at room
temperature for more than 2 hours, or 1 hour if the outside temperature is 32°C or warmer.
During delivery, hot and cold foods should be kept separate from each other.
Storing:
Keep high-risk food at 5 °C or below or above 63 °C to avoid the temperature danger zone
and food poisoning. Store food in suitable, covered containers. Always wrap or cover food and
don't store ingredients in un-sanitized containers or with cleaning materials. Keep raw meat,
poultry, and seafood separate from ready-to-eat food.
Preparing:
Always wash your food, hands, counters, and cooking tools. Wash hands in warm soapy water
for at least 20 seconds. Do this before and after touching food. Wash your cutting boards,
dishes, forks, spoons, knives, and counter tops with hot soapy water. Do this after working
with each food item. Use separate chopping board in preparing foods such as:
Green: fruits and vegetables
White: bakery and dairy products
Processing:
Keep raw foods to themselves. Germs can spread from one food to another.

> > > > >
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Keep raw meat, poultry, seafood, and eggs away from other foods. Do this in your shopping
cart, bags, and fridge. Do not reuse marinades used on raw foods unless you bring them to a
boil first. Use a special cutting board or plate for raw foods only.

Foods need to get hot and stay hot. Heat kills germs. Cook to safe temperatures:

Use a food thermometer to make sure that food i s
Displaying:

Put food in the fridge right away.

2-Hour Rule: Put foods in the fridge or freezer within 2 hours after cooking or buying from the
store. Do this within 1 hour if it is 90 degrees Celsius or hotter outside.

Packaging:

Pack perishable food items to minimize spilling and maximize temperature retention. Start with
plastic zippered bags or plastic containers with secure lids. Wrap each smaller container with
more plastic wrap or with aluminum foil to keep the temperature in and to prevent spillage.
Serving:

Use proper hand washing procedures. If plastic gloves are worn, hands should be washed
before serving them.

Use clean and sanitized utensils and cutting boards when serving food.

Transporting:

For transporting frozen food items use enough ice to keep food in the cooler at 0 °C) or below.
Add more ice to the cooler as it begins to melt. A full freezer will hold the temperature for
approximately 48 hours.

Transfer hot food items into glass containers, which holds heat better than plastic. Wrap foods
like breads, meatloaf or sliced chicken in foil as an alternative to using glass containers. Wrap
towels around each glass container or foil-wrapped package.

Disposing:

Whether cooking or eating out, people tend to waste a lot of food. Throwing out food
responsibly is important, because when food rots, it releases methane, a greenhouse gas that
is dangerous to the environment. Dispose of food recycling and composting organic materials,
and giving away what you can to charity, and putting other food in the trash.

1.4 Food safety monitoring process:

Food safety monitoring is the mechanism by which we regularly check to see that food safety
hazards are under control, procedures are being correctly implemented and food safety
compliance is followed. This type of monitoring is deeply embedded in food safety legislation
around the world. The food safety monitoring process involves regular checks to ensure that
food is stored, prepared, and served safely to prevent contamination and spoilage. Here is a
brief description in the context of the points:

Temperature of Cold and Hot Storage Equipment

Regularly monitor and record the temperatures of refrigerators, freezers, and hot holding units

to ensure they stay within safe ranges (cold sto
bacterial growth and ensures food safety.

Food Temperatures Using a Temperature Probe

Use a calibrated temperature probe to check the internal temperatures of cooked or stored

food, ensuring they meet the required safe temperatures (e.g., 75°C for poultry). This step

ensures that the food is safe for consumption.

Checking Appropriate Time Limits of Stored Foods
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Implement and follow time limits for food storage based on type and safety guidelines. Regular
checks are made to ensure that foods are used within their recommended shelf life to avoid
contamination or spoilage.

Visual Examination of Food for Quality Review

Conduct visual inspections of food to detect any signs of spoilage, such as discoloration, mold,
or unusual texture. This helps identify food that is unfit for consumption, ensuring only quality
food reaches consumers.

Bacterial Swabs and Counts

Perform bacterial swabs on food surfaces, utensils, and equipment to test for the presence of
harmful bacteria. This monitoring helps ensure hygiene standards are maintained and that
cross-contamination is avoided.

Chemical Tests

Regular chemical tests are conducted on food to detect harmful substances like pesticides,
allergens, or contaminants. This ensures food safety and compliance with regulatory
standards, particularly for processed or imported foods.

These monitoring processes together create a comprehensive approach to ensuring food
safety throughout the storage, preparation, and serving stages.

Checking Expiry date

Checking the expiry date of a product is important for ensuring its safety, effectiveness, and
guality. Here is how you can check the expiry date for different products:

Food Products:

Look for the "Best Before" or "Use By" date printed on the packaging.

Check for any changes in texture, color, or smell. Expired food can pose health risks.
Medicine:

Check the expiry date printed on the label or packaging. Using expired medications can be
harmful as they may lose effectiveness or cause adverse effects.

Cosmetics:

Many cosmetics have a "PAQ" (Period After Opening) symbol that indicates how many months
the product is safe to use after opening. Additionally, the expiry date is often printed on the
packaging.
Electronics:

Some electronics (like batteries) will have an expiry or manufacturing date. It's important to
check this as old batteries can lose charge or perform poorly.

Other Products:

Always check the label or packaging for an expiration or manufacturing date. For items like
cleaning products or supplements, expiry dates ensure you're getting effective results.

1.5 Deviations in food safety processes:
Deviations in food safety processes refer to any variations or departures from established food
safety protocols, procedures, or standards that could lead to potential hazards, contamination,
or unsafe food practices. These deviations can occur at various stages of food handling, from
production to distribution, and may affect the quality and safety of food products. Here are
some common types of deviations in food safety processes:

A Improper Temperature Control
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Cross-Contamination

Inadequate Personal Hygiene

Improper Pest Control

Incorrect Use of Chemicals and Cleaning Agents
Inconsistent or Incomplete Food Labeling
Improper Handling of Allergens

Failure to Follow HACCP Guidelines

Improper Packaging and Storage

Lack of Staff Training

D B D DD D D D

Here is a sample of report format on deviations in food safety processes

To: [Authority Name]
From: [Your Name / Your Position]
Date: [Date]

Subject: Report on Deviations in Food Safety Processes

1. Introduction

This report outlines the deviations observed in the food safety processes at [name of
facility/restaurant/store], which were detected during the recent [inspection/audit/monitoring
period] conducted on [date]. The purpose of this report is to bring these deviations to the
attention of the relevant authorities to ensure corrective measures are taken promptly to
prevent any potential health risks to consumers and maintain compliance with food safety
regulations.

2. Summary of Deviations

The following deviations from the established food safety protocols and standards were
identified during the inspection:

2.1 Improper Temperature Control

Deviation: During the inspection, several food storage areas, particularly the refrigerator, were
found to be set at temperatures above the recommended 40°F (4°C). The internal temperature
of some cooked food items was also recorded below the required minimum of 165°F (74°C).

Impact: This deviation can promote the growth of harmful bacteria such as Salmonella,
Listeria, and E. coli, which can lead to foodborne illnesses.

2.2 Cross -Contamination

Deviation: Raw meats and ready-to-eat vegetables were found to be stored together in the
same fridge compartment, without adequate separation. Additionally, the same cutting boards
and utensils were used for both raw meats and vegetables.

Impact: This poses a high risk of cross-contamination, especially with pathogens that may not
be destroyed through further cooking, leading to foodborne illnesses.

2.3 Inadequate Personal Hygiene

Deviation: Some food handlers were observed not washing their hands after handling raw
ingredients, before food preparation, and after using the restroom. Several staff members
were not wearing gloves while handling ready-to-eat foods.

Impact: The lack of proper hygiene can lead to the transmission of harmful microorganisms
from the handlers' hands to the food, increasing the risk of contamination.

2.4 Failure to Follow Allergen Management Protocols

Deviation: There was a lack of clear allergen labeling on several packaged foods, and no clear
separation was noted for allergenic ingredients during food preparation. Staff members also
failed to follow procedures for preventing cross-contact with allergens.

Impact: This is particularly concerning for customers with food allergies, as it could result in
severe allergic reactions.

2.5 Inconsistent or Incomplete Food Labeling
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Deviation: Many products did not include proper expiry or best-before dates on their
packaging, and allergen information was incomplete or missing.

Impact: Incorrect labeling may mislead consumers about the safety and freshness of the
product, leading to potential health risks.

2.6 Improper Pest Control

Deviation: Evidence of pests was found in the storage area, and some food packaging showed
signs of rodent activity. Pest control measures appeared insufficient.

3. Recommendations for Corrective Action

In order to mitigate the risks associated with the above deviations, the following corrective
actions are recommended:

Temperature Control:

Ensure that all refrigeration units and cooking equipment are regularly calibrated to maintain
the proper temperature.

Install temperature monitoring devices that provide real-time alerts to staff when deviations
occur.

Cross -Contamination Prevention:

Implement strict segregation of raw and ready-to-eat foods in storage areas.

Establish dedicated utensils and cutting boards for raw meat and vegetables.

Conduct periodic training on proper cross-contamination prevention practices.

Personal Hygiene Improvement:

Reinforce hand-washing procedures by providing adequate signage and regular reminders to
staff.

Ensure food handlers wear gloves while handling ready-to-eat food items, and establish
regular hygiene audits.

Allergen Management:

Implement clear and consistent allergen labeling on all food packaging.

Train staff on the proper handling of food allergens and provide dedicated areas for the
preparation of allergen-free foods.

Food Labeling Compliance:

Review and update all product labels to include accurate and clear expiry or best-before dates
and allergen information.

Regularly audit food labeling to ensure compliance with food safety regulations.

Pest Control Improvement:

Increase the frequency of pest inspections and implement more effective pest control
measures.

Secure food storage areas with sealed packaging and pest-proof containers.

4. Conclusion

The deviations observed in the food safety processes at [name of facility] present significant
risks to consumer health and safety. It is crucial that these issues are addressed promptly to
ensure the safety of all food products and compliance with food safety regulations. The
recommended corrective actions should be implemented as soon as possible, and regular
monitoring should be conducted to prevent future deviations.

We urge the relevant authorities to review these issues and provide further guidance or
assistance to help correct these deviations in a timely manner.

Submitted by :

[Your Name]

[Your Position]

[Your Contact Information]
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Self-Check Sheet 1 2.1

Questions:

1. What do you mean by relevant document in accordance with organization
requirements?
2. What are the Key components of food safety policies and procedures?

3. What are the key principles of food hygiene according to WHO?
4.  Describe about the types of food safety hazard?

5.  What are the examples of critical control points (CCPs)?

6.  Write down the 7 principles of HACCP.

7.  Why Food safety monitoring is important?

8.  What are common types of deviations in food safety processes:
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Answer Key 1 2.1

Answers:
1. What do you mean by relevant document in accordance with organization
requirements

Ans. Arelevantdocument is any document that contains information necessary for a specific
purpose, task, process, or decision within an organization. It is directly connected to the
objectives or requirements of the organization and is useful for ensuring compliance,
supporting operations, or guiding actions. Relevant documents can include policies,
procedures, guidelines, reports, contracts, or any other type of written material that serves to
provide essential information or meet regulatory, legal, or organizational standards.

2. What are the Key components of food safety policies and procedures?

Ans: Key components food safety policies and procedures:

1. Personal Hygiene: Ensuring that food handlers practice proper handwashing, wear
appropriate clothing, and maintain cleanliness.

2. Temperature Control: Ensuring food is stored and cooked at safe temperatures to
prevent bacterial growth.

3. Cross-Contamination Prevention: Using separate equipment and surfaces for raw
and cooked foods to avoid contamination.

4. Cleaning and Sanitizing: Regular cleaning of food preparation areas, utensils, and
equipment to prevent contamination.

5. Food Storage: Ensuring that food is stored in proper conditions (e.g., refrigeration,
proper sealing) to maintain freshness and prevent spoilage.

6. Monitoring and Documentation: Regular checks and documentation to ensure food
safety standards are consistently met.

By adhering to these policies and procedures, businesses ensure food is safe for
consumption, reducing the risk of health issues.

3. What are the key principles of food hygiene according to WHO?
Ans: The five key principles of food hygiene, according to WHO, are:

1 Prevent contaminating food with pathogens spreading from people, pets, and
pests.
1 Separate raw and cooked foods to prevent contaminating the cooked foods.
1 Cook foods for the appropriate length of time and at the
appropriate temperature to kill pathogens.
1 Store food at the proper temperature.
1 Use safe water and safe raw materials.
4. Describe about the types of food safety hazard?
Ans. Food safety hazards can badly affect the food we eat; they can cause harm such as food

borne illnesses, injuries and allergic reactions. Hazards can affect food safety throughout the
entire supply chain.

Types of Hazards:
There are four types of workplace hazard such as:
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Physical hazards.
Biological hazards.
Chemical hazards.
A Ergonomic hazards.

> > >

Physical Hazards:

Physical hazards are substances or activities that
threaten your physical safety. They are the most
common and are present in most workplaces at one time
or another. These include unsafe conditions that can
cause injury, illness and death.

Examples: Slips, Trips, Falls, Electricity, Noise, Vibration, Radiation, Heat, Cold and Fire
Biological hazard:

A biological hazard is a biological substance that =2
poses a threat to the health of living organisms,
primarily humans. This could include a sample of a f
microorganism, virus or bacteria that can adversely
affect human health.

Examples: Mold and Fungi, Blood and Body Fluids, Sewage, Airborne pathogens such as the
common cold, Stinging insects, Harmful plants, Animal and Bird Droppings.

Chemical Hazard:

Chemical hazards in food include toxic substances that

may be produced naturally or those that are added
intentionally or unintentionally to food products.

Examples: Ammonia, Chlorine, Cleaning chemicals,
Disinfectants, Gas cylinders, Glues, Lead and Paint.

Ergonomic Hazard:

An ergonomic hazard is a factor in a work, or other environment
that could cause damage to the human musculoskeletal system. 2:_:,‘.'( J
These hazards include repetitive strain injury, discomfort in an =
office chair or desk, poor design of a particular job or task at a X0y w1
workplace that causes injury, manual handling of heavy loads, and __(t =

anything in the environment that leads to uncomfortable or
unnatural body positioning that can lead to injury.

Examples: Repetitive movements, Vibration, Temperature extremes, Awkward postures
5. What are the examples of critical control points (CCPs)?
Ans. The examples of critical control points (CCPs) are:

a. Thermal process,

Chilling,

Chemical testing.

Biological hazard detection.
Formulation control,

-~ 0o a0 o

Testing product for physical hazards
6. Write down the 7 principles of HACCP
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Ans: Seven principles of HACCP are:

Conduct a hazard analysis.
Identify critical control points.
Establish critical limits.

Establish monitoring procedures.
Establish corrective actions.

-~ 0o a0 o

Establish verification procedures.

g. Establish record-keeping procedures.
7. Why Food safety monitoring is important?
Ans. Food safety monitoring is the mechanism by which we regularly check to see that food
safety hazards are under control, procedures are being correctly implemented and food safety
compliance is followed. This type of monitoring is deeply embedded in food safety legislation
around the world. The food safety monitoring process involves regular checks to ensure that
food is stored, prepared, and served safely to prevent contamination and spoilage.

8. What are some common types of deviations in food safety processes?
Ans. Here are some common types of deviations in food safety processes:

Improper Temperature Control
Cross-Contamination

Inadequate Personal Hygiene

Improper Pest Control

Incorrect Use of Chemicals and Cleaning Agents
Inconsistent or Incomplete Food Labeling
Improper Handling of Allergens

Failure to Follow HACCP Guidelines

Improper Packaging and Storage

Lack of Staff Training

p N S SN S S N N S
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Activity Sheet - 2.1

Task: Identify the Food Hazard and write their Characteristic.

Instructions:

Read and understand the directions carefully:

competency in Apply food safety procedure

A this practical demonstration is based on the performance criteria from all or some of the units of

A this assessment activity will be used to measure your underpinning skills
A you will have fifteen (15) minutes to familiarise yourself with the resources to be used
A you have one (1) hour to complete this demonstration

Procedure:

Read the specification information provided

Perform the task within the given time

>y > By >

Observe and wear personal protective equipment (PPE) as required for the task to be performed
Collect all materials needed to complete the task

Observe and follow all health and safety (OHS) requirements at all times

Job Specification Information:

A Check for the picture very carefully.

A Collect required supplies, materials, tools and equipment required for the job.

A ldentify the hazard and put the name into the second blank column.
A Write the characteristics of that hazard and put into the third blank column.

Drawing, Plan, Diagram or Sketch:

SL Picture of Manus

Type of Hazard

Characteristics of
that Hazard

Food and Beverage ServicBMET
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Resources Required:

Tools: Job sheet and specification sheet
Equipment: N/A

Machinery: N/A

Materials: Pen, Pencil sb
PPE: Apron, Hand gloves and Musk

Food and Beverage ServicBMET
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Information Sheet -2

Learning Outcome - 2: Interpret food and beverage storage procedure

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:

2.1 Food and beverage storage conditions

2.2 Food and beverage type

2.3 Store food and beverage as per environmental conditions

2.4 FIFO and LIFO methods

2.5 Maintaining Temperature of storage as per category of food and beverage
2.1 Food and beverage storage conditions
There are three types of food storage options: dry storage refers to the storing of items which
don't require a climate-controlled environment; refrigerated storage is defined as foods that
require storage at a cool temperature, but not a freezing temperature; and frozen food storage,
which are foods that are required.
Maintain dry storage temperatures between 50° and 70° F. Freezers must keep food frozen
solid with an internal temperature of 0° F at most. Keep temperatures between 32° and 40° F
in refrigeration units to prevent bacterial growth. Hot storage must keep food at a minimum of
140° F.
Five (5) principles of safe food storage -

a) Keep high-risk food at 5 °C or below or above 60 °C to avoid the temperature danger
zone and food poisoning.

b) Store raw foods below cooked foods.

c) Store food in suitable, covered containers.

d) Avoid refreezing thawed foods.

e) Check and observe the use-by dates on food products.
f) Take special care with high-risk foods.

2.2 Food and beverage type:
It seems like you have outlined a classification of food, beverages, and water. Here is an
expanded description of each category for better understanding:
Food
Food can be divided into two items. Such as:
A Perishable Items
A Non-Perishable items
Perishable Items
These are foods that have a short shelf life and require refrigeration or freezing to prevent
spoilage. They are highly prone to contamination and spoilage from bacteria, mold, and other
microorganisms.
Examples:

1 Fresh meat (e.g., beef, chicken, pork)
1 Dairy products (e.g., milk, cheese, yogurt)
1 Fresh fruits and vegetables
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1 Fish and seafood

T Eggs
Non-perishable Items
These are foods that have a long shelf life and do not require refrigeration. They can be stored
for extended periods at room temperature without spoiling or losing nutritional value.
Examples:

Canned foods (e.g., beans, vegetables, soups)
Dry grains (e.g., rice, pasta, oats)
Cereals and dry snacks

l
il
il
71 Dried fruits and nuts

1 Powdered milk and other dry ingredients
Beverage
Beverages are liquids intended for drinking, ranging from water-based drinks to juice and
carbonated soft drinks.
Fresh Fruit
Fresh fruit juices are typically made by extracting the liquid from fresh fruits. They are nutrient-
dense and often rich in vitamins and antioxidants.

Examples:

1 Orange juice

1 Apple juice

1 Grapefruit juice

1 Mango juice
Storage: Fresh fruit juices should be consumed quickly or stored under refrigeration to prevent
spoilage.
Canned Juice
Canned juices are fruit juices that have been processed and sealed in cans for long-term
storage. They often have preservatives and may be pasteurized to extend shelf life.
Examples:

1 Canned orange juice

1 Canned pineapple juice

1 Canned apple juice
Storage: Canned juices have a longer shelf life and can be stored at room temperature until
opened.
Soft Drink
Soft drinks are carbonated beverages that usually contain sugar or artificial sweeteners,
flavoring agents, and carbonated water. They are non-alcoholic.

Examples:
1 Cola
1 Lemon-lime sodas
1 Root beer

1 Energy drinks
Storage: Soft drinks are generally stored at room temperature but should be consumed quickly
once opened to maintain their fizz.

Water
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Water is a vital beverage and essential for hydration. It can be consumed directly or used as
a base for other beverages.
Types of Water :

1 Tap water: Supplied by local utilities, treated for safety.
1 Bottled water: Commercially bottled and sold for convenience.
1 Mineral water: Contains minerals beneficial to health.

1 Spring water: Sourced from natural springs, often bottled.
Storage: Water should be stored in clean, cool conditions to avoid contamination.
This classification helps to categorize various food, beverage, and water items based on their
characteristics, shelf life, and storage needs.
2.3 Food and beverage are stored as per environmental conditions:
Raw food and cooked food should be stored separately in the fridge. Bacteria from raw food
can contaminate cold cooked food, and the bacteria can multiply to dangerous levels if the
food is not cooked thoroughly again. Always store raw food in sealed or covered containers
at the bottom of the fridge.
Food and supplies in dry storage areas should be stored 6" off the floor, away from walls, and
kept at a temperature between: 50 to 70 degrees F at a humidity around 50%.An air
temperature of 45 degrees F or below and kept in cold storage until they are used.
2.4 FIFO and LIFO methods
FIFO (First In, First Out) and LIFO (Last In, First Out) are inventory management methods
used to determine the order in which goods are sold or used.
FIFO (First In, First Out)
FIFO is an inventory management method where the first items to be added to the inventory
are the first ones to be sold or used. In other words, the oldest inventory items are sold or
used first.
Key Points of FIFO:

Older Items First : The oldest stock is sold or used before newer stock.

Suitable for Perishable Goods : FIFO is particularly useful for businesses dealing
with perishable items (like food and medicines) where older stock needs to be used
before it spoils.

1 Impact on Financial Statements : In times of rising prices, FIFO results in lower cost
of goods sold (COGS) and higher inventory value, leading to higher profits and taxes.

Example : In a grocery store, FIFO ensures that the older milk cartons are sold before the
newer ones.

LIFO (Last In, First Out)

LIFO is an inventory management method where the most recent items to be added to the
inventory are the first ones to be sold or used. In this case, the newest stock is sold or used
first.

Key Points of LIFO:

1 Newer Items First : The most recent inventory items are sold or used before older
ones.

{1 Less Suitable for Perishable Goods : LIFO is generally not used for perishable items
as it could lead to older items going unsold and potentially spoiling.
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f Impact on Financial Statements : In times of rising prices, LIFO results in higher cost
of goods sold (COGS) and lower inventory value, leading to lower profits and taxes.
Example : In a construction company, LIFO may be used for raw materials where the
most recently purchased items are used first.

Comparison:

Method Inventory Order Cost of Goods Sold (COGS) Impact on Profit

FIFO  Oldest first Lower COGS Higher profits in inflationary times
LIFO  Newest first Higher COGS Lower profits in inflationary times

Both methods have their pros and cons depending on the type of inventory and financial
reporting needs.

2.5 Temperature is maintained as per category of food and beverage during storage.
Maintaining the correct temperature for different categories of food and beverages during
storage is essential to ensure food safety, preserve quality, and prevent contamination. Here
is a breakdown of the ideal storage temperatures for different food and beverage categories:

1. Food
1.1 Perishable Items

Perishable items are those that spoil quickly and require refrigeration or freezing to extend
their shelf life.

Temperature Range: 0°C to 4°C (32°F to 40°F) for refrigeration, and -18°C (0°F) or lower for
freezing.

Examples:

Meat: Refrigerate raw meat at 0°C to 4°C and freeze it at -18°C or lower.

Dairy Products: Keep milk, cheese, and yogurt refrigerated at 0°C to 4°C.

Fish & Seafood: Store at temperatures around -18°C in the freezer and under refrigeration at
0°C to 4°C.

Fresh Fruits & Vegetables: Some require refrigeration (e.g., berries), while others (like
potatoes and tomatoes) should be stored at room temperature.

1.2 Non-perishable Iltems

Non-perishable foods do not spoil easily and can be stored at room temperature, though it is
important to protect them from excessive heat or humidity.

Temperature Range: Room temperature, generally between 20°C and 25°C (68°F to 77°F).
Examples:

Canned Goods: Store in a cool, dry place away from heat and moisture.

Dry Grains: Rice, pasta, and cereal should be stored in airtight containers in a cool, dry area.
2. Beverages

2.1 Fresh Fruit Juices

Fresh fruit juices should be stored in the refrigerator to prevent bacterial growth and maintain
freshness.

Temperature Range: 0°C to 4°C (32°F to 40°F) for refrigeration.

2.2 Canned Juices

Canned juices can be stored at room temperature until opened. Once opened, they should be
refrigerated to maintain quality.
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Temperature Range: Room temperature (for unopened cans), and 0°C to 4°C (after opening).
2.3 Soft Drinks

Soft drinks should be stored in a cool, dry place to maintain their carbonation and flavor. Once
opened, they should be consumed quickly or stored in the refrigerator.

Temperature Range: Room temperature for unopened cans/bottles, and 0°C to 4°C for
opened bottles.

3. Water

Water should be stored in a cool, clean, and dry environment to avoid contamination and
preserve freshness.

Temperature Range: Room temperature (for bottled or tap water), and 0°C to 4°C (for chilled
water).

Importance of temperature control in food storage:

Prevents Bacterial Growth: Maintaining the correct temperature ensures that harmful bacteria
such as Salmonella, E. coli, and Listeria do not grow.

Preserves Quality: Correct temperature storage helps preserve the taste, texture, and
nutritional value of food and beverages.

Reduces Food Waste: Proper storage temperatures help to extend the shelf life of products,
reducing the risk of spoilage and waste.

Regular monitoring of temperatures in food storage areas is essential, using equipment like
refrigerators, freezers, and temperature logs, to ensure compliance with food safety standards.
2.5 Maintaining Temperature of storage as per category of food and beverage:

Always store perishable foods in the refrigerator at 40 °F or below or in the freeze at O °F or
below. You can find refrigerator and freezer storage information, a cold storage chart at basics
for handling food safely.

We recommend storing carbonated drinks in a cool, dark place for maximum freshness. The
pantry is a great choice especially if you have a large stock that will otherwise take up too
much space in the fridge. Here, unopened soda can last 6-9 months past its best-before date.

Self-Check Sheet -2

Questions:
1. What do you mean by food storage conditions?

2. What are 5 principles of safe food storage?

3. Describe the types of food and bevarage?
4. How should food and beverage be stored as per environmental conditions?

5. What do you mean by FIFO and LIFO methods

6. Why needs to maintained temperature for different category of food and beverage?
7. How do you store soft drinks?

8. Mention the importance of temperature control in food storage.
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Answer Key -2

Answers:

1. What do you mean by food storage conditions?

Ans. There are three types of food storage options: dry storage refers to the storing of items
which don't require a climate-controlled environment; refrigerated storage is defined as foods
that require storage at a cool temperature, but not a freezing temperature; and frozen food
storage, which are foods that are required.

2. What are 5 principles of safe food storage?

Ans. Five (5) principles of safe food storage are:

a) Keep high-risk food at 5 °C or below or above 60 °C to avoid the temperature danger
zone and food poisoning.

b) Store raw foods below cooked foods.

c) Store food in suitable, covered containers.

d) Avoid refreezing thawed foods.

e) Check and observe the use-by dates on food products.

f) Take special care with high-risk foods.
3. Describe the types of food and bevarage?
Ans. Raw food and cooked food should be stored separately in the fridge. Bacteria from raw
food can contaminate cold cooked food, and the bacteria can multiply to dangerous levels if
the food is not cooked thoroughly again. Always store raw food in sealed or covered
containers at the bottom of the fridge.
4. How should food and beverage be stored as per environmental conditions?
Ans. Raw food and cooked food should be stored separately in the fridge. Bacteria from raw
food can contaminate cold cooked food, and the bacteria can multiply to dangerous levels if
the food is not cooked thoroughly again. Always store raw food in sealed or covered
containers at the bottom of the fridge.
Food and supplies in dry storage areas should be stored 6" off the floor, away from walls, and
kept at a temperature between: 50 to 70 degrees F at a humidity around 50%. An air
temperature of 45 degrees F or below and kept in cold storage until they are used.
5. What do you mean by FIFO and LIFO methods
FIFO (First In, First Out) and LIFO (Last In, First Out) are inventory management methods
used to determine the order in which goods are sold or used.
FIFO (First In, First Out)
FIFO is an inventory management method where the first items to be added to the inventory
are the first ones to be sold or used. In other words, the oldest inventory items are sold or
used first.
Key Points of FIFO:

Older Items First : The oldest stock is sold or used before newer stock.

Suitable for Perishable Goods : FIFO is particularly useful for businesses dealing with
perishable items (like food and medicines) where older stock needs to be used before
it spoils.

1 Impact on Financial Statements : In times of rising prices, FIFO results in lower cost
of goods sold (COGS) and higher inventory value, leading to higher profits and taxes.
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Example : In a grocery store, FIFO ensures that the older milk cartons are sold before the
newer ones.

LIFO (Last In, First Out)

LIFO is an inventory management method where the most recent items to be added to the
inventory are the first ones to be sold or used. In this case, the newest stock is sold or used
first.

Key Points of LIFO:

1 Newer Items First : The most recent inventory items are sold or used before older
ones.

71 Less Suitable for Perishable Goods : LIFO is generally not used for perishable items
as it could lead to older items going unsold and potentially spoiling.

f Impact on Financial Statements : In times of rising prices, LIFO results in higher cost
of goods sold (COGS) and lower inventory value, leading to lower profits and taxes.

Example : In a construction company, LIFO may be used for raw materials where the most
recently purchased items are used first.
6. Why needs to maintained temperature for different category of food and beverage?
Ans. Maintaining the correct temperature for different categories of food and beverages during
storage is essential to ensure food safety, preserve quality, and prevent contamination. Here
is a breakdown of the ideal storage temperatures for different food and beverage categories:
7. How do you store soft drinks?
Ans. We recommend storing carbonated drinks in a cool, dark place for maximum freshness.
The pantry is a great choice especially if you have a large stock that will otherwise take up too
much space in the fridge. Here, unopened soda can last 6-9 months past its best-before date.
8. Mention the Importance of Temperature Control in Food Storage.
Ans. Prevents bacterial growth: Maintaining the correct temperature ensures that harmful
bacteria such as Salmonella, E. coli, and Listeria do not grow.
Preserves quality: Correct temperature storage helps preserve the taste, texture, and
nutritional value of food and beverages.
Reduces food waste: Proper storage temperatures help to extend the shelf life of products,
reducing the risk of spoilage and waste.
Regular monitoring of temperatures in food storage areas is essential, using equipment like
refrigerators, freezers, and temperature logs, to ensure compliance with food safety standards.

Information Sheet 2.3

Learning Outcome - 3: Maintain a clean environment
Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:
3.1 Cleaning and sanitizing
3.2 Chemicals and cleaning agents
3.3 Selecting appropriate containers
3.4 Disposing of chipped and broken items
3.5 Maintaining food handling areas
3.1 Cleaning and sanitizing

Cleaning:
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Cleaning is the complete removal of food soil using appropriate detergent chemicals under
recommended conditions. It is important that personnel involved have a working
understanding of the nature of the different types of food soil and the chemistry of its removal.

Cleaning Methods:
Equipment can be categorized with regard to cleaning method as follows:

Mechanical Cleaning: Often referred to as clean-in-place (CIP). Requires no disassembly or
partial disassembly.

Clean-out-of-Place (COP): Can be partially disassembled and cleaned in specialized COP
pressure tanks.

Manual Cleaning: Requires total disassembly for cleaning and inspection.

Sanitizing:

Sanitizing is the act of making something clean and free from harmful substances,
contaminants, or pathogens. It involves applying a cleaning process to reduce or eliminate
bacteria, viruses, dirt, and other harmful agents. The goal is to make the object, surface, or
environment safer, typically to prevent illness or contamination.

Appropriate and approved sanitization procedures are processes, and, thus, the duration or
time as well as the chemical conditions must be described. The official definition

(Association of Official Analytical Chemists) of sanitizing for food product contact surfaces is
a process which reduces the contamination level by 99.999% (5 logs) in 30 sec.

The official definition for non-product contact surfaces requires a contamination reduction of
99.9% (3 logs). The standard test organisms used are Staphylococcus aureus and
Escherichia coli. General types of sanitizations include the following:

Thermal Sanitization involves the use of hot water or steam for a specified temperature and
contact time.

Chemical Sanitization involves the use of an approved chemical sanitizer at a specified
concentration and contact time.

Sanitization is important for several key reasons, primarily to ensure health, safety, security,
and functionality in various contexts: Could you explain general sanitization?

In summary, sanitization is critical to protecting public health, ensuring safety, preserving the
integrity of equipment and data, and complying with regulations.

3.2 Chemicals and cleaning agents:

In workplace protocols, chemicals and cleaning agents are used to ensure cleanliness,
hygiene, and safety. Here is a brief overview of the common chemicals and cleaning agents
typically used in workplace settings:

1. Disinfectants

Chlorine bleach (sodium hypochlorite):  a powerful disinfectant used to kill bacteria, viruses,
and fungi. Commonly used for surfaces, bathrooms, and medical areas.

Hydrogen peroxide: used for disinfecting and cleaning surfaces, as it is effective against
bacteria, viruses, and mold.

Alcohol (isopropyl alcohol/ethanol): a common disinfectant, especially for sanitizing hands
and electronic equipment, as it kills most bacteria and viruses.

Quaternary ammonium compounds (quats ): these are used in industrial and commercial
cleaning to sanitize surfaces like floors, counters, and bathrooms.

2. Surface cleaners

All-purpose cleaners: these are versatile cleaners used to clean general surfaces such as
desks, tables, and floors.
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Glass cleaners : contain ammonia or alcohol-based formulas, ideal for cleaning glass
windows, mirrors, and other reflective surfaces.

Degreasers : these are chemicals used to break down grease and oils, often used in kitchens
or industrial workplaces where heavy machinery is involved.

3. Floor care

Floor polishes/finishes: used to give floors a glossy finish and protect them from wear and dirt
buildup.

Floor strippers: used to remove old polish or wax from floors, preparing them for re-coating.
Carpet cleaners: used for cleaning fabric or carpeted floors, often including detergents or
solvents for removing stains.

4. Disinfecting wipes

Pre-moistened wipes: used for quick, convenient disinfecting of surfaces like desks,
keyboards, and phones. Often contain alcohol, quats, or bleach.

5. Specialty cleaners

Toilet bowl cleaners: contain acidic substances (like hydrochloric acid) to remove stains,
bacteria, and mineral deposits from toilet bowls.

Drain cleaners: chemical solutions, often containing caustic agents like lye, used to clear clogs
in drains and pipes.

Hand sanitizers: alcohol-based gels or liquids used for hand hygiene when soap and water
are unavailable.

6. Air fresheners and deodorizers

Aerosol sprays: used to mask odors in restrooms, offices, or other areas.

Activated charcoal and odor absorbers: used in workplaces to control persistent odors.

7. Laundry detergents

Powdered and Liquid Detergents: Used for washing uniforms or other fabrics, these agents
remove dirt and stains from clothes.

Fabric Softener: Used to soften fabrics and reduce static cling in workplace laundry.

8. Personal Protective Equipment (PPE) cleaning

PPE Cleaners (for gloves, masks, uniforms): Specific cleaning agents designed to disinfect
and clean protective equipment like gloves, goggles, and aprons.

Safety considerations:

Proper usage and storage: These chemicals should be stored safely, labeled clearly, and
used as per the manufacturerés instructions to p
Personal Protective Equipment (PPE): Workers using these chemicals should be provided
with appropriate PPE like gloves, goggles, and masks to prevent skin contact or inhalation of
harmful fumes.

Ventilation: Ensure proper ventilation, especially when using stronger chemicals like bleach
or ammonia-based cleaners, to prevent respiratory issues.

These chemicals play a crucial role in maintaining workplace hygiene, preventing the spread
of infections, and ensuring the safety of employees.

3.3 Appropriate Containers

Materials that have traditionally been used in food packaging include glass, metals (aluminum,
foils and laminates, tinplate, and tin-free steel), paper and paperboards, and plastics.

In the food and beverage industry, appropriate containers are used to store, transport, and
package products while ensuring their safety, freshness, and quality. Here are some common
types of containers used:

1. Glass Containers
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Glass bottles T Used for beverages like juices, soda, and alcoholic drinks.

Glass jars i Common for jams, sauces, and pickles.

Glass containers i Used for storage and presentation, especially for high-end or specialty
foods.

2. Plastic Containers

Plastic bottles i Widely used for water, soft drinks, and other beverages.

Plastic jars and tubs I Common for dairy products like yogurt, margarine, and sauces.
Plastic trays and clamshells i Used for fruits, salads, and pre-packaged meals.

Plastic pouches i Often used for beverages, soups, and snack packaging (like chips).

3. Metal Containers

Cans i Common for beverages like soda, beer, and food like vegetables, soups, and beans.
Tin cans I Used for storing processed foods such as meats, fruits, and soups.

Aluminum bottles and cans i Lightweight and used for drinks such as energy drinks and soft
drinks.

4. Paper and Cardboard Containers

Paper cups and cartons i Used for beverages like coffee, tea, or soups.

Cardboard boxes i Used for packaging dry foods, cereals, snacks, or boxed meals.

Paper bags 1 Often used for bread, pastries, or quick-service foods.

5. Wood and Bamboo Containers

Wooden crates I Used for bulk storage of fruits, vegetables, and packaged goods.

Bamboo baskets i Commonly used for fresh produce, particularly in Asian markets.

6. Stainless Steel Containers

Stainless steel cans i Used in food processing, particularly for long-term storage of food items.
Food storage bins i Used for bulk storage of dry ingredients or finished food products.

7. Vacuum -Sealed Containers

Vacuum-sealed bags or pouches 1 Used for preserving food by removing air and sealing the
contents.

Vacuum containers i Used to extend the shelf life of meats, cheeses, and other perishable
goods.

8. Flexible Pouches

Stand-up pouches i Used for snacks, sauces, beverages, and baby food.

Spouted pouches i Common for liquids like juices, soups, and smoothies.

These containers are chosen based on factors such as the nature of the product (liquid, solid,
perishable), shelf-life requirements, convenience, and environmental sustainability
considerations.

3.4 Chipped and broken items are disposed and reported

They can also be broken and then spun to smooth the edges for use as gravel. You may also
consider using broken ceramics and crockery to make a mosaic artwork. If these are not viable
options, then broken and chipped items should be wrapped and placed into your waste to
landfill bin (red or blue lid).

If dishes are broken, or have bad chips, cracks or stains, toss them. Wrap any sharp edges or

pieces in newspaper, place them in a plastic

them away. Broken glass is never recyclable because it's a hazard for sanitation workers to
handle it.

The disposal of chipped and broken items, including chinaware , glassware, and
earthenware , requires special care to ensure safety and minimize environmental impact. Here
are the recommended processes for disposing of these types of items:
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1) Chinaware Disposal

Chinaware (such as porcelain or ceramic dishes, cups, or vases) is often fragile and can cause
injury if not disposed of properly.

Disposal Process:

Ensure Safety: Use gloves or protective equipment to handle broken chinaware to prevent
cuts or injury.

Packaging for Disposal: Carefully wrap chipped or broken chinaware in newspaper or padded
material to prevent further breakage or injury during transport to a disposal site.

Sorting: Separate chinaware from other materials like glass or plastic for proper recycling or
disposal.

Recycling: Some ceramic and porcelain items can be recycled, though this varies by location.
Check with local recycling centers to see if they accept such materials.

Landfill: If recycling is not an option, dispose of the broken chinaware in a sealed bag or box
in the landfill to avoid causing harm to others.

Upcycling or Repurposing: Broken chinaware can be repurposed into art projects, mosaics, or
decorative items.

2) Glassware Disposal

Glassware includes items like glasses, vases, and other glass containers. Glass is recyclable,
so disposal methods prioritize recycling.

Disposal Process:

Safety Precautions: Handle broken glassware with care. Use thick gloves or tongs to pick up
larger pieces and a broom and dustpan for smaller fragments.

Wrap for Disposal: Wrap sharp edges in paper or cloth before disposal to prevent injury to
waste handlers.

Recycling: Glass is highly recyclable. Place glass items in a designated recycling bin (if local
recycling services accept glass). Make sure the items are clean and free of food residue.
Landfill: If recycling is not available, dispose of glassware in the general waste, ensuring it is
safely packaged to avoid injury.

Donation (if minor damage): If the item is chipped but still usable, consider donating it to charity
or repurposing it for other uses.

3) Earthenware Disposal

Earthenware (including clay pots, terracotta items, and stoneware) can be more difficult to
recycle but should be handled with care to prevent injury.

Disposal Process:

Safety Measures: Wear gloves to protect hands from sharp edges of broken earthenware.
Packaging for Disposal: Place broken earthenware in a sturdy container or wrap in protective
material to prevent sharp fragments from escaping during transport.

Recycling: Earthenware is not widely accepted for recycling, but some specialized facilities
may accept it, particularly if itdés untreated or
Composting (If Applicable): Unpainted, unglazed earthenware may be compostable in some
cases because it is made from natural materials.

Landfill Disposal: If no recycling option is available, dispose of earthenware in the landfill,
ensuring it is properly wrapped and secured to prevent injury during handling.

Repurposing or Reuse: Broken earthenware can sometimes be reused in garden projects or
as a base for creating decorative items or mosaics.

General tips for all items:
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Label the Waste: In some cases, broken items may be considered hazardous if they can
cause injury. It's a good practice to label or mark broken containers as "sharp" or "fragile" to
alert waste handlers.
Check Local Regulations: Disposal methods can vary depending on your location, so it's
always a good idea to check local guidelines for recycling and waste disposal.
Special Waste Services: In some regions, there are specialized waste collection services for
broken or fragile items, especially if they are part of a business's operations (such as in hotels
or restaurants).
Proper disposal ensures safety, environmental responsibility, and minimizes harm to others.
Food handling areas:
Keep all food off the floor in sealed containers that are not accessible by pests. Block off all
holes in the premises that may afford access to rodents with a hard, gnaw resistant material.
Block all gaps under doors and fit pest screens to doors and windows that may be left open.
Basic practices to prevent access to food and water are:

A keep doors closed when not in use;
remove spillages quickly;
keep garbage storage areas clean and containers shut;
garbage containers should be bird proof;
remove any standing water where possible;

> > > >

Self-Check 2.3

What is cleaning and sanitizing?

Why sanitization is important?

What are chemicals and cleaning agents?

Which materials are used as containers of food and beverage?
How do you dispose of broken or chipped glassware?

How do you dispose of broken dishes?

How do food handlers avoid pests?

How can you control pests in the food processing area?

©NOoOOA~WNPRE

Answer Key 2.3

1. What is cleaning and sanitizing?

Cleaning:

Cleaning is the complete removal of food soil using appropriate detergent chemicals under
recommended conditions. It is important that personnel involved have a working
understanding of the nature of the different types of food soil and the chemistry of its removal.
Sanitization:

Sanitizing is the act of making something clean and free from harmful substances,
contaminants, or pathogens. It involves applying a cleaning process to reduce or eliminate
bacteria, viruses, dirt, and other harmful agents. The goal is to make the object, surface, or
environment safer, typically to prevent illness or contamination.

2. Why sanitization is important?

Sanitization is important for several key reasons, primarily to ensure health, safety,
security, and functionality in various contexts: Could you explain general sanitization?
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In summary, sanitization is critical to protecting public health, ensuring safety,
preserving the integrity of equipment and data, and complying with regulations.

3. What are chemicals and cleaning agents:

In workplace protocols, chemicals and cleaning agents are used to ensure cleanliness,
hygiene, and safety. Here is a brief overview of the common chemicals and cleaning agents
typically used in workplace settings:

4.Which materials are used as containers of food and beverage?

Materials that have traditionally been used in food packaging include glass, metals
(aluminum, foils and laminates, tinplate, and tin-free steel), paper and paperboards,
and plastics.

5.How do you dispose of broken or chipped glassware?

The disposal of chipped and broken items, includimgaware, glassware andearthenware,
requires special care to ensure safety and minimize environmental impact. Here are the
recommended processes for disposing of all items:

General tips for all items:

Label the Waste: In some cases, broken items may be considered hazardous if they can cause
injury. It's a good practice to label or mark broken containers as "sharp" or "fragile" to alert
waste handlers.

Check Local Regulations: Disposal methods can vary depending on your location, so it's
always a good idea to check local guidelines for recycling and waste disposal.

Special Waste Services: In some regions, there are specialized waste collection services for
broken or fragile items, especially if they are part of a business's operations (such as in hotels
or restaurants).

Proper disposal ensures safety, environmental responsibility, and minimizes harm to others.

6.How do you dispose of broken dishes?

If dishes are broken, or have bad chips, cracks or stains, toss them. Wrap any sharp

edges or pieces in newspaper, pl ace them in
glass, 0 and throw them away. Broken gl ass is
for sanitation workers to handle it.

7.How do food handlers avoid pests?

Keep all food off the floor in sealed containers that are not accessible by pests. Block off all
holes in the premises that may afford access to rodents with a hard, gnaw resistant material.
Block all gaps under doors and fit pest screens to doors and windows that may be left open.

8.How can you control pests in the food processing area?

Basic practices to prevent access to food and water are:
A keep doors closed when not in use;

remove spillages quickly;

keep garbage storage areas clean and containers shut;

garbage containers should be bird proof;
remove any standing water where possible;

> > > >

-------------------- - S P ¢ [—
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Module -3

MODULE TITLE: APPLYING PRODUCT KNOWLEDGE

ON FOOD AND BEVERAGE SERVICE
Unit Code: SICIP -THS-FBS-03-O

Skills for Industry Competitiveness and Innovation Program (SICIP)
Finance Division, Ministry of Finance
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Module T 3

Module Title: Applying product knowledge on food and beverage service

Unit Code: SICIP- THS -FBS-03-O Nominal Hours: 40 hrs.

Module Descriptions:

This unit covers the skills, knowledge and attitudes required to apply product knowledge on
food and beverage service. It specifically includes the tasks of identifying food product,
collecting information on food and beverage and sharing information with guests.

Learning Outcome:
After completing this module, trainee will be able to:

1. Identify food product
2. Collect information on food and beverage
3. Share information with guests

Assessment Criteria:

1.1 Types of menus are defined.

1.2 Food items and pronunciations in the menu are identified and pronounced.

1.3 Ingredients of food items are recognized as per menu

1.4 Sauces and accompaniments are recognized

1.5 Common food allergens and intolerances are identified to prevent serious health
consequences.

1.6 Information about the food items is described.

1.7 Information on different types of food and beverage is collected.

1.8 Current knowledge on food and beverage is explained as required by the job.

1.9 Guests are assisted on selection of food and beverage items based on workplace
policy.

1.10 Suitable combinations of food and beverages are offered and recommended.

1.11 Guest questions are responded politely and correctly on menus and drink lists.

1.12 New items are recommended to regular guests to encourage them to try other items
in the menu.

1.13 Suggestive sale skills are applied as required.
1.14 Chef specials and promotional offers are informed
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Information Sheet 3.1
Learning Outcome -1: ldentify food product

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents:

Contents:

1.1 Menus

1.2 Food items and pronunciations in the menus
1.3 Ingredients of food items

1.4 Sauces and accompaniments

1.5 Common food allergens and intolerances

1.1 Menus:
Definition of Menu

A menu is a list of food items or prepared dishes which are available to the guests. Originally
it was used to be called in English "Bill of Fare" but in French "Menu".

It is the knowledge which helps waiter take order from guest to carryout guest service
efficiently. At the same time with the menu knowledge a waiter must be able to advise the
guest in details of menu terms.

Usually, guests want to know main ingredients of the dishes, cooking method, flavour & colour
of the dishes, quantity per plate, serving temperature etc.

Types of Menus

There are basically two types of Menus, which are:

A AlaCarteMenu( | ndi vi dual item with price)
A TableD'HoteMenu( Fi xed menu with price)
AlaCarteMenu (I ndi vi dual item with price)

The term a la carte may be translated as "from the card". A la carte menu may be defined by
the following points:
It gives a full list of all the dishes that may be prepared by the establishment.

i There are choices within each course.

i  Each dish is priced separately and it is charged to order.

iv A certain waiting time has to be allowed for each dish as it is cooked to order.
So, a la carte menu is a menu which has various numbers of courses and items with individual
prices.

Table D'Hote Menu ( Fi xed menu with price)
Table d'H6te menu is a type of restaurant menu where a set meal is offered at a fixed price.
Unlike a la carte menus, where each dish is priced separately, a Table d'H6te menu typically
includes several courses (starter, main course, dessert) that are pre-selected by the
restaurant, and customers choose from a limited selection within each course. The fixed price
is usually for the entire meal, offering good value for money.
Table d'Hote menus are often used for banquets, special events, or during certain times of the
day (like lunch or dinner specials), where the restaurant wants to serve meals efficiently to a
large group while still offering variety.
In summary:
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1 Fixed Price for the whole meal.
1 Multiple courses (starter, main course, dessert).
7 Limited choices within each course.

1 More efficient and cost-effective than a la carte dining.
There are different types of Table D'H6te menus. Like:
u Buffet Menu
A Buffet menu is a self-serve style of meal where guests can choose from a wide
variety of dishes that are set out on a long table or counter.
i Banquet Menu
A Banquet Menu is a formal or semi-formal dining setup used for large gatherings or
special events, like weddings, corporate functions, or celebrations.
u Cafeteria Menu
A Cafeteria Menu is typically found in institutions like schools, colleges, hospitals, or
businesses where food is served in a self-service setup.
U Takeaway Menu
A Takeaway Menu is a menu specifically designed for customers who wish to order
food to be eaten off-premises.
Others Manus are:

Beverage List

A Beverage List typically includes a variety of drinks offered by a restaurant, café, or hotel.
This menu can feature both non-alcoholic and alcoholic options, ranging from soft drinks,
juices, and teas to coffees, mocktails, and cocktails. Hot and cold beverages are often listed
separately, catering to different tastes and preferences. Some menus may also include
specialty drinks like smoothies, milkshakes, or freshly squeezed juices.

Door Knob Menu

A Door Knob Menu is a convenient menu usually found in hotels or guest rooms, hung on
the door knob for easy access. It often contains options for in-room dining, such as breakfast,
snacks, or meals that can be ordered to be delivered to the guest's room. The menu is typically
simple and designed for quick access by guests who prefer to dine privately in their rooms.
In-Room Dining Menu

The In-Room Dining Menu offers guests a selection of meals, snhacks, and beverages that
can be ordered and delivered directly to their hotel room. The menu typically includes a variety
of options such as breakfast items, sandwiches, salads, main courses, desserts, and drinks.
It caters to different tastes, dietary preferences, and sometimes features local or regional
specialties, making it easy for guests to enjoy a comfortable dining experience without leaving
their room.

1.2 Food items and pronunciations in the menu

In the context of a restaurant or food service, it is essential for staff to correctly identify and
pronounce food items listed on the menu. This ensures clarity for customers, enhances the
dining experience, and maintains professionalism. Below are some examples of food items
commonly found on menus along with their correct pronunciations:

Croissant

o Pronunciation : kwah-SAHNT
o A buttery, flaky, and crescent-shaped pastry.
Quiche
o Pronunciation : keesh
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o A savory pie filled with eggs, cream, and various ingredients like cheese, vegetables,

and meat.
Ratatouille

o Pronunciation

: rah-tah-TOO-ee

o AFrench dish made with stewed vegetables, including eggplant, zucchini, tomatoes, and
bell peppers.
Boeuf Bourguignon

o Pronunciation : boof boor-ghee-NYON
o A French beef stew cooked with red wine, mushrooms, onions, and garlic.

Bruschetta

o Pronunciation

- broo-SKET-ta

o An ltalian appetizer made of toasted bread topped with a mixture of tomatoes, basil, and

olive oil.
Paté

o Pronunciation

: PAH-TAY

o A spread made of finely chopped meat or vegetables, often served on bread or crackers.

Tiramisu

o Pronunciation

: teer-ah-mee-SOO

o A popular Italian dessert made of coffee-soaked ladyfingers, mascarpone cheese, cocoa
powder, and a dusting of cocoa.

1.3l ngredients of Food Items:

Il ngredients of food items refer to the raw mater
particular dish or food. These ingredients <can
di fferent ways t o cingesdédnts of thitlken durryare:| di sh. The

1 Chicken (cut pieces)

1 Onions

1 Garlic

1 Ginger

1 Tomatoes

1 Turmeric powder

1 Red chili powder

1 Garam masala

1 Salt

1 Oil

1 Fresh coriander leaves

Types of I ngredients:

V Main Ingredients (Primary I ngredients)

These are the core items of a dish. Wi thout the
V Seasonings

These ingredients are used to add flavor, ar oma
V Vegetabl es

These ingredients provide texture, col or and a
V Fats and Oil s
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These ingredients help with cooking, gi ve

the dish.
V Liquids

richi

These are used to alter the consistency of the

Stock or brothCoconut milKk

V Binding Agents

These ingredients hold the dish together, espec

V Sweeteners

These ingredients add sweetness to a dish, ofte

V Acidic I ngredients

These ingredients balance flavors, providing sh

V Garni shes

These are often used to decorate a dish, addir
integral to the dish.

Each food item typically consists of several of
to achieve the desired taste, texture, and ap

1.4 Sauces and accompaniments:
Sauces and accompaniments are essential components in many dishes, enhancing their
flavor, texture, and presentation. They are often used to complement the main ingredients of
a dish, providing additional layers of taste. Here is a breakdown of what sauces and
accompaniments are:
Sauces
A sauce is a liquid or semi-liquid preparation, typically made from a variety of ingredients,
used to add flavor, moisture, or richness to a dish. Sauces can be served on the side, poured
over the dish, or used in cooking.
Types of Sauces:

1. Gravy
Tomato-based sauces
Cream-based sauces
Vinaigrettes
Barbecue sauce
Curry sauce
Pesto
Salsa
Soy sauce

10. Hot sauce
Accompaniments
Accompaniments are side dishes or additional items that are served alongside the main
course. They complement the dish by providing variety in texture, flavor, or presentation. They
can be condiments, garnishes, or side dishes.
Types of Accompaniments

© N ®WDN

1. Pickles
2. Bread

3. Rice

4. Salads
5. Potatoes
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6. Chutney

7. Cheese

8. Sauces (As Accompaniments)
9. Vegetables

10. Sweets

1.6 Common food allergens and intolerances:

Common food allergens and intolerances are substances in food that can cause adverse
reactions in some individuals. Allergies typically involve the immune system, while
intolerances generally involve digestion issues. It is essential to identify these to prevent
serious health consequences, especially for those with sensitivities.

Common food allergens:

Dairy

Dairy products come from milk and include foods like cheese, butter, yogurt, and cream. Dairy
is a common allergen because some people have an immune reaction to proteins found in

milk, particularly casein and whey. People with a dairy allergy may experience symptoms such
as skin rashes, digestive issues, or even anaphylaxis in severe cases.

Beef

Beef refers to meat from cattle. Some people may have an allergic reaction to proteins in beef,
such as bovine serum albumin or gamma globulin. Symptoms of a beef allergy can range from
mild (itching, hives) to severe (swelling of the face, difficulty breathing). Beef allergies are less
common but can still cause serious reactions for those affected.

Nuts

Nuts include a wide variety of tree nuts (e.g., almonds, walnuts, cashews, hazelnuts) and
peanuts (which are technically legumes but are grouped with nuts for allergy purposes). Nut
allergies are among the most common and can lead to severe allergic reactions, such as
anaphylaxis. Even small traces of nuts in food can cause an allergic reaction in sensitive
individuals.

Seafood

Seafood allergies are caused by a sensitivity to proteins in fish and shellfish. Fish (like salmon,

tuna, and cod) and shellfish (such as shrimp, crab, and lobster) are the main culprits. Seafood

allergies can cause symptoms ranging from mild hives and itching to severe reactions like

difficulty breathing or anaphylaxis. People with seafood allergies often must avoid both fish

and shellfish, as cross-contamination can occur.

Importance of allergen awareness:

For those with food allergies, itds crucial to b
to avoid potentially life-t hr eat eni ng reactions. l'tdéds al so esse
label allergens clearly and to be mindful of cross-contamination.

Common food intolerances

Gluten (Non -Celiac Gluten Sensitivity)

o Cause: Gluten, a protein found in wheat, barley, and rye, causes digestive issues in
some people.
o Symptoms : Bloating, abdominal pain, fatigue, and joint pain
Lactose Intolerance
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o Cause: The body lacks the enzyme lactase needed to digest lactose; the sugar found
in milk.

o Symptoms : Bloating, gas, diarrhea, and stomach cramps after consuming dairy
products.

o This is different from a milk allergy , which involves the immune system.
By being informed about common food allergens and intolerances, and taking steps to avoid
exposure, you can prevent serious health issues and ensure safe eating habits.

Self-Check -1

Questions:

1. How do you define Menu?

2. Please mention the types of Menus.
3. Define A la cart menu in brief.

4. What is a fixed Menu?

5. What do you mean by food items?

6. Define ingredients of food.

7. Define sauces and accomplishments.

8. Please shortly describe the common food allergens.

9. Please shortly describe the common food intolerences.
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Answer Key -1

Answers:

1. How do you define Menu?

Ans: A menu is a list of food items or prepared dishes which are available to the guests.
Originally it was used to be called in English "Bill of Fare" but in French "Menu".

2. Please mention the types of Menus?
There are basically two types of Menus, which are:
i A La Carte Menu
i Table D' Hote Menu

3. Define A la cart menu in brief?

Ans: The term a la carte may be translated as "from the card". A la carte menu may be
defined by the following points:

i) It gives a full list of all the dishes that may be prepared by the establishment.

i) There are choices within each course.

ii) Each dish is priced separately and it is charged to order.

iv) A certain waiting time has to be allowed for each dish as it is cooked to order.

So, a la carte menu is a menu which has various numbers of courses and items with
individual prices.

4. What s a fixed menu?
Ans: Table D'H6te menu is a type of restaurant menu where a set meal is offered at a
fixed price. Unlike a la carte menus, where each dish is priced separately, a Table d'Hote
menu typically includes several courses (starter, main course, dessert) that are pre-
selected by the restaurant, and customers choose from a limited selection within each
course. The fixed price is usually for the entire meal, offering good value for money. So,
it could be determined that, a table D'Hote menu is a menu with fixed number of courses
and items at a set price.

5.  What do you mean by food items and pronunciations in the menu?
Ans: In the context of a restaurant or food service, it is essential for staff to correctly
identify and pronounce food items listed on the menu. This ensures clarity for customers,
enhances the dining experience, and maintains professionalism.

6. Define ingredients of food?

Ans:l ngredients of food items refer to the raw
prepare a particular dish or food. These ingre
combined in different ways to create the final

7. Define sauces and accomplishments.
Ans: Sauces and accompaniments are essential components in many dishes, enhancing
their flavor, texture, and presentation. They are often used to complement the main
ingredients of a dish, providing additional layers of taste.

8. Please shortly describe the common food allergens.
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Ans: Here are shortly describe some common food allergens:

Dairy

Dairy products come from milk and include foods like cheese, butter, yogurt, and cream. Dairy
is a common allergen because some people have an immune reaction to proteins found in
milk,

Beef

Beef refers to meat from cattle. Some people may have an allergic reaction to proteins in beef,
such as bovine serum albumin or gamma globulin .

Nuts

Nut allergies are among the most common and can lead to severe allergic reactions, such as
anaphylaxis. Even small traces of nuts in food can cause an allergic reaction in sensitive
individuals.

Seafood

Seafood allergies are caused by a sensitivity to proteins in fish and shellfish. Fish (like salmon,
tuna, and cod) and shellfish (such as shrimp, crab, and lobster) are the main culprits. Seafood
allergies can cause symptoms ranging from mild hives and itching to severe reactions like
difficulty breathing or anaphylaxis.

9. Please shortly describe the common food intolerences
Ans: Gluten (Non -Celiac Gluten Sensitivity)

o Cause: Gluten, a protein found in wheat, barley, and rye, causes digestive issues in
some people.

o Symptoms : Bloating, abdominal pain, fatigue, and joint pain
Lactose Intolerance
o Cause: The body lacks the enzyme lactase needed to digest lactose; the sugar found
in milk.
o Symptoms : Bloating, gas, diarrhea, and stomach cramps after consuming dairy
products.
o This is different from a milk allergy , which involves the immune system.
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Activity Sheet -1

Task: identify the menus and write their characteristic.

Instructions:

Read and understand the directions carefully:

A this practical demonstration is based on the performance criteria from all or some of the units of
competency in Apply product knowledge on food and beverage service.

A this assessment activity will be used to measure your underpinning skills

A you will have fifteen (15) minutes to familiarise yourself with the resources to be used

A you have one (1) hour to complete this demonstration

Procedure:

Observe and wear personal protective equipment (PPE) as required for the task to be performed
Read the specification information provided

Collect all materials needed to complete the task

Perform the task within the given time

Observe and follow all health and safety (OHS) requirements at all times

Job Specification Information:

>y > By >

A Collect required supplies, materials, tools and equipment required for the job.
A Check for the picture very carefully.

A Identify the manus and put the name into the second blank column.

A Write the characteristics of that manus and put into the third blank column.
Drawing /Diagram, Image or Sketch:

SL Picture of Manus Name of Manus Characteristics of
that Manus

1.

2

3

86|Page
Food and Beverage ServicBMET



-

9

10

Resources Required:

Tools: Job sheet and Specification sheet
Equipment: N/A

Machinery: N/A

Materials: Pen, pencils

PPE: Apron, Handglove and Musk

Food and Beverage ServicBMET
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Information Sheet 3.2

Learning Outcome - 2: Collect information on food and beverage
Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:

2.1 Information about the food items

2.2 Different types of food and beverage

2.3 Current knowledge on food and beverage
2.1 Information about the food items:
This is a categorically-organized list of foods. Food is any substance consumed to provide
nutritional support for the body. It is produced either by Plants or Animals, and contains
essential nutrients, such as carbohydrates, fats, proteins, vitamins, or minerals. The substance
is ingested by an organism and assimilated by the organism's cells in an effort to produce
energy, maintain life, or stimulate growth. Here is a concise description of each point:
a) Cooking Method:
Cooking method refers to the technique or process used to prepare food for consumption. It
involves the application of heat or other methods to transform raw ingredients into a finished
dish. Different cooking methods can affect the texture, flavor, appearance, and nutritional
value of the food. Examples of cooking methods include boiling, grilling, roasting, frying,
steaming, baking, and sautéing. Each method has its own characteristics and is often chosen
based on the type of food being prepared and the desired result.

1 Grilling : Cooking food over an open flame or grill, typically giving it a smoky flavor.

1 Steaming : Cooking food by placing it above boiling water and allowing the steam to
COooK it.

Boiling : Cooking food by submerging it in boiling water or broth.
Baking : Cooking food in an oven using dry heat, often for pastries, bread, and meats.
Frying : Cooking food in hot oil, often resulting in a crispy texture.

=A =4 -4 =4

Roasting : Similar to baking, but typically at higher temperatures and often for meats

or vegetables.

Grilling is the method of cooking food over direct{Steaming

heat. The food is exposed to the flames and the heatFor steaming, food is placed in a steamer which
comes from the coals underneath the grate. You can'S képt over hot liquid. The steam cooks the

grill over an open flame or in a. griII.pan. Grill grates];ctjggrsil#]tgtz%;a;%t%rolr'g:'icri] lz:?)lr?tga(lzjtsv?/ﬁr:ci:\e food
are used, and the food that is grilled usually hag

. . itself.
charred lines on it.
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Searing
Searing refers to browning of food. Seared food has a
brown and caramelised appearance from the
outside. Food can be seared when small amounts of
fat are used over high heat to give the outside a
caramelized appearance, while the inside is not
cooked through. Searing fish or meats is quite
common.

\When food that is cooked in water reaches

water and boiled until soft and tender.

Boiling

100° Celsius, itis in the boiling stage. In this
method, the food is completely immersed in

Sautéing

To sauté food is one of the most common steps that
we follow while cooking anything. Food is cooked in
\very little oil or fat until it turns tender. This is usually
done in a pan and the food is cooked over medium to
high heat.

Poaching

In order to poach food, it needs to be
submerged in water that is between 71° Celsius
and 82° Celsius. The food remains in the water
until it is completely cooked.

£ -

L N

Broiling
Broiling requires the source of heat to come from the
top and mostly ovens are used to broil. The setting

can be adjusted to broil so that the top heat source is
the only one that comes on. However, while broiling,
one must keep an eye on the food, as it cooks very

fast.

Baking
Baking simply means cooking food items (usually,
uncovered) in an oven using dry heat. Thig
method of cooking is used for foods like bread,
cakes, cookies, muffins, lasagna, etc.

Roasting

This method is similar to baking as it involves the use
of an oven to cook the food. Mostly, meats or
vegetables are roasted. Food is cooked until it turns
beautiful golden brown.

Blanching

Blanching and boiling are almost the same, but
in blanching, the food is par-cooked, then it is
submerged in an ice bath to stop the cooking
process.
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Stewing Deep-frying

Stewing is similar to braising. The ingredients are first Deep-frying means cooking the food in hot oil of
seared then cooked in liquid. fat. The food is cooked until its colour turns to
golden. It is crispy on the outside, and the inside
is cooked completely.

Braising Shallow -frying

Similar to searing, the ingredients are seared then  |Here the oil only reaches to about half-an-inch
cooked in water. Foods that are usually braised are |up the pan and food is cooked on one side first,
high in protein like pot roasts. before being turned over to the other side so it
can be completely cooked.

Barbecue _ _ _ 1. Which Cooking Method is Best for
Barbecuing requires food like meats and briskets to Retaining Nutrients?

be cooked for long and slowly over a spit that is Steaming is a good way to retain nutrients. By
fuelled with the smoke produced from either coal or  |steaming the food, the water-soluble vitamins

wood. are also retained, which otherwise are lost in
, the other cooking processes.

2. Why is Baking Healthier Than Frying or
Grilling?

Grilling doesnbét wuse n
over an open flame on a grill grate or a grill pan.
Food is prone to sometimes burning and also
produces carcinogens, which is a cancer-

b) Serving Portions:
The amount of food provided to each person, often measured by weight or volume (e.g., 1
cup, 4 oz, 1 slice). It helps control food intake and ensures consistency.
¢ Individual Portion : Typically, a single serving meant for one person. For example, a
single slice of pizza or a small bowl of soup.
1 Family Portion : Large servings that can be shared by multiple people. This could be
a large roast chicken or a pasta dish for four people.
1 Buffet Style : A large spread of food where guests serve themselves, often with varying
portion sizes depending on the item.
c) Tastes and Flavors:
The sensory experiences of food, including sweetness, saltiness, bitterness, sourness, and
umami. Flavors are shaped by ingredients, spices, and seasonings.

1 Sweet: Desserts, fruits, or foods with sugar or honey.
§ Salty: Foods with a higher level of salt, like chips or processed meats.
f Sour: Often found in fruits like lemons or foods like vinegar-based sauces.
1 Bitter : Dark leafy greens, coffee, and some herbs, like kale or arugula.
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1 Savory/Umami : Found in meats, soy sauce, and some fermented foods, giving a rich,
deep flavor.
d) Ingredients including Allergens and Intolerances:
The components used to make a dish. Common allergens include gluten, dairy, nuts, soy,
eggs, and shellfish. Intolerances may include lactose or fructose intolerance, which can affect
digestion.

1 Common Ingredients : Flour, sugar, butter, eggs, milk, salt, vegetables, and meats.
1 Allergens : Common allergens include nuts, dairy, soy, gluten, eggs, shellfish, and fish.

71 Intolerances : Lactose intolerance (dairy), gluten intolerance (wheat), and sensitivity
to specific spices or ingredients.

1 Vegetarian/Vegan Options : Plant-based ingredients, tofu, plant milks, and vegetable-
based proteins.
e) Cooking Time:
The duration required to prepare and cook a dish, which can range from a few minutes to
several hours, depending on the complexity and method used.

T Quick Cooking : Dishes that take 30 minutes or less, like stir-fry or pasta.

f Medium Cooking : Dishes that take around 45 minutes to an hour, such as casseroles
or roasted vegetables.

1 Long Cooking : Dishes that require over an hour, like braises, stews, or slow-cooked

meats.
f) Side Dishes:
Additional foods served alongside the main course to complement the meal, such as rice,
vegetables, salads, bread, or potatoes. They balance the meal and enhance the overall flavor
profile.

1 Vegetables : Roasted carrots, steamed broccoli, or a green salad.

1 Grains: Rice, quinoa, or mashed potatoes.

f Sauces and Condiments : Tomato sauce, yogurt dip, or gravy.

1 Bread: Freshly baked rolls or garlic bread.

1 Fruits : Fresh fruit salad, roasted apples, or citrus slices for garnis

2.2 Information on different types of food and beverage
Here is a brief overview of different types of food:

1. Appetizers : Small dishes served before a main meal, designed to stimulate the
appetite. Examples include spring rolls, bruschetta, and dips.

2. Soups: Liquid-based dishes typically served as the first course. They can be clear
(broth-based) or creamy (like chowders). Examples: tomato soup, lentil soup.

3. Meats and Poultry : Includes dishes made from animal protein such as beef, chicken,
lamb, and pork. These can be grilled, roasted, fried, or stewed.

4. Fish/Seafood : Dishes made from fish and shellfish. These can be grilled, baked, or
steamed. Examples: grilled salmon, shrimp cocktails.

5. Vegetables : Plant-based dishes, either as side dishes or main components. Common
preparations include roasting, steaming, or sautéing. Examples: roasted carrots,
steamed broccoli.

6. Carbohydrates : Foods high in starch or sugar, often serving as energy sources.
Examples include rice, pasta, bread, and potatoes.
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7. Desserts : Sweet dishes usually served at the end of a meal. They include cakes, pies,
pastries, and ice creams.

8. Baked Items : Foods made by baking, like bread, cakes, cookies, and pies. These can
be sweet or savory.

9. Snacks: Quick, easy-to-eat foods often served between meals. Examples include
chips, nuts, granola bars, and fruit.

10. Cheeses: Dairy products made from milk, such as cheddar, mozzarella, and brie. Can
be served on their own or incorporated into other dishes.

11. Fruits : Sweet and juicy plant-based foods, often eaten raw. Examples include apples,
oranges, and berries.

12. Salads: Dishes made primarily of raw vegetables, often served with dressings. Can
also include fruits, nuts, or proteins.

13. Condiments : Sauces or spreads added to enhance the flavor of food. Examples
include ketchup, mustard, mayonnaise, and hot sauce.

14. Pre-packaged Food Items : Ready-to-eat or ready-to-heat foods like frozen meals,
shacks, and canned goods.

15. Special Cuisine Items : Dishes unique to a specific culture or region, such as sushi
(Japanese), tacos (Mexican), or pasta (Italian).

16. Basic Beverage : Here is a brief overview of different types of beverages:

A Non-Alcoholic Drinks : Drinks without alcohol, including water, juices, soft drinks,
milk, and non-alcoholic teas or coffees.

A Alcoholic Drinks : Beverages containing alcohol, such as beer, wine, and spirits
(e.g., vodka, whiskey). They can be served in cocktails or alone.

A Hot Beverages : Drinks served hot, such as coffee, tea, hot chocolate, and herbal
infusions.

A Cold Beverages : Chilled drinks, including iced tea, soft drinks, lemonade, and iced
coffee.

A Smoothies and Shakes : Blended beverages often made with fruits, vegetables,
yogurt, or milk, perfect for a nutritious snack or meal.

A Juices : Drinks made from the extraction of liquids from fruits or vegetables, such as
orange juice or apple juice.
A Energy Drinks : Beverages designed to give a quick energy boost, often containing
caffeine, sugar, and other stimulants.
2.3 Current knowledge on food and beverage
The food and beverage (F&B) industry is a dynamic and ever-evolving sector that continues
to respond to changing consumer preferences, technological advancements, and
environmental concerns. Below is a summary of the key current trends and knowledge in the
food and beverage industry:
a) Current market trends in food and beverage:
 Health and wellness : as consumers become more health-conscious, there is an
increasing demand for organic, low-calorie, plant-based, and gluten-free options.
Functional foods and beverages (like probiotics, vitamins, and superfoods) are also
gaining popularity.
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f Sustainability : the focus on eco-friendly packaging, locally sourced ingredients, and
waste reduction practices is growing. Consumers are leaning towards brands that
prioritize sustainability.

1 Plant-based alternatives : plant-based foods, including meat and dairy alternatives,
continue to be a strong trend due to environmental, ethical, and health considerations.

1 Personalized and convenient products : meal kits, food delivery services, and ready-
to-eat meals are becoming more mainstream as convenience becomes a priority for
consumers.

1 Ethical eating : transparency regarding food sourcing, animal welfare, and fair trade
practices is highly valued. Ethical and clean labeling trends are on the rise.

b) Typical foods and beverages at the local area:

{ Traditional foods : depending on the region, typical local foods may include traditional
dishes such as rice and curry, biryani, local soups, and stews. For instance, in south
asian areas, dishes like kebabs, dal, pitha, and samosas are commonly served.

1 Beverages : common beverages include fresh fruit juices, local teas (e.g., green tea,
chai), and traditional drinks like lassi (a yogurt-based drink) or local soft drinks.

1 Snacks and street foods : local street food varieties like chatpati, fuchka, and chotpoti
are popular snacks. These dishes are often flavored with a combination of spices,
herbs, and tangy sauces.

1 Regional specialties : in some regions, local dishes made from seasonal produce
(e.g., mangoes, jackfruits, or indigenous vegetables) are common.

C)fispecial sd0 and Atrendsd menus:

1 Seasonal menus : many restaurants and cafes adapt their menus based on seasonal
availability. For example, fresh salads in summer, pumpkin-based dishes in autumn,
or comforting soups in winter.

71 Limited -time offers : restaurants often introduce "specials" or "trends" menus to
highlight new items or limited-edition dishes, especially in response to food trends like
plant-based options or international cuisines.

f Fusion menus : many eateries offer fusion dishes, blending two or more cultural
cuisines, such as sushi burritos or indian-mexican fusion (e.g., tandoori tacos).

1 Healthy trends : items like smoothie bowls, quinoa bowls, and other health-forward
meal s are common in Atrendso menus, especiall
more health-conscious.

d) Current food and beverage festivals:

1 Food and wine festivals : these events, such as the "taste of chicago" or "nyc wine &
food festival," are celebrated annually across various cities and bring together local
and international chefs to showcase their culinary creations.

1 Farmers' markets : seasonal festivals focusing on locally grown produce and food
products are popular. These festivals often feature farm-to-table meals, cooking
demos, and food tastings.

71 International cuisine festivals : festivals dedicated to specific cuisines, such as italian
food festivals, asian food fairs, or vegan food festivals, are commonly held in urban
centers.
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Street food festivals : growing in popularity globally, street food festivals celebrate
regional and global street food. These events allow food lovers to try local favorites
like tacos, kebabs, or dim sum.

Sustainability and eco -focused food festivals : as sustainability becomes a major
trend, some food festivals highlight eco-friendly practices, such as zero-waste cooking
and plant-based food stalls

€) Promotional activities in food and beverage:

1 Discounts and offers : many restaurants and cafes offer discounts, bundle deals, or
"buy one, get one free" promotions to attract customers, especially in competitive
urban environments.

1 Loyalty programs : establishments often implement loyalty programs where
customers can earn points or discounts for repeat visits. Some businesses even offer
digital loyalty cards or apps to enhance customer retention.

1 Social media campaigns : social media promotions (such as instagram contests,
influencer partnerships, and hashtag campaigns) are used widely in the f&b sector to
increase brand awareness and customer engagement.

1 Sampling and tasting events : companies often organize product sampling or tasting
events, either in-store or at food festivals, to allow customers to try new products before
purchasing.

1 Collaborations with influencers : food brands often collaborate with local influencers
to promote new menu items, seasonal products, or limited-time offers. Influencers may
post about the food on social media to reach a wider audience.

These points summarize the dynamic and evolving nature of the food and beverage
sector, reflecting both consumer preferences and industry strategies in the current
market.
Self-Check Sheet i 3.2
Questions:

1. What do you mean by cooking methods?

2. What are the 7 methods of cooking for build your culinary skills?

3. What are the types of food?

4. What are the types of beverages?

5. Explain current knowledge on food and beverage

6. What are the main objectives of food and beverage service?
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Answer Key 1 3.2

Answers:

1. What do you mean by cooking methods?
Ans. Cooking method refers to the technique or process used to prepare food for
consumption. It involves the application of heat or other methods to transform raw ingredients
into a finished dish. Different cooking methods can affect the texture, flavor, appearance, and
nutritional value of the food. Examples of cooking methods include boiling, grilling, roasting,
frying, steaming, baking, and sautéing. Each method has its own characteristics and is often
chosen based on the type of food being prepared and the desired result.
2. What are the 7 methods of cooking for build your culinary skills?
Ans. If you want to build your culinary skills, start by practicing and perfecting
these 7 fundamental cooking methods.

Steaming
Blanching
Searing
Braising
Poaching
Roasting

= =4 4 A4 A -8 -

Grilling
3. What are the types of food?
Ans. Here is a brief overview of different types of food:

17. Appetizers : Small dishes served before a main meal, designed to stimulate the
appetite. Examples include spring rolls, bruschetta, and dips.

18. Soups : Liquid-based dishes typically served as the first course. They can be clear
(broth-based) or creamy (like chowders). Examples: tomato soup, lentil soup.

19. Meats and Poultry : Includes dishes made from animal protein such as beef, chicken,
lamb, and pork. These can be grilled, roasted, fried, or stewed.

20. Fish/Seafood : Dishes made from fish and shellfish. These can be grilled, baked, or
steamed. Examples: grilled salmon, shrimp cocktails.

21. Vegetables : Plant-based dishes, either as side dishes or main components. Common
preparations include roasting, steaming, or sautéing. Examples: roasted carrots,
steamed broccoli.

22. Carbohydrates : Foods high in starch or sugar, often serving as energy sources.
Examples include rice, pasta, bread, and potatoes.

23. Desserts : Sweet dishes usually served at the end of a meal. They include cakes, pies,
pastries, and ice creams.

24. Baked Items : Foods made by baking, like bread, cakes, cookies, and pies. These can
be sweet or savory.

25. Snacks : Quick, easy-to-eat foods often served between meals. Examples include
chips, nuts, granola bars, and fruit.

26. Cheeses: Dairy products made from milk, such as cheddar, mozzarella, and brie. Can
be served on their own or incorporated into other dishes.
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27.

28.

29.

30.

31.

32.

Fruits : Sweet and juicy plant-based foods, often eaten raw. Examples include apples,
oranges, and berries.

Salads: Dishes made primarily of raw vegetables, often served with dressings. Can
also include fruits, nuts, or proteins.

Condiments : Sauces or spreads added to enhance the flavor of food. Examples
include ketchup, mustard, mayonnaise, and hot sauce.

Pre-packaged Food Items : Ready-to-eat or ready-to-heat foods like frozen meals,
shacks, and canned goods.

Special Cuisine Items : Dishes unique to a specific culture or region, such as sushi
(Japanese), tacos (Mexican), or pasta (Italian).

What are the types of beverages?

Ans. Here is a brief overview of different types of beverages:

A Non-Alcoholic Drinks : Drinks without alcohol, including water, juices, soft drinks,
milk, and non-alcoholic teas or coffees.

A Alcoholic Drinks : Beverages containing alcohol, such as beer, wine, and spirits
(e.g., vodka, whiskey). They can be served in cocktails or alone.

A Hot Beverages : Drinks served hot, such as coffee, tea, hot chocolate, and herbal
infusions.

A Cold Beverages : Chilled drinks, including iced tea, soft drinks, lemonade, and iced
coffee.

A Smoothies and Shakes : Blended beverages often made with fruits, vegetables,
yogurt, or milk, perfect for a nutritious snack or meal.

A Juices : Drinks made from the extraction of liquids from fruits or vegetables, such as
orange juice or apple juice.

A Energy Drinks : Beverages designed to give a quick energy boost, often containing
caffeine, sugar, and other stimulants.

Explain current knowledge on food and beverage

Ans. The food and beverage (F&B) industry is a dynamic and ever-evolving sector that

continues to respond to changing consumer preferences, technological

advancements, and environmental concerns. Below is a summary of the key current

trends and knowledge in the food and beverage industry:

a) Current market trends in food and beverage:
Health and wellness
Sustainability
Plant-based alternatives
Personalized and convenient products
Ethical eating
) Typical foods and beverages at the local area:
Traditional foods
Beverages
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Snacks and street foods

C) Regional specialties fAspecialso and
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Seasonal menus

Limited-time offers

Fusion menus

Healthy trends

Current food and beverage festivals:
Food and wine festivals

Farmers' markets

International cuisine festivals

Street food festivals
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Sustainability and eco-focused food festivals
Promotional activities in food and beverage:

D
~

Discounts and offers
Loyalty programs
Social media campaigns
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Sampling and tasting events

1 Collaborations with influencers
6. What are the main objectives of food and beverage service?

Ans. Objectives food and beverage service are:
1 To provide high quality food and beverages.
To provide friendly and welcoming atmosphere.
To provide professional, hygienic, and attentive service.
To impart value for money.

= =4 =4 =4

To retain the existing customers and to bring in new ones

Information Sheet 3.3
Learning Outcome - 3: Share information with guests

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:

3.1 Assisting a guest in selecting food and beverage items
3.2 Suitable combinations of food and beverages

3.3 Respond guest questions

3.4 New items

3.5 Suggestive sale skills

3.6 Chef specials and promotional offers
3.1 Assisting a guest in selecting food and beverage items

97|Page
Food and Beverage ServicBMET



Assisting a guest in selecting food and beverage items requires a thoughtful approach to
ensure that their preferences, dietary restrictions, and overall dining experience are
considered. Here is how to assist guests effectively:

a) Understanding the guest's preferences:

1 Ask about preferences : start by asking guests about their likes and dislikes (e.g., any
preferred cuisines or flavor profiles). For example, "do you prefer something light,
hearty, or spicy?" or "are you in the mood for something vegetarian or non-vegetarian?"

71 Consider dietary restrictions : inquire about any food allergies or intolerances. For
example, "do you have any dietary restrictions, such as gluten-free, dairy-free, or
vegetarian?"

1 Previous experiences : if the guest has dined at the restaurant before, ask what they
enjoyed or didnét enjoy during their |l ast vi:

b) Suggesting based on popular dishes:

71 Highlight signature dishes : suggest popular or signature items from the menu that

A

reflect the restaurantés style or expertise.
guest favorite," or "our signature burger is highly recommended."

1 Seasonal dishes : point out seasonal dishes or ingredients that are fresh and available
at the moment. For example, "our pumpkin soup is made with fresh seasonal
ingredients."

T Chef 6s sipteeiisalspecial of the day, mention it. "today we have a special
grilled salmon thatoés been getting great revi
c) providing recommendations based on meal type:

1 Appetizers : suggest lighter options like soups, salads, or small bites for guests looking
to start off their meal. For example, "if you're looking for something light to start, i
recommend the caprese salad."

1 Main course : depending on whether they want something light or hearty, suggest
options like grilled fish, a steak, or a vegetarian option. "if you're in the mood for
something hearty, our rib-eye steak is very popular.”

1 Beverages: pair beverages with the food based on
the spicy curry, i recommend a refreshing mango lassi or a chilled lager to balance the
heat.

d) Considering dietary restrictions and allergies:

1 Gluten-free or dairy -free: ensure that gluten-free or dairy-free options are
recommended, and double-check ingredients if necessary. For example, "we have a
wonderful gluten-free pasta dish that is very popular with guests who have gluten
sensitivities."

1 Vegetarian/vegan : if the guest follows a vegetarian or vegan diet, recommend plant-
based options. "our vegan avocado salad is a favorite, and it pairs well with our roasted
vegetable quinoa.”

1 Low-calorie or low -carb: for guests who are looking for lighter options, suggest low-
calorie or low-carb meals. "we have a grilled chicken salad that is low-calorie but
packed with flavor."

e) pairing food and beverages:
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1 Wine pairings : suggest wine pairings based on the
sauvignon blanc pairs wonderfully with the grilled chicken, or if you prefer red, a light
pinot noir would complement the flavors well."

1 Non-alcoholic drinks : for guests who prefer non-alcoholic beverages, offer options
like fresh juices, mocktails, or iced tea. "our freshly squeezed orange juice is a great
option if you're looking for something refreshing and non-alcoholic.”
f Understanding the guestdés mood or occasion:

1 Special occasions : for celebrations or special occasions, recommend items that feel
more indul gent or l uxuri ous, l'i ke a fine ste
your special day, would you like to try our lobster tail with butter sauce?"

1 Casual vs formal dining : if the guest is looking for something casual, recommend
comfort food or lighter meals, such as burgers, sandwiches, or pizzas. If they're looking
for a more formal dining experience, suggest high-end dishes like steak, gourmet
pastas, or seafood platters.

g) Suggesting portion sizes:

1 Large or small portions : if the guest is unsure about portion sizes, ask if they prefer
smaller, tapas-style servings or larger plates. "we offer small plates if you'd like to try
a variety of dishes, or we also have generou
meal."

1 Family -style meals : suggest sharing platters or family-style meals if they are dining in
a group. "if you're dining with friends, our large seafood platter would be perfect for
sharing."

h) Personalizing the experience:

1 Customization : let guests know that dishes can often be customized. For example, "if
you'd like, we can adjust the spice level of the curry to suit your preferences."

1 Allergy precautions : be mindful of allergens and offer to customize dishes to meet
the guest's dietary needs. "if you have a nut allergy, we can prepare this dish without
nuts."

i) Making the experience fun:

1 Enthusiasm : be enthusiastic when recommending items, and show your knowledge

and passion for the food. "i absolutely love the truffle mac and cheesei i t 6 s decaden:
and delicious!"

{1 Tasting menus : for guests who are unsure what to order, suggest a tasting menu that
all ows them to sample a variety of dishes. "
menu gives you a Ilittle bit of everything, at
i) Helping with dessert and after -dinner drinks:

1 Dessert pairing : once the main meal is done, suggest a fitting dessert. "if you're in the
mood for something sweet, our chocolate lava cake is a crowd favorite."

1 Digestive drinks : offer after-dinner drinks such as coffee, tea, or a digestif. "would you
like a nice espresso or a refreshing mint tea to end the meal?"
By |listening carefully to the guestods needs anc
and providing a personalized experience, you can help them select the best food and
beverages that will enhance their dining experience.
3.2 Suitable combinations of food and beverages:
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Suitable combinations of food and beverages refer to pairings that complement each other
in terms of flavor, texture, and nutritional value. These combinations are carefully chosen to
enhance the overall dining experience, where the beverage either balances, contrasts, or
elevates the flavors of the food. For example:

il

Tea with snacks: A light snack like samosas or biscuits can pair well with black or
green tea. The bitterness of tea complements the rich, savory taste of fried snacks.

Wine with cheese: The acidity of wine, such as red or white, complements the creamy
texture and richness of cheese.

Water with spicy food: Water helps cool down the spiciness of dishes like curries,
providing relief and refreshment.
Juices with breakfast:  Fresh fruit juices, like orange juice, are commonly paired with

light breakfast items like eggs or toast, balancing the flavors and adding a refreshing
touch.

These pairings are based on both cultural traditions and culinary science, aiming to provide a
satisfying and enjoyable meal experience.

Here are some suitable combinations of food and beverages, categorized for different
occasions and meal types:

1. Breakfast combinations

il

Coffee + croissants : the richness of coffee complements the buttery, flaky texture of
croissants.

Fresh orange juice + scrambled eggs : the citrusy juice balances the savory taste of
eggs, offering a refreshing start to the day.

Smoothie + granola bowl : a fruit-based smoothie paired with a crunchy granola bowl
provides a healthy, energizing combination.

Tea + toast with jam : light and satisfying, this combination is perfect for a simple
breakfast.

2. Lunch combinations

il

Iced tea + grilled chicken salad : the refreshing iced tea complements the light, savory
flavor of the grilled chicken and the crunch of the salad.

Lemonade + sandwiches : a zesty lemonade pairs well with various sandwiches, such
as turkey, ham, or veggie wraps.

Sparkling water + sushi : the clean, crisp flavor of sparkling water enhances the
delicate taste of sushi, making it a popular choice for a light lunch.

Coconut water + rice bowl : the natural sweetness of coconut water balances the
savory flavors of a rice bowl, often featuring vegetables and protein like chicken or tofu.

3. Dinner combinations

il

Red wine + steak : a full-bodied red wine, like cabernet sauvignon, complements the
rich, savory flavors of grilled steak.

White wine + seafood (lobster, shrimp) : a light, crisp white wine like chardonnay or
sauvignon blanc enhances the taste of seafood without overpowering it.

Beer + pizza: the malty flavor of a beer pairs well with a variety of pizza styles,
particularly savory options like pepperoni, sausage, or margherita.
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Water + grilled vegetables with hummus : a simple, healthy combination that pairs
well with the fresh and smoky flavors of grilled vegetables and the creamy texture of
hummus.

4. Snacks and casual combinations

|l

Tea + biscuits : a classic combination often enjoyed in the afternoon, where the mild
taste of tea complements the sweetness or crunchiness of biscuits.

Soft drink + french fries : a popular snack combination, where the crisp, salty flavor
of fries is balanced by the sweetness of soda.

Fruit juice + cheese platter : atangy fruit juice like apple or grape juice pairs well with
the rich, creamy textures of different cheeses.

5. Dessert combinations

il

1

Coffee + chocolate cake : the bitterness of coffee complements the sweetness of
chocolate cake, creating a satisfying dessert experience.

Ice cream + fresh fruit : a refreshing fruit salad (like berries or tropical fruits) topped
with creamy ice cream offers a delicious, sweet combination.

Champagne + strawberries : the light, bubbly nature of champagne complements the
sweetness and tartness of fresh strawberries, often served as a celebratory treat.

6. Special occasions and pairings

1

il

Champagne + oysters : the crispness of champagne elevates the fresh, briny flavor
of oysters, making it a sophisticated combination often served during celebrations.

Whiskey + dark chocolate :the deep, rich flavor of whiskey pairs well with the intense
bitterness of dark chocolate, often appreciated in a relaxed setting.

7. Healthy combinations

il

1

Green tea + avocado toast : the mild, earthy flavor of green tea pairs well with the
creamy, nutritious avocado on toast.

Herbal tea + fruit salad : a light, refreshing herbal tea complements the freshness of
a fruit salad, making it a healthy and satisfying combination.

Kombucha + buddha bowl : the tangy taste of kombucha works well with the variety
of fresh vegetables, grains, and proteins found in a buddha bowl.

These food and beverage combinations cater to a wide variety of tastes and occasions,
enhancing the overall dining experience.
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Some examples of combination foods are:

/

Placeil choor
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Dessert with iced coffee Chicken Biryani with Borhani .

Here are some popular combinations of food and beverages in the context of Bangladesh ,
these combos are commonly served in restaurants, homes, and at traditional events.
Biriyani + Borhani

A Food: Chicken or Kacchi Biriyani

A Beverage: Borhani (spiced yogurt drink)

A Occasion: Weddings, parties, special events

A Picture suggestion: Plate of Kacchi Biriyani with egg & salad + glass of chilled borhani
Khichuri + Beef Rezala + Lemon Juice

A Food: Bhuna Khichuri with Beef Rezala
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A Beverage: Fresh Lemon Juice

A Occasion: Rainy days, family lunch

A Picture suggestion:

Khichuri served with rezala and salad + lemon juice with mint leaves

Paratha + Dim Bhuna + Milk Tea

A Food: Paratha with Spicy Egg Curry
A Beverage: Dudh Cha (Milk Tea)
A Occasion: Breakfast or evening snacks

A Picture suggestion:

Flaky paratha with egg curry + cup of tea in a clay cup

Panta llish + Green Chili + Onion + Water
A Food: Panta Bhaat with Fried Hilsha, Onion, Chili
A Beverage: Plain Water or Tamarind Juice

A Occasion: Pohela Boishakh (Bengali New Year)

A Picture suggestion:

Rustic clay plate with panta bhaat, fried ilish, and sides

Shingara + Samucha + Black Tea

A Food: Fried snacks like Shingara & Samucha

A Beverage: Black Tea or Milk Tea

A Occasion: Evening tea time, guests

A Picture suggestion:

Plate of snacks + cup of tea with steam

Grilled Chicken + Fried Rice + Soft Drinks
A Food: Grilled Chicken, Vegetable Fried Rice
A Beverage: Coca-Cola/ Pepsi

A Occasion: Casual dining, restaurants

A Picture suggestion:

Restaurant-style grilled platter + cold drink glass

Beef Tehari + Cucumber Salad + Lassi
A Food: Spiced Tehari (with beef)
A Beverage: Lassi (Sweet/Salty)

A Occasion: Lunch, traditional meal

A Picture suggestion:

Tehari bowl with side salad + frothy lassi glass

Cake + Patties + Cold Coffee
A Food: Bakery items like cream cake, chicken patties

A Beverage: Iced Coffee or Cold Mocha

A Occasion: Birthdays, café hangouts

A Picture suggestion:

Dessert plate with iced coffee glass

3.3 Respond guest questions:

1. Preparation for taking beverage orders:

Make sure you are well groomed and tidy.

Make sure you know the items on the beverage list and knowledge about any happy

hours.

1 If guests are celebrating a special occasion such as a birthday,
anniversary or other celebration, they may want to have wine or champagne
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with their meals.

Know which drink goes in which glasses - Learn about Type of Glasses used in Bar.
Prepare your order pad or Handheld device which can capture following details.
Date.

Your name.

Table number.

The number of guests.

Make sure your pen is working.

Approach the table:

Approach the table to take the beverage order within three minutes of the guest being
seated.

Stand on the right-hand side of the guest where possible or at the end of the table.
Greet the guest, remember to use the g u e snan@e svhere known.

Present the beverage list, from the right-side hand, make sure i tclean and tidy.
Smile genuinely.

Establish good eye contact.

Maintain good posture.

Give the guest enough time to look at the beverage list or to decide.

Make suggestions/ recommendations:

Know which wines will go well with certain foods.

Suggest specialties, signature beverages, or premium brands, water, snacks
to go with the drinks when appropriate.

A minimum of one recommendation is to be made per order (new table).

Find out the g u e sptef@rence for service, for example, "on the rocks", "with
soda", "with tonic water" or "straight up" etc.

fi M al get you one of our signature Gin or how aboutaglassofChar donnay ? 0.
Suggest the most popular call brands when a guest does not specify the brand.
Suggest a specialty drink if a guest is not sure what to order.

Take the order:

Excuse me Mr Bond what may | bringyoutod r i nk ? 0

Always speak clearly at all times.

Always take orders from women first, then men.

Write order on the guest check or order taking pad or handheld device
according to how the guests are seated.

Follow a clockwise direction.

Assign a number to each chair at a table, the chair number one on each table is typically
the one closest to the door or some other landmark in your restaurant.

Write the order for the guest in chair number one on the first line of the order pad.
Always use standard beverage abbreviation.

Listen carefully to each guest orders and repeat the order and details.

Do not interrupt the guest.

Repeat the order:
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3.

Speak slowly

Speak clearly and politely repeating the order back to the guest.
Leaving the table:

Always say thank you and Smile genuinely.

Maintain good eye contact.

Take beverage list(s) or menu with you.

How to Deny alcohol service to intoxicated guests?

Tactfully tell guests that you care about their safety and can't serve them alcohol.
Do not make accusations, judge the guests or argue.

Suggest nonalcoholic drinks and food instead.

Tell your manager whenever you deny someone alcohol service.

= =4 =4 4 4 4 A

1

New items are recommended to regular guests to encourage

Start by Teasing the Iltems on Social Media. p= i ey =
Include The New Menu ltems in a Promo. : : S——
Offer Free Samples. ’ b ‘
Send Emails/a Newsletter. ' i

Take Customers Behind the Scenes. & ﬁ'
Ask Customers to Share the Love.

Contact Influencers.

Announce the New Dishes on Your Website.

3.5 Suggestive sale skills:
Suggestive selling is a technique used to encourage customers to purchase additional items
or upgrades based on their current order. The goal is to enhance the customer experience
while increasing sales. Here are some key suggestive sale skills that can be applied in a
restaurant setting or any retail environment:
A Know your menu
Anticipate customer needs
Offer complementary items
Upsell with benefits
Create a sense of urgency
Be enthusiastic and confident
Tail or suggestions to the customerods preferert
Use descriptive language
Bundle items for value
Focus on the experience
Leverage social proof
Cross-selling
Use positive and non-pushy language
Reward programs
Use timing to your advantage
Be attentive and responsive
By mastering these suggestive sale skills, you can significantly improve the customer
experience while also increasing sales in
on building a rapport and creating a positive environment where the customer feels valued
and informed.
3.6 Chef specials and promotional offers:

A
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A
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To inform guests about chef's specials and promotional offers in a welcoming and engaging
manner, you can follow these strategies:
aChef 6s Special s:

71 Introduction : Start by highlighting the dish with enthusiasm, and mention why it's
special for that day.

1 Description : Provide a short description of the dish, including the key ingredients and
any unique preparation methods.

f  Recommendation : Suggest the dish as a must-try for the day or season.
b) Promotional Offers:

1 Announcement : Clearly announce any ongoing promotions or discounts, mentioning
specific detalils.

f Highlighting Value : Emphasize the value of the
Al i miitneed of fer ) to attract interest.

1 Urgency : If the promotion is limited, mention its time frame to encourage action.
¢) Combining Both:

1 If you have both specials and promotional offers running simultaneously, mention them
together to create an appealing package for the guest.

Self-Check Sheet 7 3.3

Questions:

How do you assist a guest in selecting food and beverage items?
How to recommend dishes to customers?
What is food and beverage combination?

How would you respond to a guest who complains about his or her food?
How do you promote a new item on the menu?

S A

What is the suggestive selling technique?

Answer Key 1 3.3

Answers:

1. How do you assist a guest in selecting food and beverage items?

Ans. Assisting a guest in selecting food and beverage items requires a thoughtful approach
to ensure that their preferences, dietary restrictions, and overall dining experience are
considered. Here is how to assist guests effectively:

b) Understanding the guest's preferences:
Ask about preferences
Consider dietary restrictions
Previous experiences:

b) Suggesting based on popular dishes:
Highlight signature dishes:

Seasonal dishes:
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1 Chefds special s:
¢) Providing recommendations based on meal type:

Appetizers:
Main course:

il
il
1 Beverages:

d) Considering dietary restrictions and allergies:
il

il

il

Gluten-free or dairy-free:
Vegetarian/vegan:

Low-calorie or low-carb:
e) Pairing food and beverages:

Wine pairings:
Non-alcoholic drinks:

f Understanding the guestbés mood or occasi

Special occasions:

Casual vs formal dining:
g) Suggesting portion sizes:

T Large or small portions

1 Family-style meals:
h) Personalizing the experience:

1 Customization:

1 Allergy precautions:
i) Making the experience fun:

1 Enthusiasm

2. Define suitable combinations of food and beverages:
Ans. Suitable combinations of food and beverages refer to pairings that complement
each other in terms of flavor, texture, and nutritional value. These combinations are
carefully chosen to enhance the overall dining experience, where the beverage either
balances, contrasts, or elevates the flavors of the food. For example:

1

Tea with snacks: A light snack like samosas or biscuits can pair well with black or
green tea. The bitterness of tea complements the rich, savory taste of fried snacks.

Wine with cheese: The acidity of wine, such as red or white, complements the creamy
texture and richness of cheese.

Water with spicy food: Water helps cool down the spiciness of dishes like curries,
providing relief and refreshment.
Juices with breakfast:  Fresh fruit juices, like orange juice, are commonly paired with

light breakfast items like eggs or toast, balancing the flavors and adding a refreshing
touch.

These pairings are based on both cultural traditions and culinary science, aiming to
provide a satisfying and enjoyable meal experience.
3. How would you respond to a guest who complains about his or her food?

Ans. Apologize to the customer for the problem, empathize with his situation

and assure him you will act immediately to address his complaint. This is not
the time to worry about who is to blame or to make excuses. Remain calm
and try to keep the situation from escalating. Thank the customer for pointing
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out the problem.
4. How do you promote a new item on the menu?
n the menu following activities-
1 By teasing the items on social media.

Include the new menu items in a promo.
Offer free samples.

Send emails/a newsletter.

Take customers behind the scenes.
Ask customers to share the love.

=A =4 4 4 4 -

Contact influencers.

1 Announce the new dishes on your website

5. What is the suggestive selling technique?
Ans. Suggestive selling is a technique used to encourage customers to purchase
additional items or upgrades based on their current order. The goal is to enhance the
customer experience while increasing sales. Here are some key suggestive sale skills that
can be applied in a restaurant setting or any retail environment:

A Know your menu

Anticipate customer needs

Offer complementary items

Upsell with benefits

Create a sense of urgency

Be enthusiastic and confident

Use descriptive language
Bundle items for value
Focus on the experience
Leverage social proof
Cross-selling
Use positive and non-pushy language
Reward programs
Use timing to your advantage
A Be attentive and responsive

By mastering these suggestive sale skills, you can significantly improve the customer
experience while also increasing sales in
on building a rapport and creating a positive environment where the customer feels valued
and informed.

6. How are you informing to the guest about chef specials and promotional offers?
Ans. To inform guests about chef's specials and promotional offers in a welcoming and
engaging manner, you can follow these strategies:
dChef 6s Special s:

v DD D> D> DD D D> D> D> DD

{1 Introduction : Start by highlighting the dish with enthusiasm, and mention why it's
special for that day.

1 Description : Provide a short description of the dish, including the key ingredients and
any unique preparation methods.

1 Recommendation : Suggest the dish as a must-try for the day or season.
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e) Promotional Offers:

1 Announcement : Clearly announce any ongoing promotions or discounts, mentioning
specific detalils.

f Highlighting Value : Emphasize the value of the
Al i miitneed of fer 6) to attract interest.

1 Urgency : If the promotion is limited, mention its time frame to encourage action.
f) Combining Both:

pr omo:

1 If you have both specials and promotional offers running simultaneously, mention them
together to create an appealing package for the guest.

-------------------- - S P (¢ [—
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Module i 4

MODULE: PREPARING TABLE FOR SERVICE

Unit Code: SICIP -THS-FBS-04-O

Skills for Industry Competitiveness and Innovation Program (SICIP)
Finance Division, Ministry of Finance

110|Page
Food and Beverage ServicBMET



111|Page
Food and Beverage ServicBMET



Module 1 4
Module Title: Prepare table for service

Unit Code: SICIP- THS -FBS-04-O Nominal Hours: 50 hrs.

Module Description:

This unit covers the skills, knowledge and attitudes required to prepare table for service. It
specifically includes the tasks of selecting and collecting cutlery, crockery and table items and
arranging cutlery, crockery and table accomplishment for laying table.

Learning Outcome:
After completing this module, trainee will be able to:

1. Select and collect cutlery, crockery and table items
2. Arrange cutlery, crockery and table accomplishment for laying table

Assessment Criteria:

1.1 Cutlery, crockery, glassware and table items are identified and collected as required

1.2 Types of common table service is identified as per job requirement.

1.3 Cleanliness and availability of table items are checked and confirmed as per standard
operating procedure

1.4 Table is laid as per job requirement.

1.5 Linen is placed on the table as per standard operating procedures.

1.6 Center piece, vase, cruet set and ashtray are placed on the table as per the workplace
standard.

1.7 Cutlery and crockery are placed on the table as per the required service.

1.8 Other items are placed on the table, if required.
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Information Sheet -1

Learning Outcome -1: Select and collect cutlery, crockery and table items

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents:

1.1 Cutlery, crockery, glassware and table items
1.2 Types of common table service
1.3 Cleanliness and availability of table items

1.1 Cutlery, Crockery, Glassware and table items

Cutlery:

Cutlery refers to tools or utensils used for preparing, serving, and eating food. It includes
knives, forks, spoons, and other items like tongs or ladles.

Cutleries are also known as flatware , which are used for eating food.

Common types of cutleries and their uses:
Understanding the different types of cutleries helps ensure you are using the right tool for the
right dish:
Forks:
A Dinner Fork: The standard fork for your main course.
Salad Fork: Slightly smaller than a dinner fork, used for appetizers or salads.
Dessert Fork: Even smaller, designed for pastries, cakes, and other desserts.
Fish Fork: Often has a broader, flatter tines, sometimes with a notch, to help separate
fish from bones.
Knives:
A Dinner Knife: The primary knife for the main course, often with a slightly serrated edge.
A Steak Knife: Features a sharper, more pronounced serrated blade for easily cutting
through meats.
A Butter Knife: A small, blunt knife with a rounded tip, specifically for spreading butter.
A Fish Knife: Has a unique shape, often resembling a trowel, designed to lift and
separate fish portions without tearing.
Spoons:
A Soup Spoon: A large spoon with a round or oval bowl for eating soup.
A Teaspoon: The smallest spoon, used for stirring tea or coffee and for some desserts.
A Dessert Spoon: Larger than a teaspoon but smaller than a soup spoon, used for
various desserts.
A Demitasse Spoon: A tiny spoon used with small espresso or demitasse cups.

> > >

113|Page
Food and Beverage ServicBMET



Serving spoon

A7800 dinner spoon g
dessert spoon g 6 n
soup spoon /3‘ \ '
Big tea spo!n T e f
dessept fork
59},

icmeredn $poon | W /
- ‘ } /
\ ) V
S tea spoon ;
- A Z
s =3 -
ol — o - -
coffee spoon - Cake fork

Different types of Cutleries

dinner knife

dessert knife
Servi} Fork

&
“,

A\

\

i @ g
=3 ) V 4 e ——
it 3y
— /
e ) m—
i 1
% . >
S >
Sov €D CI/';" 7

i S *5

Spoon \
Different types of Cutleries

Crockery:

Crockery refers to the dishes and plates used for serving and eating food. It typically includes
the items like plates, bowls, cups, saucers, and serving dishes, which are commonly made
from materials such as porcelain, ceramic, earthenware, or glass.

Common types of crockery and their uses:
Understanding the various pieces of crockery helps in setting a functional and appropriate
table:

Plates:
A Dinner Plate: The largest plate, serving as the main course plate.
A Salad Plate / Appetizer Plate: Smaller than a dinner plate, used for salads,
appetizers, or smaller portions.
A Bread & Butter Plate (B&B Plate): The smallest plate, typically used for bread, rolls,
and butter. It's usually placed above and to the left of the main dinner plate.
A Dessert Plate: Similar in size to a salad plate, specifically used for serving desserts.

A Soup Bowl: A bowl designed for serving soup, often wider and shallower than a
cereal bowl.
A Cereal Bowl / Dessert Bowl: A deeper bowl used for breakfast cereals, stews, or
various desserts.
A Pasta Bowl: Often a wide, shallow bowl with a rim, ideal for pasta dishes.
Cups & Saucers:
A Coffee Cup / Tea Cup: Used for serving hot beverages.
A Saucer: A small, flat plate placed underneath a cup to catch drips and provide a resting
place for a spoon.
A Demitasse Cup: A very small cup used for serving espresso or other strong,
concentrated coffees, accompanied by a matching demitasse saucer.
Serving Dishes:
A Serving Platters: Large, flat or slightly concave dishes used to present and serve
shared food items.
A Serving Bowls: Larger bowls used for serving salads, side dishes, or communal
portions.
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Different types of Crockeries Different types of Crockeries

Glassware:
Glassware refers to a wide range of items made primarily from glass, used for serving,
drinking, storing, and presenting food and beverages. In hospitality, especially in food and
beverage service, glassware plays a vital role in enhancing both the functionality and
aesthetics of service.
Types of Glassware (Common Categories):

Drinkware / Beverage Glassware:
A Water Goblet: Used for serving water; sturdy with a wide bowl.
Wine Glass: Comes in red and white varieties; shaped to enhance aroma and taste.
Champagne Flute: Tall and narrow, preserves carbonation.
Beer Mug / Pilsner Glass: Designed for serving different types of beer.
Highball & Lowball (Rocks Glass): For cocktails and spirits, like whiskey or rum.

A Martini Glass: Wide-brimmed glass for martinis and similar cocktails.
Service Glassware:

A Carafe / Decanter: Used for pouring wine or water.

A Pitcher / Jug: Serves multiple drinks like juice or water.

A Shot Glass: Small glass used for spirits and liqueurs.
Decorative / Specialty Glassware:

A Dessert Glass: Used for serving parfaits, ice cream, or mousse.

A Glass Bowls & Plates: Used in elegant or themed service presentations.
Characteristics of Good Quality Glassware:

1 Clarity : Should be clear and free from bubbles or defects.

1 Durability : Especially for commercial use, glassware must withstand frequent washing

and handling.

1 Balance & Weight : Should be well-balanced and not top-heavy.
Design : Aesthetic appeal contributes to customer experience.
1 Functionality : Specific shapes enhance taste and presentation of beverages.

N U S N S
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Different types of Glassware Different types of Glassware

Care and Handling Tips:

1 Handle with care to prevent chipping or breaking.
1 Wash with warm water and mild detergent; avoid abrasives.
{1 Store upright in clean, dry areas.
1 Inspect regularly for cracks or damage.
Table items:

Table items refer to the various objects and utensils placed on a dining table to facilitate eating,
drinking, and serving food. These items can include:

A

A
A

A

A

Cutlery : Forks, knives, spoons, and other utensils used for eating and food
preparation.

Crockery : Plates, bowls, cups, glasses, and serving dishes.

Glassware : Items like glasses for drinking beverages such as water, wine, or juice.
Serving items : Items such as serving bowls, trays, pitchers, and salt and pepper
shakers.

Napkins : Cloth or paper napkins used for cleaning hands or wiping the mouth.

Table Linens : Tablecloths, placemats, and table runners used for covering and
decorating the dining table.

Decorative items : Items like candles, flowers, or table centerpieces used to enhance
the table's appearance.

These table items vary based on the occasion and type of meal being served.

Identifying and Collecting Tips:

f
f

Check Functionality: Ensure condiment shakers are full and clean.

Cleanliness and Presentation:  All table items should be spotless and well-
maintained.

Placement: Know the standard placement of each item on the table for proper setup.
Replenish as Needed: Ensure all necessary items are present before guests arrive
or during service.

1.2 Common Table Service:

Common Table Service in a restaurant refers to the standard method of serving food and
drinks to guests at their table. It is a traditional service style where waitstaff brings the food
and beverages directly to the customers seated at a table.
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Key features of common table service include:

A Waitstaff Interaction : Servers take orders, deliver food and drinks, and assist with any
customer needs during the meal.
A Menu-based Ordering : Guests typically order from a menu, and the server brings the
food to the table after it is prepared.
A Individual or Group Dining : It can serve both individual guests and groups, with each
customer receiving their own food or shared dishes for the table.
A Use of Cutlery and Crockery : The food is served on plates or in bowls, and cutlery
such as forks, knives, and spoons are provided.
A Basic Service Style : This is often the most common and straightforward type of
service, as opposed to more formal or elaborate styles like buffet or fine dining service.
It focuses on ensuring that customers have an enjoyable dining experience through efficient
service, without the need for additional complexities like self-service or elaborate courses.

Different Table setup for service Different Table setup for service

In the hospitality industry, selecting the appropriate type of table service is essential to match
the style of the establishment, guest expectations, and operational efficiency. Each service
type has its own procedures, standards, and required skill sets for food and beverage staff.
Here are the types of common table service with brief descriptions:

A American Service: The most common style, where food is plated in the kitchen and
served directly to the guest at the table.

A French Service: A more formal style, where food is prepared and served from a trolley or
cart at the table, often involving some cooking or finishing in front of the guests.

A Russian Service: Food is served from large platters to individual plates by the server,
often in courses, with a formal presentation.

A English Service : The host or a designated server serves food from large serving dishes
to the guests, who then help themselves.

A Buffet Service : Guests serve themselves from a spread of food laid out on a table, with
servers available to assist if needed.

A Silver Service : A formal service where food is presented in large platters or dishes and
served directly onto guests' plates by the waiter using a service spoon and fork. The waiter
holds the platters from the left side of the guest and serves from the right.

A Cafeteria Service: A self-service style where customers select their food from a counter
and pay before sitting down. It is commonly found in schools, hospitals, and casual dining
establishments. The service is fast and often informal.
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A Counter Service: Customers place their order and pay at the counter, then either take
their food away or wait for it to be brought to them. This is a common style in fast food
restaurants or casual eateries.

A Grill Service: Food is prepared and served directly from a grill or open kitchen to the
customer. It often involves dishes such as steaks or grilled vegetables, and the service is
usually more interactive, with customers seeing their food being cooked.

A Takeaway Service: Customers place an order, pay, and then take the food away to eat
elsewhere. This service style is common in fast food outlets, pizzerias, and other
restaurants that offer takeout options.

These types of table service offer different levels of interaction, formality, and convenience,

catering to various dining experiences and customer preferences.

1.4 Cleanliness and availability of all table items:

Ensuring the cleanliness and availability of all table items before service is a critical

responsibility in food and beverage operations. This process follows the Standard Operating

Procedure (SOP) to maintain hygiene, service quality, and customer satisfaction.

Key Table Items to Check:

Item Category Common Examples

Glassware Water goblets, wine glasses, juice glasses

Cutlery / Flatware Forks, knives, spoons, dessert utensils

Chinaware / Crockery Plates (dinner, side, dessert), bowls

Table Linen Tablecloths, napkins, runners

Table Accessories Salt & pepper shakers, candle holders, menu cards, centerpiece
Condiments Sugar pots, butter dishes, sauce holders

Cleanliness Checks (as per SOP):
1. Visual Inspection:
o No stains, dust, or watermarks.
o No chips, cracks, or damage.
2. Polishing & Sanitization:
o Use a lint-free cloth or glass towel to polish glassware and cutlery.
o Sanitize as per HACCP or local food safety standards.
3. Table Linen:
o Ensure freshly laundered and ironed linens.
o No wrinkles, stains, or frayed edges.
4. Proper Handling:
o Handle all items by stems, handles, or edges to avoid fingerprints.
o Use trays or cloth to carry polished items.
Availability Checks (as per SOP):
1. Correct Quantity:
o Ensure the required number of each item is available for each cover (guest seat).
o Spare items prepared in service station or sideboard.
2. Setup as per Layout:
o Table items arranged correctly based on table dockets or floor plans.
o Follow establishment standards for fine dining, casual, or banquet service.
3. Replacement & Backup:
o Extraitems (e.g., napkins, cutlery) stocked nearby.
o Report missing/damaged items to supervisor immediately.
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| Clearing the Table

Why It is Important:

10.

- Maintains hygiene standards.

- Boosts guest confidence and satisfaction.

- Reduces service errors or delays.

- Reflects professionalism and attention to detail.

Self-check - 1

Define Cutlery, Crockery, Glassware and table items.

Briefly describe common types of cutleries and their uses.

Briefly describe common types of crockery and their uses.

List the types of Glassware (Common Categories) and their uses.
Mention the table items with examples.

Define table service.

Write the Key features of common table service.

What do you mean by cleanliness and availability of all table items.
Why table service is Important?

Fill in the gaps with appropriate words:

a) A Service standards procedure depends on

b) Which procedures are applied for welcoming guests

c) is very important for server.

d) It might be a all about server when provide information for guests.
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Answer sheet - 1

1. Define Cutlery, Crockery, Glassware and table items.

Ans. Cutlery:

Cutlery refers to tools or utensils used for preparing, serving, and eating food. Common
examples include knives, forks, spoons, and other items like tongs or ladles. Cutlery is typically
made from materials such as stainless steel, plastic, or wood and is used in both home and
commercial settings for dining and food preparation.

Crockery:

Crockery refers to the dishes and plates used for serving and eating food. It typically includes
items like plates, bowls, cups, saucers, and serving dishes, which are commonly made from
materials such as porcelain, ceramic, earthenware, or glass. Crockery is used in both every
day and special dining occasions. It is different from cutlery, which consists of utensils like
knives, forks, and spoons.

Glassware:

Glassware refers to a wide range of items made primarily from glass, used for serving,
drinking, storing, and presenting food and beverages. In hospitality, especially in food and
beverage service, glassware plays a vital role in enhancing both the functionality and
aesthetics of service.

Table items:

Table items refer to the various objects and utensils placed on a dining table to facilitate eating,
drinking, and serving food.

2. Briefly describe common types of cutleries and their uses.
Ans. Common types of cutleries and their uses:
Understanding the different types of cutleries helps ensure you are using the right tool for the
right dish:
Forks:
A Dinner Fork: The standard fork for your main course.
Salad Fork: Slightly smaller than a dinner fork, used for appetizers or salads.
Dessert Fork: Even smaller, designed for pastries, cakes, and other desserts.
Fish Fork: Often has a broader, flatter tines, sometimes with a notch, to help separate
fish from bones.

> > >

A Dinner Knife: The primary knife for the main course, often with a slightly serrated edge.
A Steak Knife: Features a sharper, more pronounced serrated blade for easily cutting
through meats.
A Butter Knife: A small, blunt knife with a rounded tip, specifically for spreading butter.
A Fish Knife: Has a unique shape, often resembling a trowel, designed to lift and
separate fish portions without tearing.
Spoons:
A Soup Spoon: A large spoon with a round or oval bowl for eating soup.
A Teaspoon: The smallest spoon, used for stirring tea or coffee and for some desserts.
A Dessert Spoon: Larger than a teaspoon but smaller than a soup spoon, used for
various desserts.
A Demitasse Spoon: A tiny spoon used with small espresso or demitasse cups.
3. Briefly describe common types of crockery and their uses.
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Ans. Common types of crockery and their uses:
Understanding the various pieces of crockery helps in setting a functional and appropriate
table:
Plates:
A Dinner Plate: The largest plate, serving as the main course plate.
A Salad Plate / Appetizer Plate: Smaller than a dinner plate, used for salads, appetizers,
or smaller portions.
A Bread & Butter Plate (B&B Plate): The smallest plate, typically used for bread, rolls,
and butter. It's usually placed above and to the left of the main dinner plate.
A Dessert Plate: Similar in size to a salad plate, specifically used for serving desserts.

A Soup Bowl: A bowl designed for serving soup, often wider and shallower than a cereal
bowl.
A Cereal Bowl / Dessert Bowl: A deeper bowl used for breakfast cereals, stews, or
various desserts.
A Pasta Bowl: Often a wide, shallow bowl with a rim, ideal for pasta dishes.
Cups & Saucers:
A Coffee Cup / Tea Cup: Used for serving hot beverages.
A Saucer: A small, flat plate placed underneath a cup to catch drips and provide a resting
place for a spoon.
A Demitasse Cup: A very small cup used for serving espresso or other strong,
concentrated coffees, accompanied by a matching demitasse saucer.
Serving Dishes:
A Serving Platters: Large, flat or slightly concave dishes used to present and serve
shared food items.
A Serving Bowls: Larger bowls used for serving salads, side dishes, or communal
portions.

4. List the types of Glassware (Common Categories) and their uses.
Ans. Types of Glassware (Common Categories) and their uses:

Drinkware / Beverage Glassware:
A Water Goblet: Used for serving water; sturdy with a wide bowl.
Wine Glass: Comes in red and white varieties; shaped to enhance aroma and taste.
Champagne Flute: Tall and narrow, preserves carbonation.
Beer Mug / Pilsner Glass: Designed for serving different types of beer.
Highball & Lowball (Rocks Glass): For cocktails and spirits, like whiskey or rum.
Martini Glass: Wide-brimmed glass for martinis and similar cocktails.

Service Glassware:

A Carafe / Decanter: Used for pouring wine or water.

A Pitcher / Jug: Serves multiple drinks like juice or water.

A Shot Glass: Small glass used for spirits and liqueurs.

Decorative / Specialty Glassware:

A Dessert Glass: Used for serving parfaits, ice cream, or mousse.

A Glass Bowls & Plates: Used in elegant or themed service presentations.
Characteristics of Good Quality Glassware:

1 Clarity : Should be clear and free from bubbles or defects.

> > > > > >
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1 Durability : Especially for commercial use, glassware must withstand frequent washing
and handling.

f Balance & Weight : Should be well-balanced and not top-heavy.

Design : Aesthetic appeal contributes to customer experience.

1 Functionality : Specific shapes enhance taste and presentation of beverages.

=

5. Mention the table items with examples.
Ans. These items can include:
A Cutlery : Forks, knives, spoons, and other utensils used for eating and food
preparation.
A Crockery : Plates, bowls, cups, glasses, and serving dishes.
A Glassware : Items like glasses for drinking beverages such as water, wine, or juice.
A Serving items : Items such as serving bowls, trays, pitchers, and salt and pepper
shakers.
A Napkins : Cloth or paper napkins used for cleaning hands or wiping the mouth.
A Table Linens : Tablecloths, placemats, and table runners used for covering and
decorating the dining table.
A Decorative items : Items like candles, flowers, or table centerpieces used to enhance
the table's appearance.

6. Define table service.
Ans. Common Table Service in a restaurant refers to the standard method of serving food
and drinks to guests at their table. It is a traditional service style where waitstaff brings the
food and beverages directly to the customers seated at a table.
7. Write the Key features of common table service.
Ans. Key features of common table service include:
A Waitstaff Interaction : Servers take orders, deliver food and drinks, and assist with any
customer needs during the meal.
A Menu-based Ordering : Guests typically order from a menu, and the server brings the
food to the table after it is prepared.
A Individual or Group Dining : It can serve both individual guests and groups, with each
customer receiving their own food or shared dishes for the table.
A Use of Cutlery and Crockery : The food is served on plates or in bowls, and cutlery such
as forks, knives, and spoons are provided.
A Basic Service Style : This is often the most common and straightforward type of service,
as opposed to more formal or elaborate styles like buffet or fine dining service.
It focuses on ensuring that customers have an enjoyable dining experience through efficient
service, without the need for additional complexities like self-service or elaborate courses.

8. What do you mean by cleanliness and availability of all table items.

Ans. Ensuring the cleanliness and availability of all table items before service is a critical
responsibility in food and beverage operations. This process follows the Standard Operating
Procedure (SOP) to maintain hygiene, service quality, and customer satisfaction.

9. Why table service is Important?
Ans.
-Maintains hygiene standards.
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- Boosts guest confidence and satisfaction.

- Reduces service errors or delays.

- Reflects professionalism and attention to detail.
10. Fill in the gaps with appropriate words:
Ans. Bold and underline words are correct answer.

a) A service standards procedure depends on techniques.
b) Which techniques ar e appthndaddsenficer? wel c omi n
c) Serving standards knowledge is very important for server.
d) It might be a clear concern all about server when provide information for
guests.
Job sheet -1

Job Title: Identify, Collect and Check cleanliness of table items as per SOP

Procedure:
10. Wear appropriate PPE for the Job.
11. Follow OSH
12. Read provided specification sheet.
13. Identify & collect tools, equipment and materials as per specification sheet.
14.Prepare tools, equipmentds and materials
15. Service standard must be followed for check in guest
16. General mission to understand for serving guest
17. The guest priority must full fill by server
18. Might know the restaurant service standards for keeping the guest required
19. Cutlery, crockery, glassware and table items are collected in systematic way
20. Submit required evidence to the trainer / assessor.
21. Clean and store tools, equipment and materials as per standard.
22. Clean your workplace and dispose waste materials.
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Specification sheet -1
Job Title: Identify, Collect and Check cleanliness of table items as per SOP
To complete the above task, you will need to use the following PPE and table items.

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1pc
Waiter cloth 1pc
Waiter shoes 1 pair

Pad 1pc

Pen 1pc
Lighter 1pc

Bottle opener 1pc
Cutlery, crockery, and table items Quantity
Water goblet As required
Wine glass As required
White wine glass As required
Red wine glass As required
Champaign glass As required
Rock glass As required
Whiskey glass As required
Service plate As required
Quarter plate As required
Batter plate As required
Side plate As required
Service spoon As required
Service fork As required
Service knife As required
Butter knife As required
Dessert knife As required
Dessert fork As required
Table linen As required
Table top As required

Food and Beverage ServicBMET
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Information Sheet -2

Learning Outcome 2: Properly arrange cutlery, crockery, and table accompaniments
for an effective table setting.
Learning Objective: After completion of this information sheet, the learners will be able to

explain, define and interpret the following contents.
Contents:

2.1 Table is laid as per job requirement.

2.2 Linenis placed on the table as per standard operating procedures.

2.3 Center piece, vase, cruet set, ashtray is placed on the table as per workplace

standard.

2.4 Cutlery and crockery are placed on the table as per the required service.

2.5 Other table items are placed on the table, if required.
2.1 Table is laid as per job requirement:
The phrase "Table is laid as per the job requirement" refers to setting or arranging the dining
table in a manner that matches the requirements of the meal or service being provided. The
layout may vary based on the type of meal; the number of courses, the formality of the event,
or the type of service being offered. Here's how the table can be laid based on different job
requirements or situations:
For Formal Dining:

A A more intricate setup with multiple utensils for each course, glasses for different
beverages (water, wine, etc.), and a formal tablecloth and napkins. The cutlery is
placed according to the order of use, with soup spoons, fish forks, and dessert
spoons positioned accordingly.

For Casual Dining:

A A simpler setup with fewer utensils (usually just a fork, knife, and spoon), a basic
setting for the main course, and possibly a glass for water or a casual drink. It may
not include extras like wine glasses or dessert utensils.

For Buffet or Cafeteria Service:

A The table is arranged with dishes or serving stations where guests can serve
themselves. The layout may include trays, cutlery, and condiments but generally
avoids the complexity of plated service.

For Takeaway Service:

A The table is not laid out as traditionally, but instead, food containers, cutlery, napkins,
and possibly condiments are packaged for easy transport. The focus is more on
convenience than presentation.

For Silver or French Service:

A The table may be set with a simple setup for the guest, but the service style will
require the server to bring the food to the table in a more formal manner, using
trolleys or platters.

For Breakfast or Light Meals:

A A basic setting, perhaps only a plate, fork, knife, and napkin, with condiments like
butter, jam, or syrup available. The setup is light and simple, as it may only involve
one course.

A In each case, the way the table is laid is tailored to the specific requirements of the
service being provided, ensuring a smooth dining experience.
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Formal Dining

1 Description: Formal dining implies a high level of service, specific etiquette, and often
a multi-course meal experience. It's characterized by elegant table settings, attentive
staff, and a sophisticated atmosphere.

1 Characteristics:

o Elaborate table settings (multiple pieces of cutlery, glassware).

o Highly trained and attentive service staff.

o Multi-course meals (e.g., amuse-bouche, appetizer, soup, fish, main course,
dessert, coffee/petit fours).
Strict adherence to dining etiquette.
Often involves dress codes (e.g., business casual, black tie).
Emphasis on presentation, quality of ingredients, and the overall dining
experience.

1 Example: A fine-dining restaurant with white tablecloths, crystal glassware, sommelier
service, and a tasting menu.

Bread Pate
Dessert Spoon Walter Glass: Fed Wine Glass
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Formal Dining setup Formal Dining setup

Casual Dining
1 Description: Casual dining offers a relaxed and informal atmosphere with more
straightforward service and usually more affordable prices than formal dining. It's about
comfort and accessibility.
1 Characteristics:

o Relaxed dress code.

o Simpler table settings (fewer pieces of cutlery, standard glassware).

o Menu often features comfort food, popular dishes, and quicker service.

o Caninclude a variety of restaurant types like family restaurants, diners, pubs,

or fast-casual establishments.
o Focus on good food in a comfortable setting without the fuss of formal etiquette.
1 Example: A local bistro, a family-style restaurant like Olive Garden, or a popular pub
serving food.
When you're "determining the setup type," you're essentially identifying the style and
operational model of a dining establishment or event. Each type has distinct implications for
service, menu, pricing, and atmosphere.
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Casual Dining aria Casual Dining aria
Buffet
1 Description: A buffet offers a variety of dishes laid out on a serving line or station,
from which guests serve themselves. The price is usually fixed, and guests can often
eat as much as they like (all-you-can-eat).
1 Characteristics:
o Fixed price, often per person.
o Self-service model for food.
o Wide variety of dishes available simultaneously.
o Efficient for serving a large number of people quickly.
o Can be found in hotels (for breakfast, lunch, or dinner), casual restaurants, or
special events.
1 Example: A hotel breakfast buffet with various pastries, hot dishes, fruits, and
cereals; a wedding reception with a food buffet.

Different Buffet service setup

Table dbéhtte

"Table d'héte" (pronounced "tah-bluh-DOHT") is a French term that literally means "host's
table.” In the culinary world, it refers to a specific type of menu and dining experience
characterized by a fixed -price, multi -course meal with limited choices.

Key Characteristics of a Table d'hote Menu:

1. Fixed Price (Prix Fixe): This is the most defining feature. You pay one set price for the
entire meal, regardless of the specific dishes you choose from the available options for
each course. This offers predictability for the diner's budget.

2.  Multi-Course Format: A table d'hdte meal typically includes several courses, usually in
a set sequence. Common structures include:

o Appetizer (or soup/salad)
o Main Course (entrée)
o Dessert
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o Sometimes bread, coffee, or a glass of wine are included in the fixed price.

Limited Choices per Course: Unlike an a la carte menu where you can choose any
dish, a table d'héte offers a restricted selection for each course. For example, you
might have a choice of 2-4 appetizers, 3-5 main courses, and 2-3 desserts. This allows
the chef to focus on preparing fewer dishes with high quality and consistency.

Chef-Curated Meal: The dishes on a table d'h6te menu are often thoughtfully selected
by the chef to create a harmonious dining experience. This allows the restaurant to
showcase seasonal ingredients, specialties, or a particular culinary theme.

Efficiency for the Restaurant:  For the kitchen and service staff, a table d'hGte menu
streamlines operations significantly. With a limited number of dishes, ingredient
procurement is more predictable, preparation can be more efficient (often prepared in
larger batches), and service can be quicker. This can also lead to reduced food waste.

Value for the Diner: Often, atable d'hdte menu offers better value compared to ordering
the equivalent dishes individually from an a la carte menu. It provides a complete dining
experience without the stress of calculating costs per item.

Common for Special Occasions or Specific Times: Many restaurants offer table
d'héte menus for special holidays (e.g., Valentine's Day, New Year's Eve,
Thanksgiving), pre-theater dinners, or as a "lunch special" (often called "menu du jour"
in France or "menu del dia" in Spain).

Origin and Evolution:

The term "table d'héte" originated in 17th-century French inns. Guests would gather at a
common table (the "host's table") and be served a single, communal meal prepared by the
innkeeper at a fixed time and price. This was a practical way to feed travelers before the
modern concept of restaurants became widespread. Over time, the meaning evolved to refer
to any fixed-price, multi-course menu offered by a dining establishment.

Table d'hote vs. A la Carte:
The primary distinction is choice and pricing:

 Table d'hote: Fixed price for a multi-course meal, with limited choices per course.

1 Alacarte: Eachdish is individually priced, offering a wide range of choices, and dishes
are typically cooked to order.

Sample picture of Table d'hote food Sample picture of A la Carte food
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2.2 Linen is placed on the table as per standard operating procedures.

Proper linen placement enhances the cleanliness, professionalism, and aesthetics of the
dining setup. Following the correct procedures ensures consistency and hygiene in food
service operations.
Standard operating procedures for placing linen:
1. Inspect linen before use
o Ensure linen is clean, pressed, and free from stains or damage.
o Replace any torn or discolored items immediately.
2. Select appropriate linen for the setup
o Tablecloths: choose size according to table dimensions; drop should be even
on all sides (usually 6-12 inches).
o Napkins: use matching color and fabric; fold neatly based on service style.
o Table runners or overlays: used for visual enhancement or themed decorations.
o Skirting: used for buffet or banquet tables to cover sides for a polished look.
3. Laying the tablecloth
o Stand at one end of the table and spread the cloth evenly across.
o Align the center fold of the cloth with the center of the table.
o Ensure corners are evenly dropped and not touching the floor.
4. Adjust as necessary to avoid wrinkles and uneven sides.
5. Folding and placing napkins
o Fold napkins in styles appropriate
pocket).
o Place on the center of the plate, left of the forks, or in the glass, depending on
restaurant style.
o Use gloved hands or sanitized tools when handling napkins.
6. Skirting and table covers (if applicable)
o Attach using clips or velcro to secure skirt.
o Skirting should be evenly pleated for a formal look.
o The top of the skirt should align with the edge of the table for a seamless finish.
key points to remember
1 Always wear clean gloves or sanitize hands before handling linen.
1 Use color-coded or themed linen only when appropriate to the event or branding.
1 Avoid creased or stained linen, as it reflects poorly on the service.
1 Double-check alignment and symmetry after placing linen.

Sample picture of Folding and Placing Napkins
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2.3 Centre piece, vase, cruet set and ashtray are placed on the table as per workplace
standards.

"Centerpiece, vase, cruet set, ashtray is placed on the table as per workplace standards"
means that the placement of these specific items is not left to individual discretion but follows
pre-established rules and guidelines set by the particular workplace or establishment.

These "workplace standards” (often part of Standard Operating Procedures or SOPS) ensure:

1.

4.
5.

Consistency: Every table, every day, will have these items arranged in the same way,
creating a uniform and professional look across the dining area.

Aesthetics: The items are placed to enhance the visual appeal of the table without
cluttering it or obstructing guest interaction.

Functionality: Items like cruet sets are placed for easy access, and centerpieces don't
block views.

Safety/Hygiene: Ashtrays (if used) are clean, and all items are in good condition.
Efficiency: Staff members know exactly where each item belongs, speeding up the
table setting process.

Let's break down what "as per workplace standards" might entail for each item:

1. Center piece

1 Type/Theme: Standards will dictate the type of centerpiece appropriate for the
establishment's style (e.g., fresh flowers, candles, small sculptures, seasonal
decorations). A fine-dining restaurant won't use plastic flowers, for instance.

1 Size/Height: Crucially, standards often specify the maximum height of a centerpiece.
It should not obstruct guests' view  of each other across the table. Typically, they are
below eye level when seated (e.g., no taller than 10-12 inches).

1 Placement: Always in the exact center of the table. For very long tables, standards
might require multiple smaller centerpieces evenly spaced.

1 Condition: Must be clean, fresh (for flowers), and presentable. Candles must be new
or minimally used, clean, and stable.

2. Vase

1 Cleanliness: Must be spotlessly clean, inside and out, with no watermarks or residue.

1 Water: If holding fresh flowers, standards will require fresh, clean water, possibly with
flower food.

1 Flower Arrangement: While creativity is involved, there might be guidelines on the

size, style, and density of the floral arrangement to fit the centerpiece standard.

3. Cruet Set (Salt, Pepper, possibly Oil & Vinegar)

il

Contents: Must be full or adequately filled. Salt and pepper shakers should be clean,
free of clogs, and contain fresh condiments.

Cleanliness: Exterior must be wiped clean, free of smudges or spills.

Placement: Usually in the center of the table, within easy reach of all guests. For larger
tables, multiple sets might be required, placed at regular intervals.

Type/Style: Must match the overall aesthetic of the restaurant (e.g., crystal shakers in
fine dining, simple shakers in a casual diner).

4. Ashtray (If Applicable)

|l

Note: In many modern dining establishments, especially indoors, ashtrays are not
placed due to smoking bans or a smoke-free policy. If an ashtray is placed, it's typically
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for outdoor seating or in designated smoking areas only, and only if allowed by local
regulations.
1 Cleanliness: Absolutely pristine, with no residue from previous use.
1 Placement: Discreetly placed, usually away from food but accessible for guests. For
example, at one corner of the table or near the edge.
1 Frequency of Clearing: Standards will dictate how often ashtrays are checked and
cleared during service.
2.4 Cutlery and crockery are placed on the table as per the required service
"Cutlery and crockery are placed on the table as per the required service" means that the
selection and arrangement of forks, knives, spoons, and plates are specifically tailored to
the type of meal, courses, and overall dining experience being offered.
The correct arrangement of cutlery and crockery plays a crucial role in enhancing dining
service. It ensures functionality, supports the flow of the meal, and reflects the professionalism
of the establishment.
General Guidelines
1 Allitems must be clean, polished , and free from damage (no stains, chips, or rust).
{1 Items should be symmetrically aligned , about 1 inch from the edge of the table
1 Arrange in the order of use : from outside to inside , following the meal sequence.
Cutlery Placement
1 Forks: Always placed to the left of the dinner plate.
1 Knives : Placed to the right , with the blade facing inward.
1 Spoons : Placed to the right of knives (for soups or dessert).
1 Dessert Spoon/Fork : Placed horizontally above the main plate.
1 Bread Knife : Placed diagonally on the bread plate  (upper left side).
Crockery placement
1 Service Plate (Charger) : Center of the place setting.
1 Side Plate (Bread Plate) : Upper left of the main plate.
1 Soup Bowl : Placed on top of the service plate if soup is the first course.
1 Cup and Saucer : Placed to the upper right , near the knife and spoon.
T Use uniform, matching crockery for consistency and style.
According to service style

Service Style Cutlery & Crockery Arrangement

A la carte Minimal setup; utensils are added as guests order

Buffet Usually minimal on tables; cutlery is offered at buffet

Formal Dining Full multi-course setup with all needed cutlery and crockery

Casual Dining Basic setup with necessary utensils only

Tabl e d o6 |Pre-arranged setup for fixed courses

2.5 Other table items are placed on the table if required.

"Other table items are placed on the table if required" is a very important and practical
statement in table setting, emphasizing flexibility, anticipation, and completeness beyond
the standard cutlery, crockery, and core centrepieces.
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It means that the table setup isn't rigidly limited to just the basic place setting, but is adapted
to include any additional functional or decorative items that will be needed for a specific
meal, service style, or guest convenience.  These "other table items" are added only when
their need is determined by the "job required" (as discussed previously).
Here's a breakdown of what "other table items" might include and why they are placed "if
required™:

1. Serving Utensils:

o Why required: If food is served "family style" (platters of food placed directly on the
table for guests to serve themselves), each dish needs its corresponding serving
spoon, fork, tongs, or ladle.

o Placement: Placed with or next to the serving dish, or on a small rest beside it.

2. Additional Condiments/Sauces:

1 Why required: Beyond the basic salt and pepper (cruet set), specific dishes might
necessitate additional condiments.

1 e.g., Mustard for hot dogs or roasts, ketchup for fries, hot sauce, soy sauce, specific
salad dressings, parmesan cheese for pasta, lemon wedges for seafood.

1 Placement: Arranged neatly on the table, within easy reach of guests, often in small
bowls or original containers (if presentable).

3. Bread Basket & Butter Dish:

o Why required: If bread and butter are offered communally rather than
individual servings.

o Placement: A basket for bread rolls or slices, and a butter dish with a butter
knife, placed in the center of the table or at regular intervals for longer tables.

4. Beverage Pitchers/Carafes:

o Why required: If guests are expected to self-serve drinks like water, iced tea,
juice, or even house wine.

o Placement: Conveniently located on the table, often with ice if applicable.

5. Finger Bowls:

o Why required: For meals where guests might use their fingers, such as
shellfish (e.g., shrimp cocktail, crab legs), ribs, or corn on the cob.

o Contents: A small bowl with warm water, often a lemon slice or rose petal,
placed after the course that requires it, or sometimes pre-set on a doily on a
small underplate.

6. Nut/Olive Pits Bowls:

o Why required: If nuts or olives are served as appetizers.

o Placement: Small, unobtrusive bowls placed for discarding shells or pits.
7. Wine Coasters/Drip Collars:

o Why required: To protect the tablecloth from wine drips, especially for red
wines.

o Placement: Underneath wine bottles.

8. Table Numbers / Place Cards / Menus:

o Why required: Essential for organized seating at events, banquets, or large
parties. Individual menus might also be placed at each setting.

o Placement: Table numbers prominently displayed on the table. Place cards at
each individual setting (often above the dessert cutlery or on the napkin).

9. Decorative Accents (beyond centrepiece):
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o Why required: To enhance the theme or aesthetic of an event (e.g., small
favours, themed decorations for holidays).

o Placement: Thoughtfully integrated into the overall table design without
cluttering the guest's space.

The implication of "if required" is key:

=A =4 -4 =4

Avoids Clutter: The table isn't overloaded with unnecessary items.

Enhances Functionality: Every item placed has a purpose for the specific meal.
Professionalism: Shows forethought and attention to detail, anticipating guest needs.
Efficiency: Staff are trained to assess the "required service" and add only the
necessary items.

Self-check - 2

How table is laid as per job requirement?

How table is laid as per job requirement?

What do you mean by Casual Dining

Fill in the blank with appropriate words
1. creates a good team in the organization.
a) Career b) Sprit ¢) Learning d) Working

2. The relationship of people with themselves. Having well ------------- skills is essential
for the wellbeing and growth of any individual.

a) Intrapersonal b) personal c) professional

3. - is the way you put your specialized knowledge into practice.
Seen in the conscientiousness

a) Kitchen Order Ticket b) Kitchen Operation Training c) Knowledge of
Technique
4. Ordering system is correctly handled, after completing you must
to guests.
a) Encourage b) repeat c) budget

5. Arrange table with éeééeéééeée

a) depends on service b) depends of food c) depend on size
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Answer Sheet - 2

1. How table is laid as per job requirement?

The phrase "Table is laid as per job requirement" refers to setting or arranging the dining table
in a manner that matches the requirements of the meal or service being provided. The layout
may vary based on the type of meal; the number of courses, the formality of the event, or the
type of service being offered. Here's how the table can be laid based on different job
requirements or situations:

2. What do you mean by Formal Dining

1

Description: Formal dining implies a high level of service, specific etiquette, and often
a multi-course meal experience. It's characterized by elegant table settings, attentive
staff, and a sophisticated atmosphere.

- T

Characteristics: F@ Yo
R =

Ko

p nx"” b7

o Elaborate table settings (multiple pieces of cutlery,
glassware).

o Highly trained and attentive service staff. o _ '{.
o Multi-course meals (e.g., amuse-bouche, ~ < 4
appetizer, soup, fish, main course, dessert, // -

coffee/petit fours).
o Strict adherence to dining etiquette.
o Often involves dress codes (e.g., business casual, black tie).
o Emphasis on presentation, quality of ingredients, and the overall dining experience.

s
o

1 Example: Afine-dining restaurant with white tablecloths, crystal glassware, sommelier

service, and a tasting menu.

3. What do you mean by Casual Dining

Description: Casual dining offers a relaxed and informal atmosphere with more
straightforward service and usually more affordable prices than formal dining. It's about
comfort and accessibility.

Characteristics:

Relaxed dress code.

Simpler table settings (fewer pieces of cutlery, standard glassware).

Menu often features comfort food, popular dishes, and quicker service.

Can include a variety of restaurant types like family restaurants, diners, pubs, or fast-
casual establishments.

o Focus on good food in a comfortable setting without the fuss of formal etiquette.

O O O o

1 Example: A local bistro, a family-style restaurant like Olive Garden, or a popular pub

serving food.
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Casual Dining aria Casual Dining aria

4, Fill in the blank with appropriate words
1. Spirit creates a good team in the organization.
a) Career b) Sprit ¢) Learning d) Working

2. The relationship of people with themselves. Having well intrapersonal skills is essential for
the wellbeing and growth of any individual.

a) Intrapersonal b) personal c) professional

3. Skill is the way you put your specialized knowledge into practice.
a) Ethics b) skill ¢) knowledge

4. Ordering system is correctly handled, after completing you must repeat
the guests.
a) Encourage b) repeat c¢) budget

5. Arrange table with depends on service.
a) depends on service b) depends of food c¢) depend on size
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Job sheet - 2
Job Title: Place all the items on the table according to the Standard Operating
Procedures (SOP).

Procedure:
1. Wear appropriate PPE for the Job.
Follow OSH

3. Read provided specification sheet.

4. ldentify & collect tools, equipment and materials as per specification sheet.

5. Prepare tools, equipmentds and materials to
6. Service standard must be followed for check in guest

7. Table set up, mis-en-place and side station to ready for service

8. Separate station will be preferable if it is set menu or buffet

9. Cutlery, crockery, glassware and table items are cleaned in systematic way

10. Cutlery, crockery, glassware and table items are placed on the table as per SOP
11. Submit required evidence to the trainer / assessor.

12. Clean and store tools, equipment and materials as per standard.

13. Clean your workplace and dispose waste materials.

Specification sheet - 2

Job Title: Place all the items on the table according to the Standard Operating

Procedures (SOP).

To complete the above task, you will need to use the following PPE, tools, equipment, utensils
and table items.

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1
Waiter cloth 1
Waiter shoes 1 pair
Pad 1

Pencil 1
Lighter 1

Bottle opener 1

Equipment Quantity

Tables lighting As required
Bud vases & Accent vases As required
Display risers & display stands As required
Fountains As required
Table top sings As required
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Menu covers & Boards

As required

Ashtrays As required
Salt & Pepper shakers As required
Serving & display patters As required
Condiments As required
Coffee and Tea Station As required
Flower Arrangements As required
Pictures and Art objects As required
Lamps and Candle Holders As required
Glassware As required
Cutlery As required
Tools & Utensils Quantity
Large knife As required
Large spoon As required
Small knife As required
Medium spoon As required
Fish knife As required
Small knife As required
Bread knife 1pc

Large fork As required
Small fork As required
Side plate As required
Dessert plate As required
Water goblet As required
Service plate As required
Wine glass As required
Whiskey glass As required
White wine glass As required
Soup bowl As required

: End

Food and Beverage ServicBMET
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Module -5

MODULE TITLE: PROVIDING IN -ROOM DINING
Unite Code: SICIP- THS -FBS-05-O

Skills for Industry Competitiveness and Innovation Program (SICIP)
Finance Division, Ministry of Finance
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Module T 5
Module Title: Providing in -room dining

Unit Code: SICIP- THS -FBS-05-O Nominal Hours: 60 hrs.

Module Descriptions:
This unit covers the skills, knowledge and attitudes required to provide in-room dining. It
specifically includes the tasks of taking and transferring in-room dining orders, setting trays or
trolleys, serving meals and beverages to guests and clearing room.
Learning Outcome:
After completing this module, trainee will be able to:
1. Take and transfer in-room dining orders
2. Set trays or trolleys
3. Serve meals and beverages to guests
4. Clear room
Assessment Criteria:
1.1 Doorknob cards are collected and foods are provided in time.
1.2 Telephone calls are answered in accordance with guest service standard.
1.3 Details of orders are clarified, repeated and recorded with guests for accuracy.
1.4 Suggestive selling technique is applied.
1.5 Approximate time of delivery is advised to guest.
1.6 Orders are transferred to appropriate section.
1.7 Trays, trolleys and hot boxes are arranged with set-up items in accordance with
workplace requirements.
1.8 Service equipment and materials are selected as required

19 Food items and beverages are collected basec
standard.

1.10 Hot and cold food items and beverages are arranged separately as per workplace
standard.

1.11 Orders are checked before leaving the kitchen for delivery.

112 Entry to guestsod rooms is reqguested by knock
with service standards.

113 Guestsb6 rooms are entered upon approval frol

accordance with service standards

1.14 Preferences for positioning of trays or trolleys in the room are consulted with guests.

1.15 Meals and beverages are served and placed correctly in accordance with standard
procedures

1.16 Guest is requested to call room service for clearance or keeping the trolley/tray
outside the room.

1.17 Billis presented and settled as per standard procedure

1.18 Floors are checked and cleared in accordance with workplace guidelines

1.19 Used cutlery and cookeries are dropped at dishwashing/stewarding section.

1.20 Trays and trolleys are cleaned and stored in designated area.

1.21 Delivery & clearance register is maintained.
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Information Sheet -1
Learning Outcome -1: Take and transfer in -room dining orders

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents:

Contents:
1.1 Doorknob cards
1.2 Answering telephone calls in accordance with guest service standard.
1.3 Clarifying, repeating and recording details of orders with guests for accuracy.
1.4 Applying suggestive selling technique
1.5 Approximate time of delivery advise to guest.
1.6 Transferring orders to appropriate section.

1.1 Doorknob cards.

In hotel and resort operations, doorknob cards (also called breakfast order cards or menu
tags) are used by guests to request meals or services at specific times. These cards are
typically hung outside the guest room door the night before.

The process involves two key tasks:
1. Collection of doorknob cards:
o Housekeeping or food and beverage staff are responsible for collecting these
cards at a scheduled time, usually early in the morning (e.g., 2:00 ami 4:00
am).
o Cards must be checked for accuracyd guest name, room number, time
requested, and selected items.
2. Timely food delivery:
o Once the orders are compiled, the kitchen staff prepares the meals according
to the requested time slots.
o Room service staff must deliver the food promptly at the time indicated on the
card to ensure guest satisfaction and uphold service standards.

Doorknob card

Importance:
1 Ensures guest satisfaction through timely and accurate meal delivery.
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i Reflects professionalism and efficiency of t
71 Helps in planning kitchen operations in advance, reducing delays and errors.
Best practices:
1 Always collect cards by the designated deadline.
1 Double-check each card for clarity and accuracy.
1 Coordinate closely with the kitchen and service staff.
! Maintain a log of collected cards for tracking and accountability.

1.2 Answering telephone calls in accordance with guest service standard.
When guests call Room Service, staff must answer the phone politely, promptly, and using
professional language that meets hotel standards.

Guest call service
Key guidelines for answering telephone calls:

1. Answer promptly:
o Pick up within 3 rings .
o Never let the phone ring excessively.
2. Use a standard greeting:
example:
inGood evening, room service, this is [your name]

3. Speak clearly and politely:
o Use a friendly tone.
o Avoid slang or casual phrases.
o Maintain professionalism even if the caller is rude or upset.
4. Confirm detalils:
o Repeat the order or message back to the guest.
o Ask for room number, name, and any preferences (e.g., allergies, portion

size).
5. End with courtesy:
example:
AThank you for calling Room Service. Your order
pl easant evening! o
Do and donét checkl i st:
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Do Donot
|Use the guestds name i fHInterrupttheguest |
|Smi|e while talking (it shows in your voice) HSound bored or rushed |
Write down the order immediately IForget to confirm delivery time |
|Stay calm under pressure [Transfer call without explanation |

1.3 Clarifying, repeating and recording details of orders with guests for accuracy.

When taking an in-room dining order, clarifying, repeating, and accurately recording the
details with guests is crucial to ensure they receive exactly what they want. This not only
prevents errors but also enhances guest satisfaction.

Here is how to ensure accuracy:

1 Active Listening: Pay close attention as the guest places their order. Avoid interruptions
and let them fully express their requests.

1 Clarification Questions: If anything is unclear, ask polite and specific questions. For
example, "Would you prefer your eggs scrambled or fried?" or "Did you want the chicken
Caesar salad, or the regular Caesar salad?"

1 Repeat the Order: Once the guest has finished, calmly and clearly repeat the entire
order back to them . This gives them an opportunity to correct any misunderstandings.
For instance, "Just to confirm, you'd like the grilled salmon with a side of asparagus and a
glass of sparkling water. Is that right?"

1 Accurate Recording: Immediately and legibly record the order on your order pad or into
the Point-of-Sale (POS) system. Double-check that all modifications, special requests, and
guantities are noted correctly.

=

Fig: Orders are clarified Fig: Repeated and recorded

1.4 Applying suggestive selling technique

Suggestive selling is a sales technique where a staff member recommends additional items
or upgrades to a guest's order, aiming to enhance their experience and increase the total sale,
without being pushy or intrusive. For in-room dining, this can significantly impact revenue and
guest satisfaction.

Here's how to effectively apply suggestive selling techniques:

1. Know your menu:
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1 Be an expert: understand all menu items, including ingredients, preparation methods,
and popular pairings.

{1 ldentify complements: know which dishes naturally pair well with others (e.g., wine
with steak, soup with a sandwich).

1 Be aware of specials: always be up-to-date on daily specials, promotions, or new
menu items that you can highlight.

2. Listen and observe:

1 Understand guest needs: pay attention to what the guest initially orders. This gives
you clues about their preferences or mood.

71 Identify opportunities: if a guest orders a main course, suggest a complementary
appetizer, side dish, or dessert. If they order a non-alcoholic beverage, suggest a fresh
juice or a premium coffee.

3. Use open -ended questions and phrases:

1 Instead of "do you want fries?", try: "would you like to complement your burger with our
crispy truffle fries or a fresh garden salad?"

71 Instead of "anything else?", try: "to start, may i suggest our chef's special soup of the
day, or perhaps our popular bruschetta?"

1 When a guest orders coffee, you could ask, "would you care for a freshly baked pastry
to go with your coffee this morning?"

4. Focus on benefits, not just features:

1 Instead of just stating the item, describe how it will enhance their experience.

1 "our [dessert name] is the perfect sweet ending to your meal, with its rich, creamy
texture and fresh berries."

1 "a glass of our chilled [wine name] would beautifully complement the flavors of your
salmon.”

5. Timing is key:

1 Early in the order: suggest appetizers or upgraded beverages when the guest is
deciding on their main course.

1 Mid-order: offer side dishes that complement their chosen main.

1 Towards the end: suggest desserts or after-dinner drinks.

6. Be polite and non -pressuring:

1 The goal is to help the guest, not force a sale.

1 If the guest declines, accept their decision gracefully. "no problem at all! Your order
will be just as delicious."

Examples in practice:

1 Guest orders a burger: "our gourmet burgers are fantastic! Would you like to add our
crispy onion rings or a side salad for a refreshing touch?"

1 Guest orders breakfast: "excellent choice! Can i also suggest a fresh fruit platter or
a glass of our freshly squeezed orange juice to start your day?"

1 Guest orders a main course: "our [chef's special dessert] is a wonderful way to finish
your meal, or perhaps a rich coffee or a soothing herbal tea?"
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Figure: Selling technique

1.5 Approximate time of delivery advise to guest.

After taking the order, the room service staff must inform the guest about how long it will take
for their order to arrived based on current kitchen operations and distance to the room.

Why this is important:
f Manages guest expectations
1 Reduces unnecessary follow-up calls
T Builds trust and professionalism
1 Helps the kitchen and delivery team stay efficient

Standard delivery time guidelines:

[Type of order

HApproximate delivery time

Full meals (hot items) 130i 40 minutes

|Snacks & cold items H15'|' 25 minutes

|Beverages only HlOT 15 minutes

How to inform the guest:
1. After confirming the order:
o Politely let the guest know the estimated time.
o Example:
AYour order wil/ be delivered
If delay is expected:
1 Be transparent and apologetic:
fdue to high demand, delivery
appreciate your patience. 0O
If guest has time constraint:
1 Confirm urgency:
Awedl !l prioritize your order
Tips for accuracy:
1 Always check with the kitchen before quoting delivery time
1 Account for travel time to
1 Consider order complexity and peak hours
1 Never overpromise or give unrealistic estimates
Sample script:
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AThank you for your order. Wedl | dé&B0Oimnetes.Isyour

there anything else | can assist you with?o

1.6 Transferring orders to appropriate section.
Once an in-room dining order has been accurately taken, clarified, repeated, recorded, and
suggestive selling applied, the next critical step is to ensure it is transferred immediately and
accurately to the appropriate section  for preparation. This is a crucial link in the service
chain that ensures efficiency and prevents delays or errors.
Why is this important?
1 Timely Preparation: Quick transfer allows the kitchen or bar staff to begin preparing
the order without delay, adhering to the advised delivery time.
f Accuracy: Proper routing ensures that the correct department receives the order,
preventing miscommunications or orders being missed.
1 Efficiency: Streamlined transfer processes reduce bottlenecks and improve overall

service flow.
1 Accountability: Clearly defined transfer points help track orders and identify potential
issues.
Which section to transfer orders to:
‘ Order Item Type H Department / Section |
Food (hot/cold meals) IKitchen (Hot Line / Pantry) |
‘Beverages (alcoholic) HBar |
‘Non—alcoholic drinks HBeverage Station / Pantry |
‘Cutlery, plates, trays HStewarding / Service Area |
Special requests SR:th;/;nt department (e.g., Housekeeping for birthday

Methods of transfer:
1. Review the order details:
Double-check items, room number, special instructions.
2. Log the order correctly:
Use the pos (point of sale) system or manual order slips.
3. Send to respective section:
If using pos: select correct preparation station.
If manual: hand over to kitchen/bar staff immediately.
4. Confirm acknowledgment:
Make sure the receiving section acknowledges the order.
Exampl e: kitchen staff confirms fAorder
5. Follow up if needed:
Check status during busy times to ensure order is on track.
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Self-Check -1

Questions:
1. What is a doorknob menu?
2. List the steps involved in providing room service.
3. Why is it important to repeat food and beverage orders?
4. Describe the process for taking room service orders.
5. How do you take an order from a guest?
6. What is the most crucial aspect of providing service in a restaurant setting?
7. How does delegation play a role in the service process?

Answer Sheet - 1

What is a doorknob menu?

Ans: Doorknob menu is used in the guest room to place breakfast order by the guest
and usually hanged outside the doorknob to collect by the room service personnel for
serving breakfast.

List the steps involved in providing room service
Ans: i) Take and transfer room service orders

i) Set trays and trolleys

iii) Present room service meals and beverages to guest
iv) Operate mini bar

v) Clear room

Why is it important to repeat food and beverage orders?
Ans: Repetition of order is important to record and clarify with the guest for accuracy
while taking food & beverage orders.

Describe the process for taking room service orders

Ans: Taking orders from your guest in a hotel restaurant also needs proper etiquette.
This would only mean professionalism and hospitality with regards to serving excellent
food to your restaurant guests.
How do you take an order from a guest?
Ans: Taking an order from a guest, especially in a restaurant or similar setting, involves
clear communication and attentive service. Here is a step-by-step process:
A Greet the guest : start with a friendly greeting.
A Ask for drink preferences : before diving into the food order, ask if the guest
would like any drinks.
A Present the menu : make sure the guest has a menu and offer any specials or
recommendations.
A Ask if they're ready to order : give the guest some time to decide
A Take the order : when the guest is ready, begin taking the order.
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6.

A Confirm the order : repeat the order back to the guest to ensure accuracy.
A Offer additional items : once the main order is in, offer extras, such as sides or
dessert.
A Thank the guest : after confirming the order, thank them and let them know when
to expect their food
A Deliver the order : once the food is ready, make sure to deliver it promptly and
with a smile.
What is the most crucial aspect of providing service in a restaurant setting?
Ans: The major events of life, personal and professional, are celebrated in restaurants.
The most crucial aspect is ensuring guest satisfaction through attentive, accurate, and
friendly service.

7. How does delegation play a role in the service process?
Ans: Delegation plays a vital role in the service process within a restaurant business by

ensuring that tasks are distributed efficiently among team members, allowing for smooth
and timely operations. In a busy restaurant environment, no single individual can handle
every responsibilityd from greeting guests and taking orders to preparing food and
managing reservations. Instead, effective delegation assigns specific duties to hosts,
servers, kitchen staff, and management based on their expertise and roles.

Job Sheet -1

Job Title: Take and transfer room service orders

Procedure :

=A =4 =4 =4 -8 -4 -9

=A =4

Wear appropriate personal protective equipment (PPE).

Adhere to occupational health and safety (OHS) guidelines.

Gather all necessary materials before starting service.

Take orders in the correct sequence.

Apply suitable techniques for room service as required.

Establish and follow effective ordering procedures.

Always maintain high standards in room service to ensure guest satisfaction during
meals.

Attend to guest requests and fulfil their room service needs promptly.

Transfer orders to the appropriate section for processing.

Specification Sheet -1

Job Title: Take and transfer room service orders

To complete the above task, you will need to use the following PPE, Tools & equipment:

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1
Waiter cloth 1
Waiter shoes 1 pair
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Pad 1

Pencil 1

Lighter 1

Bottle opener 1
Equipment Quantity
Service Trays As required
Sideboard/Dummy Waiter As required
Cash Registers As required
Service Linen As required
Serviettes As required
Overlays As required
Condiments As required
Cash register station 1pc

Bill Presentation

Bidding farewell

Information sheet -2

Learning Outcome - 2: Set trays or trolleys

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents:
2.1 Arranging trays, trolleys and hot boxes with set-up items in accordance with workplace
requirements.
2.2 Selecting service equipment and materials as required
23 Col l ecting food items and beverages based
standard.

2.4

2.5

2.1

Arranging hot and cold food items and beverages separately as per workplace
standard
Checking orders before leaving the kitchen for delivery

Arranging trays, trolleys and hot boxes with set -up items in accordance with

workplace requirements.
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Before delivering food to a guestds room,
hot boxes by arranging all required setup items neatly and according to hotel standards.
Why this is important:

1 Ensures meals are served professionally and hygienically

1 Prevents missing items or spillage during transport

1 Enhances guest satisfaction and experience

1 Reflects organization and attention to detail
Standard setup items may include:

‘Tray / Trolley HHot Box HAdditionaI ltems |
‘Plates, cutlery HCovered hot food HNapkins, condiments |
|Glassware, cups HHeat-retaining compartments HSaIt & pepper set |
|Linen napkins HFood containers with lids HButter dish, jam, etc. |
‘Water jug / bottle HSoup container HBiII folder (if needed) |
Procedure:

1. Inspect equipment:
o Ensure trays, trolleys, and hot boxes are clean and functional.
o Hot boxes must be pre-heated if required.
2. Select setup items:
o Gather all cutlery, crockery, napkins, condiments, and drinks according to the
guestds order.
3. Arrange items neatly:
o Place items in logical order: main course in the center, drinks to the side,
cutlery wrapped or aligned.
o Position fragile items securely to avoid tipping or breaking.
Load hot box correctly:
o Place hot food inside compartments.
o Ensure lids are sealed to retain temperature.
5. Final check:
o Verify that nothing is missing.
o Check for cleanliness and presentation.
o Match all items to the guestbs order

.
y,
W

H

Trolley Tray
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2.2 Selecting service equipment and materials as required

Proper equipment is essential in restaurant service, as it plays a crucial role in effectively
serving food and beverages. Various materials are utilised across different sections of
restaurant operations, especially during audits. Selecting the right equipment, utensils, and
materials is fundamental for ensuring smooth and efficient food and beverage service.

Types of F&B service equipment

Furniture

R

s I

Tablewe

Glassware Chafing Dishes
Service equipment
Commonly used service equipment & their purposes:
| Equipment/Material H Purpose

|Tray HFor carrying light meals or single orders
\Trolley HFor full meals, heavy or multiple orders
\Hot box HKeeps hot food warm during delivery
|Ice bucket HKeeps beverages chilled

|Linen napkins / cloths

HCIean and presentable dining setup

‘Cloche (food cover)

HCovers dishes for hygiene and temperature

\Cutlery & Crockery

HMatched to food types (e.g., soup spoon)

\Glassware

HBased on drink type (e.g., wine, juice)

|Condiment set

Hlncludes salt, pepper, sauces as needed

Bill folder

HTo present the bill neatly and privately

Procedure for selection:
1. Check guest order:

Understand what items are needed based on the food & drink ordered.

2. Refer to sop or checkilist:
Use the
3. Gather appropriate items:

hot el 6s

standard tray/troll ey

Select the right tray size, cutlery, serving ware, glassware, etc.

4. Inspect equipment:

Ensure all items are clean, undamaged, and ready for service.

5. Assemble for setup:

Deliver to kitchen for food placement or prepare for final arrangement.
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Example:
Guest orders: Grilled salmon, mashed potatoes, green salad, mineral water, and a fruit
platter.

Selected equipment should include:
1 Trolley or large tray

1 Main course plate, salad bowl, fruit plate
1 Cloche to cover salmon
1 Cutlery (knife, fork, dessert spoon)
1 Water glass, napkin
1 Condiment set
1 Cold box or thermal jug for chilled water

23 Collecting food items and beverages based on

standard.

The saying "the guest is king" embodies the core philosophy of hospitality. In every major

hot el depart ment , the timely provision of f ooc

requirements is a top priority. Adhering to workplace procedures ensures that industry
standards are upheld and that service runs smoothly. By following these protocols, staff can
better understand and address guest needs, ensuring that all food and beverage items are
collected and served efficiently and to satisfaction.

Why this is important:
1 Ensures the guest receives exactly what they requested
1 Maintains food presentation and temperature
1 Prevents guest complaints and waste
1 Reflects professionalism and attention to detail

Food items and beverages are collected

Step of Procedure:
1. Check the order slip / pos printout:
o Verify each item listed on the guest's order.
o Note any special instructions (e.g., no onions, gluten-free, extra sauce).
2. Visit the proper sections:
o Pick up hot items from the kitchen or hot line .
o Collect cold dishes, desserts, or salads from the pantry .
o Retrieve beverages from the bar or beverage station .
3. Match items to the order:
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o Use the checklist on the order form.

o Visually inspect dishes and drinks.
4. Ensure quality and presentation:

o Check temperature (hot food hot, cold food chilled).

o Ensure clean presentation and correct garnishes.

o Replace any item that appears incorrect or poor in quality.
5. Label and cover:

o Use proper food covers or lids.

o Ensure items are secure for transport (e.g., sealed drink lids, cling wrap for

salad).

6. Mark as collected:

o Tick off collected items and confirm with kitchen if needed.

Best practice tips:

Do Donot
/Always cross-check with the order IRely on memory alone |
‘Collect all items before leaving kitchen HGo back multiple times for missed items |
\Ensure nothing is missing or substituted HDeIiver wrong or incomplete orders |
|Keep hot and cold items separate HStore all items together in one tray |
Example:

Guest order:
1 Chicken Biryani (hot)
1 Mixed green salad (cold)
1 Fresh mango juice
1 No onions, extra napkins
You should collect:
1 1 chicken biryani (confirm no onion) from the hot line
1 1 salad from the pantry
1 1 mango juice from the beverage station
1 Extra napkins, correct cutlery, cloche, and tray setup

2.4 Arranging hot and cold food items and beverages separately as per workplace
standard

It is important to ensure that every server follows proper procedures when serving food. Hot
dishes should always be served hot, while cold items should be kept at the appropriate cool
temperature to prevent foodborne iliness. Serving dishes should be prepared in advance
before garnishing, and all equipment and utensils must be properly cleaned and ready for

use.

Hot Food Cold Food
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Why this is important
1 Maintains correct serving temperatures
1 Prevents contamination of cold items by steam or heat
1 Ensures professional and hygienic food presentation
1 Reduces guest complaints and health risks

Standard arrangement practices:

Hot Items [Cold Items
Soups, grilled meats, pasta [Salads, cold desserts, yogurt
‘Hot beverages (coffee, tea) HChiIIed juices, soft drinks

‘Served in hot boxes or insulated containers HStored in chilled boxes or on ice

‘Kept covered with cloches HOften sealed or cling-wrapped

Steps to arrange items correctly:

1. Use proper equipment:
o place hot items in heated compartments or hot boxes.
o use cold boxes or ice packs for chilled items.

2. Organize the tray or trolley:
o hot food on one side or top shelf
o cold food on the opposite side or lower shelf
o keep drinks in holders to avoid spills

3. Avoid contact between hot & cold:
o use tray mats or dividers
o never place ice cream near soup or coffee

4. Check before delivery:
0 ensure covers are secured
o confirm nothing has melted, spilled, or cooled down

2.5 Checking orders before leaving the kitchen for delivery

Once all ordering procedures have been completed by the guest, double-check the kitchen
order ticket to ensure all food and beverages are correctly prepared. Never leave the kitchen
without reconfirming the order; only proceed when you are certain every detail is accurate,

and your responsibilities have been fulfilled.

Why this is critical:
1 Prevents errors and missing items
1 Ensures guest satisfaction
1 Avoids delays caused by re-delivery or complaints
1 Maintains hygiene, food safety, and proper service standards

Checking procedure:
1. Match each item to the order slip / pos:
o Check food, drinks, condiments, cutlery, and special requests
o Read back the entire order if necessary
2. Inspect food presentation & packaging:
o Are cloches used on hot items?
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o Are desserts and beverages covered properly?
o Are garnishes and portions, correct?
3. Verify equipment setup:
o Are trays clean and organized?
o Are trolleys stocked with correct materials (e.g., napkins, salt, sugar)?
o Is the bill included if required? ]
4. Confirm temperature separation: =
o Hot items in hot box or insulated section
o Cold items in chilled compartment or separated
with dividers
5. Communicate with kitchen or stewarding team:
T Ask: #fAis everything c¢om@rbeestarechtecked r oom 502
1 Get verbal confirmation before departure
Room service tray:
Uses of a tray
Using a tray is a quick, safe and easy way to carry items and means less journeys to be made
to and from the dining area.
They could be used for a variety of different tasks, such as:
- Carrying cutlery
- Carrying glassware
- Serving food orders
- Serving beverage orders
- Clearing tables of glasses, cutlery, crockery etc.
- Carrying room service
Features of a tray
All trays should be:
- Light in weight for easy of carrying
- Strong and heat resistant
- Of hygiene material - easily cleaned
- Non-slip and stackable
Choosing a tray
- Select the correct size and type of tray for the job
- Ensure that tray is clean, covered with a tray cloth and undamaged.
Loading a tray
- Place heaviest items in the centre for balance
- Place tallest items, i.e., sauce bottles laid flat
- Place tray cloth to avoid sliding
- Place items only on a dry tray for safety reasons
- Place spouts of pots facing towards centre for safety reasons
Unloading a tray
- Check that tray is balanced
- Body position steady on booth feet
- Enough space to unload safety
- Sort items correctly
- Scrap waste food into bin
- Ensure no crockery, glassware or cutlery goes into bin
- Outside items first
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- Heaviest items last
- Hold back unused items, i.e., butter portions, breads and milk.

Always remember, when carrying a tray:

* Walk slowly to avoid accidents
* Avoid breakage by not overloading
* Never leave the restaurant empty handed.

(There is always something to be brought back to the kitchen)

Points to remember when setting -up tray/trolley

1. Trays are set up according to the order.
2. Use correct size tray- must be clean back and front.
3. Cover tray with correct size tray cloth or paper tray cloth.
4. Lay up the tray as was demonstrated using clean crockery, cutlery. Place cold items
first followed by hot items.
5. Ensure salt and pepper are filled and free flaring.
6. Turn spouts away from food and from yourself. Do not overfill pots.
7. Check to ensure everything is on the tray before proceeding to the room.
8. Serve the tray on time.
Self-check - 2
Questions:
1. What are the advantages of using a tray?
2. Which items can be transported on a tray for various purposes?
3. What important factors should be taken into account when loading a tray?
4. Describe the correct procedure for unloading a tray.
Answer sheet -2
1. What are the advantages of using a tray?
Ans: Using a tray is a quick, safe and easy way to carry items and means less
journeys to be made to and from the dining area.
2. Which items can be transported on a tray for various purposes?
Ans: Tray could be used for a variety of different tasks, such as:
- Carrying cutlery
- Carrying glassware
-Serving food
-Serving beverage
3. What important factors should be taken into account when loading a tray?

Ans: Following points must be considered when loading tray:
- Place heaviest items in the centre for balance
- Place tallest items, i.e., sauce bottles laid flat
- Place tray cloth to avoid sliding
- Place items only on a dry tray for safety reasons
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- Place spouts of pots facing towards centre for safety reasons
4. Describe the correct procedure for unloading a tray.
Ans: The processes outlined below may be followed to unload a tray:

- Check that tray is balanced

- Body position steady on booth feet

- Enough space to unload safety
- Sort items correctly
- Scrap waste food into bin

Job sheet -2

Job Title: Setting -up Tray/Trolley as per SOP

Procedures:

]

=A =4 =4 =4 -4 -4 -4 -4

overfilling pots.

]

Specification Sheet -5.2

Job Title: Setting -up Tray/Trolley as per SOP

Put on all required personal protective equipment (PPE).
Comply with all occupational health and safety (OHS) guidelines.
Arrange trays according to the specific order requirements.
Select a tray that is the correct size and make sure it is thoroughly clean on both sides.
Cover the tray using an appropriately sized tray cloth or paper liner.

Set up the tray with clean crockery and cutlery as shown in demonstrations.

Place cold items on the tray first, then add hot items afterwards.
Check that salt and pepper containers are full and functioning properly.

Position spouts so they are turned away from both the food and yourself, and avoid

Double-check that all required items are on the tray before delivering it to the room.
1 Ensure the tray is served promptly and on schedule.

To complete the above task, you will need to use the following PPE and equipment

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1
Waiter cloth 1
Waiter shoes 1 pair
Pad 1

Pencil 1
Lighter 1

Bottle opener 1
Equipment Quantity

Food and Beverage ServicBMET
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Service Trays As required
Service trolley As required
Ashtray As required
Service Linen As required
Serviettes As required
Overlays As required
Budvase As required
Bill Presentation As required
Bidding farewell As required

Food and Beverage ServicBMET

157|Page



Information Sheet -3
Learning Outcome -3: Serve meals and beverage to guests

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents:

Contents:
31 Guestsd rooms service
32 Entry to guestsdéd rooms is requested by knocki

with service standards

3.3 Preferences for positioning of trays or trolleys in the room are consulted with guests.

3.4 Meals and beverages are served and placed correctly in accordance with standard
procedures

3.5 Guestis requested to call room service for clearance or keeping the trolley/tray outside
the room.

3.6 Bill is presented and settled as per standard procedure

Guestsd rooms service
Room service is a division of the food and beverage department, with guest satisfaction taking
top priority. Before beginning room service, it is essential to knock on the door and obtain the
guest s permission before entering.
Sequence:
A Knock the door lightly
A Awareness yourself
Great guest warmly
Use guestds name
Ask if may enter in the room
Ask where to set up order
Offer to pour beverage
Service of the dinner according to the guest needs
Inform guest about pick up
Wish guest an enjoyable meal

> > > > > > D> >

Guests and greet them politely in service standard

Guests want great service but what they get is often lacking.

If you are really interested in providing the best possible service and want to exceed
expectations, then go to the restaurant you work at with a friend and have dinner. Accordingly,
to good manner is politely handle guest and served food as their desire.
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Guests expect excellent service, but too often, their experiences fall short.

If you truly want to deliver outstanding hospitality and surpass expectations, try dining at your
own restaurant with a friend. This firsthand perspective will help you understand what guests
experience. Always remember, proper etiquette means treating guests with courtesy and
serving food according to their preferences.

3.1 Entry to guestsd rooms is requested by
with service standards

Before entering aroognuieirgtddivery, stafformast fequest permission by
knocking or using the doorbelld never enter without being invited . This respects guest
privacy, safety, and ensures professionalism.

1 Respect for Privacy: Guests are in their private space. Unannounced or forceful entry
is a major violation of privacy and can lead to significant guest dissatisfaction.

1 Safety and Security: This protocol ensures that the guest is aware of who is at their
door before they open it, contributing to their sense of security.

1 Professionalism: Adhering to a standardized knocking/doorbell procedure and
announcement reflects highly on the hotel's professionalism and attention to service
details.

1 Prevents Startling Guests: A polite, announced approach avoids surprising or startling
a guest who might be resting or engaged in private activities.

Key actions and service standards:
1. Approach silently and respectfully:
o Move quietly down the hallway to avoid disturbing other guests.
o Stop at the guest's door without lingering or making unnecessary noise.

2. Knock clearly and appropriately (or press doorbell):
o Knocking: use your knuckles. The knock should be:
A Clear and audible: loud enough to be heard inside the room.
A Polite, not aggressive: avoid pounding or rapid, impatient knocking. A
common standard is three soft but distinct knocks.
o Doorbell: if a doorbell is available and functioning, press it once briefly. Do not
hold it down or repeatedly press it.

3. Announce your presence and purpose:
o Immediately after knocking or pressing the doorbell, clearly and audibly
announce "room service."
o Your voice should be calm, professional, and loud enough to be heard through
the door.
o Do not wait for a response before announcing. The announcement helps the
guest understand who is there and why.
4. Wait patiently for a response:
o After knocking/ringing and announcing, step back slightly from the door (about
a foot or two) to give the guest space and show respect.
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o Allow sufficient time for the guest to respond (typically 10-15 seconds). Guests
may need time to get dressed, move from another part of the room, or finish a
phone call.
o Listen carefully for a verbal response ("Come in," "Just a moment," "Who is it?")
or the sound of the door being unlocked.
5. What if there's no response?
o Ifthere's no response after the initial knock/ring and announcement, repeat the
process once more (knock/ring, announce "Room Service").
o If still no response after a second attempt, follow hotel policy. This might
involve:
A Waiting another minute or two and trying a third time.
A Calling the room from a house phone (if policy permits and it's not a late
hour).
A Reporting to a supervisor.
A Never force entry or slide the order under the door.
Example Scenario:
An attendant arrives at Room 502 with a breakfast order.
1 Attendant approaches quietly, stops at door
{1 Three soft but clear knocks on the door
1 Attendant (clearly): "Room Service!"
1 Attendant steps back slightly and waits patiently for a response

Entry to guestsd rooms is requested by

32Guestsd rooms are entered upon approval
accordance with service standards
After knocking or pressing the doorbell, the proper procedure for a room service attendant to
enter a guest's room and the subsequent greeting, emphasizing respect for guest privacy and
delivering professional, courteous service. This step immediately follows the initial
knocking/doorbell and announcement.
Why this is important:
1 Ensures guest privacy, comfort, and safety
1 Demonstrates respect and courtesy
{1 Sets a positive tone for the entire room service experience
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i Reflects the hotel ds brand and standards
Key actions and service standards:
1. Obtain explicit approval for entry:

o Listen carefully for a verbal invitation: the most common form of approval is
a verbal "come in," "you may enter," or "please come in."

o Observe non -verbal cues: the guest might unlock and open the door, or
gesture for you to enter. However, an unlocked door alone is not permission to
enter without an accompanying verbal or clear non-verbal invitation.

o Never enter an unlocked door without permission. If there's no clear verbal
or non-verbal invitation after you've announced "room service" and waited, do
not open the door. Follow the procedure for no response (e.g., re-
knock/announce, call room).

2. Enter gracefully and purposefully:

o Once approval is given, step inside the room smoothly and efficiently, but
without rushing.

Ensure you do not block the doorway, allowing the guest comfortable space.

o Immediately assess the room for an appropriate place to set up the order
(though you will consult the guest on this shortly).

3. Greet guests in accordance with service standards:

o Warm and polite tone: vyour voice should be friendly, respectful, and
professional.

o Use guest's name (if known): if the order slip includes the guest's name (e.g.,
mr. Rahman, ms. Islam), use it in your greeting. This personalizes the service.

A "good morning, mr. Rahman."
o Appropriate time -based greeting:
A "good morning." (e.g., before 12:00 pm)
A "good afternoon.” (e.g., 12:00 pm - 5:00 pm)
A "good evening." (e.g., after 5:00 pm)

o Briefly State Purpose (if not already clear): A polite confirmation like, "Your

room service order" or "l have your breakfast order."
Make Eye Contact: This shows attentiveness and respect.
o Maintain a Professional Demeanor: A slight, polite smile and good posture.

Example Scenario:
f Attendant has knocked and announced "Room Service
1 Guest (frominside): "Come in!" or (Guest opens door slightly) "Hello!"
 Attendant (stepping inside):  "Good morning, Mr. [Guest Name]. | have your
breakfast order."
1 Attendant maintains eye contact and a polite demeanor

N -5
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3.3 Preferences for positioning of trays or trolleys in the room are consulted with
guests.
Once inside the room, the staff must ask the guest where they would prefer the meal to be
placed & on a table, bedside, balcony, or other locationd rather than deciding on their own.
This shows respect for the guestodés comfort and p
Why this is important:
1 Ensures guest satisfaction and convenience
1 Respects personal preferences and privacy
1 Enhances the professional image of the hotel
1 Reduces risk of disturbing guests or damaging items in the room
How to ask politely:

f AWhere would you prefer me to place the tray,
T AMay | place the trolley by the table?b0
f AWould you I|Iike your meal set up on the bal cct
Examples of common guest preferences:
Preference |Suggested Setup |
IDining table |Full trolley setup or transfer items from tray |
\Bedside HTray placed carefully with napkins and cutlery |
\Balcony HFor guests who want to dine with a view |
\Desk area HCIean and compact arrangement if space is limited |
Standard procedure: I

1. Enter room with tray or trolley |
2. Greet the guest by J

3. Ask for preferred location:

Aiwhere would you
Tanvir?o
4. Follow instructions carefully
5. Set up neatly:
o Uncover food
o Arrange napkins and cutlery
o Pour beverage if appropriate and permitted
Do and Dondét Tabl e:

‘ Do H Donoét |
\Ask politely before placing tray HAssume and place tray anywhere |
\F oll ow guestds in :HRearrange their belongings without permission |
\Offer help if guest seems unsure HRush setup or ignore special requests |
\Confirm satisfaction before leaving HLeave tray in an awkward or unsafe place |

3.4 Meals and beverages are served and placed correctly in accordance with standard
procedures
After entering the guestdés room and confirming
must serve meals and beverages neatly, hygienically, and in the correct orderd following the
room service standards.
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1 Ensures a pleasant and professional dining experience
1 Maintains food safety and cleanliness
1 Reduces the risk of spills or damage to the room

T Enhances the guestds overall i mpression

Standard serving procedure:

1.

o

A

O OO WO © 0o MO O O

Uncover and present meals neatly:

Remove food covers (cloches) in front of the guest

Ensure the plate is clean, properly garnished, and placed upright
Place items with the main course in front , side dishes on the side
Serve beverages properly:

Pour drinks if appropriate (e.g., water, wine, coffee)

Use coasters under glasses or cups

Handle glassware by the base or stem, not rim

Check table/tray setup:

Napkin folded, cutlery aligned, condiments placed neatly

Plates and bowls should be placed in a balanced, accessible way
All items should be stable (nothing tipping, spilling, or overhanging)
Confirm guest satisfaction:

Ask if everything is in order or if anything else is needed

Would you | ike me to pour your tea before

Important Guidelines:

Do Donot

Handle plates and cutlery hygienically

[Touch food or the rim of glasses

‘Place hot and cold items separately

HStaCk items dangerously

‘Arrange items symmetrically

|Confirm all order items are included

HLeave dishes uncovered or messy |

HForget condiments or utensils

Example setup layout:

Center: main dish plate

Left: salad or starter plate

Right: beverage glass/cup and cutlery
Front: napkin and condiments

Rear: dessert (if ordered

=A =4 =4 4 -4

L e— -

3.5 Guest is requested to call room service for clearance or keeping the trolley/tray

outside the room.

After delivering and setting up the in-room dining, staff must politely inform the guest

how to request tray/trolley clearance 9 either by calling room service or placing the tray

outside the room as per hotel policy.

1 Convenience for the guest: offers guests clear, flexible options for disposing of used
items at their leisure, rather than leaving them feeling unsure or obligated to keep the
items in their room.

1 Operational efficiency: helps room service staff plan their clearance rounds,
preventing items from accumulating in rooms or hallways for extended periods.
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1 Hygiene and cleanliness: encourages guests to
remove used items promptly, which helps maintain the
cleanliness and freshness of their room and prevents
odors or pests. It also keeps hallways tidy.

1 Reduces misplaced items: clearly defining the
collection process minimizes instances where
trays/trolleys are left in obscure places, making them
harder to find and retrieve.

T Guest expectation management:  sets a clear expectation for how and when the

used items will be collected.
3.6 Bill is presented and settled as per standard procedure

At the end of the room service delivery, staff must present the bill to the guest
professionally and handle the payment or room charge according to the hotel's hilling
protocol.
1 Ensures accurate billing and guest satisfaction
1 Prevents disputes or unpaid orders
T Maintains a professional and secure payment process
1 Reflects proper financial and service standards
Standard billing procedure:
Prepare the hill:
Ensure bill is accurate , includes all ordered items, taxes, service charges
Place the bill inside a bill folder or envelope |
Attach any applicable guest copy
Present the bill professionally:
Greet the guest and state:
fHere is your room service bill, Mr. Rahman. Would
you like to sign it to your room or pay by card or
cash?o
Offer payment options:
Charge to room (most common):
Guest signs the bill; staff verifies signature against registration
Cash or card payment:
Use mobile pos machine or collect cash discreetly
Provide receipt and change if applicable
Confirm completion politely:
Once settled, thank the guest:
i T h a n k MryRahman. Enjoy your meal. Please let us know if you need anything
el se. o
5. Document the payment:
o Submit signed bill or pos receipt to front office or accounts
Log the transaction as per workplace policy

© NO O O B
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Do Donodt
’Present the bill discreetly in a folder HHand over a loose paper bill

‘Always thank the guest after payment HTake payment without confirming total

|
‘Oﬁer clear payment options HAssume the guest will charge to room ‘
|
|

‘Verify guest signature if charging to roomHLeave without confirming payment process
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Self- Check -3

Questions:

1. What is the proper sequence for delivering room service meals and beverages to a
guest s room?

What tasks need to be verified before beginning room service?

What strategies are used to provide meals to guests?

What kinds of food are typically served during room service?

Why are motivational factors important when serving meals?

arwDdN

Answer Sheet -3

1. What is the proper sequence for delivering room service meals and beverages
to a guestodés room?
Ans: Sequence of Room Service:

A Knock the door lightly

Announce room service

Greet the guest warmly

Ask before entering the room

Ask where to place tray/trolley

Inform guest about the pick-up dirty

Wish guest an enjoyable meal

> > > > > > >

2. What tasks need to be verified before beginning room service?

Ans: The room service staff should carefully
necessary utensils and food or beverage items on a tray or trolley. Before proceeding,
they must double-check the order to ensure everything is correct for smooth service.

3. What strategies are used to provide meals to guests?
Ans: The room service personnel should carefu
required utensils and food and beverage items on a tray or trolley. They must then check
the order to ensure everything is correct, confirming smooth service.

4. What kinds of food are typically served during room service?
Ans: After completing the order process, the next step is to deliver the food to the guest.
It is helpful to offer the guest a menu of requested items.

5. Why are motivational factors important when serving meals?

Ans: Motivation plays a vital role in the hospitality industry. When serving food to guests,
it is important to do so with a genuine smile.
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Job Sheet -3
Job Title: Present room service meals and beverage to guests
Procedure:

Put on all required personal protective equipment (PPE).

Comply with all occupational health and safety (OHS) guidelines.

Be mindful and attentive when providing food to guests.

Confirm the guest's meal before serving to ensure accuracy.

Prevent mix-ups to avoid causing confusion for the guest.

Present the required food and beverages according to the guest's request.
Perform your duties diligently to provide and present food properly.

No gk whE

Specification Sheet -3
Job Title: Present room service meals and beverage to guests

To complete the above task, you will need to use the following PPE and equipment

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1

Waiter cloth 1

Waiter shoes 1 pair

Pad 1

Pencil 1

Lighter 1

Bottle opener 1
Equipment Quantity
Service Trays As required
Sideboard As required
Cash Registers As required
Service Linen As required
Serviettes As required
Food Server As required
Condiments As required
Glassware 1pc
Chinaware
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Information Sheet -4

Learning Outcome - 4: Clear Room

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.
Contents:
4.1 Floors are checked and cleared in accordance with workplace guidelines
4.2 Used cutlery and cookeries are dropped at dishwashing/stewarding section.
4.3 Trays and trolleys are cleaned and stored in designated area.
4.4 Delivery & clearance register is maintained.
4.1 Floors are checked and cleared in accordance with workplace guidelines

guidelines is essential for maintaining a safe, organized, and F | i
hygienic environment. This is particularly important in industries 5 @
such as food service, healthcare, hospitality, and manufacturing. :
Her e6s how to check and clear . __.  _ #8ilctively:

Checking and clearing floors in accordance with workplace g il u '
d .

Room clearing procedure as per sop
The room clearing procedure as per standard operating procedures (sop) typically involves
a systematic process to ensure safety, security, and cleanliness in various settings, such as
hospitality, healthcare, or security operations. Below is a brief overview of the general
procedure:
1. Preparation:
1 Verify room details: confirm the room number or identifier and ensure you have the
necessary access permissions.
1 Gather equipment: collect the tools and materials required for the task, such as
cleaning supplies, security checklists, or maintenance tools.
1 Personal protective equipment (ppe):  if required, wear appropriate ppe, such as
gloves, masks, or safety gear.
2. Inspection:
T Visual check: begin by scanning the room for any obvious hazards or irregularities
(e.g., damage, uncleanliness, suspicious items).
1 Clear obstructions: ensure that all pathways, doors, and windows are unobstructed.
This is crucial for emergency access and fire safety.
1 Check for safety hazards: inspect the room for potential safety hazards like electrical
issues, water leaks, or broken equipment.
3. Cleaning and sanitization (if applicable):
1 Remove trash: dispose of any waste or trash present in the room. Check trash cans,
surfaces, and hidden spots.
1 Surface cleaning: wipe down all surfaces, including furniture, counters, light switches,
and other high-touch areas, using appropriate cleaning agents.
1 Replace items: replace or restock any missing items, such as towels, toiletries, or
linens in hospitality settings.
4. Security check (if applicable):
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1 Check for unauthorized items:  ensure that no unauthorized or suspicious items are
left in the room.
7 Lock doors and windows:  verify that doors and windows are locked, and ensure that
any safes are properly closed and secured.
1 Reset electronic equipment (if necessary):  for security or electronics rooms, reset
equi pment and ensure itdos in proper working
5. Final walkthrough:
T Final inspection: perform a final walk-through to ensure the room is properly cleared,
clean, and safe.
1 Sign-off: complete any necessary paperwork or logs, noting any irregularities or
actions taken during the room clearing process.
6. Report issues:
1 Documentation: if there are any issues (e.g., damage, security concerns,
maintenance needs), document and report them according to the sop.
By following this procedure, the room is cleared safely, thoroughly, and in compliance with
organizational standards, ensuring a secure and clean environment.

4.2 Used cutlery and crockeries are dropped at dishwashing/stewarding section

Kitchen stewarding contributes to the successful operation of the Food production
and service department. It performs the following functions:
1 washing kitchen pots and pans
(scullery/pot wash).
f maintaining kitchen equipment.
T cleaning all kitchen
equipment and ensuring
hygiene.
1 garbage disposal.

4.3 Trays and trolleys cleaned and stored in designatet :
area ™ )

Procedure maintain department is play a vital role for
demolishing the combination of store. Skill are may
concern about the documentary procedure in raw materials __|_____,_.. |
for catching of food and beverage industry. 5‘ : """’i’%
Taking tray and trolley for bearing food and restore them in b

the secure place and d o rhézard with guest path.

4.4 Delivery & clearance register is maintained.

A delivery & clearance register is a record used by businesses, especially in logistics,
customs, and distribution, to keep track of the delivery and clearance processes of goods. This
register helps ensure that goods are received, cleared, and delivered correctly, and it serves
as an important record for audits, compliance, and tracking. Here's a basic outline of how such
a register is typically maintained:
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1. Header information

Register title: "delivery & clearance register"

Date range: the period for which the register is maintained (monthly, weekly, or based
on the nature of operations).

Branch or location: in case multiple locations or warehouses are involved.

2. Columns to include

The register will typically have several columns to track all relevant information for each
delivery and clearance event:

=
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Sl. No. (serial number): unique number for each record.

Date: the date of delivery/clearance.

Invoice number: for referencing the specific invoice related to the goods being cleared
or delivered.

Bill of lading (bol) or airway bill (awb): a reference number for the shipping
document.

Consignor/consignee name: details of the sender or receiver of goods.

Description of goods: a brief description of what is being delivered or cleared.
Quantity: the number of items or the weight of the goods being cleared or delivered.
Delivery address: the address to which goods are being delivered.

Carrier or transporter details:  information about the company or vehicle delivering
the goods.

Customs clearance details: any documentation and clearance information related to
customs (if applicable), including date of clearance and customs officer handling the
case.

Received by (or delivered by): name and signature of the person receiving the goods
at the delivery point.

Remarks: any additional notes related to the delivery or clearance process, such as
issues with delivery, damaged goods, or customs hold-ups.

3. Digital vs. Manual record -keeping

il

Manual register: if kept manually, this is typically a ledger or a notebook with the
above columns. Each delivery or clearance event is logged into the book with
necessary details.

Digital register: in modern businesses, this register is often maintained in a
spreadsheet (like excel or google sheets) or an enterprise resource planning (erp)
system that tracks deliveries and clearances in real-time. This allows for easy access
and searching of records.

4. Follow -up actions

1 Tracking status: the register may include an additional column to mark the status of
each delivery or clearance (e.g., "delivered," "cleared," "pending," etc.).
1 Updates: if there are any changes in delivery schedules, customs delays, or issues
with goods, the register should be updated accordingly with comments.
5. Archiving
1 Retention: delivery & clearance registers need to be archived for future reference, as

they are vital for tracking discrepancies, verifying deliveries, and resolving disputes.

169|Page
Food and Beverage ServicBMET



1 Legal compliance: in many jurisdictions, the register may be subject to regulatory
requirements for how long these records should be kept, which can range from 3 to 7
years, depending on the business and industry.

6. Auditing and verification

71 Internal audits: the register is frequently reviewed by internal auditors or operations
managers to verify that deliveries and clearances were completed as per schedule and
to ensure no discrepancies.

1 Cross -checking with other records:  the data in the register may be cross-checked with
related documents, like delivery receipts, invoices, or customs clearances, to ensure
accuracy.

By maintaining a well-organized delivery & clearance register , businesses can improve
the efficiency of their logistics operations, avoid delays, and ensure compliance with
relevant regulations.

Self-Check - 4

Questions:

1. Which cleaning agents are used for cleaning room?

2. What are the duties of kitchen stewarding department?

3. What is the basic concept for clean room?

Answer Sheet -4

1. Which cleaning agents are used for cleaning room?

Ans: For cleaning room different kinds of cleaning agents are used. In an accordance
cleaning agent using for floor and wooden furniture.

2. What are the duties of kitchen stewarding department?

Ans: Kitchen stewarding contributes to the successful operation of the Food production
and service department. It performs the following functions:

Washing kitchen pots and pans (scullery/pot wash).

Maintaining kitchen equipment.

Cleaning all kitchen equipment and ensuring hygiene.

Garbage disposal

=a =4 =4 A

3. What is the basic concept for clean room?

Ans: Basic concept for cleaning room is 1 first time clean big dirt and its mop.
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Job Sheet -4

Job Title: Clean and mop room smoothly
Procedure:

©ONoGA~WNE

Specification Sheet

Put on all required personal protective equipment (PPE).
Comply with all occupational health and safety (OHS) guidelines.
Select and collect tools and equipment

Room is cleaned accordingly without disturb of guest
Proper knowledge is establishing here for cleaning
Divide in wooden and ceramic equipment

Cleaning and moping room smoothly
Clean and store tools and equipment

-4

Job Title: Clean and mop room smoothly

To complete the above task, you will need to use the following PPE and equipment:

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1
Waiter cloth 1
Waiter shoes 1 pair
Pad 1
Pencil 1
Lighter 1
Bottle opener 1
Equipment Quantity
Detergents As required
Laundry aids As required
Deodorants As required
Polishes As required
Acid Cleaners As required
Floor seal As required

Food and Beverage ServicBMET
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Module T 6
Module Title: Provide food and beverage service

Unit Code: SICIP- THS -FBS-06-O Nominal Hours: 70 hrs.

Module Descriptions:

This unit covers the skills, knowledge and attitudes required to provide food and beverage
service. It specifically includes the tasks of welcoming guests, taking and processing orders,
serving food and drinks, processing payments and receipts and concluding food service and
closing down dining area.

Learning Outcome:
After completing this module, trainee will be able to:

Welcome guests

Take and process orders

Serve food and drinks

Process payment and receipts

Conclude food service and close down dining area

abrwne

Assessment Criteria:
1.1 Guests are welcomed upon arrival in accordance with guest service standards.
1.2 Details of reservations are checked based on established service work policy.
1.3 Guests are assisted to sit.
1.4 Menu and drink list are presented to guests.
1.5 Information for guests is provided in clear explanations and descriptions.
1.6 Children and guests with special needs are treated with extra care.
1.7 Orders are taken promptly and accurately with minimal disruption to guests.
1.8 Recommendations are made to guests to assist them with drink and meal  selection.
19 Guestsd questions on menu items are courteou:
1.10 Information about any special requests, dietary, religion and cultural requirements
are relayed to kitchen.
1.11 Orders are repeated and confirmed.
1.12 Orders are placed to relevant sections following workplace standards.
1.13 Glassware, crockery and cutlery suitable for menu choices are provided and adjusted.
1.14 Food and beverage are checked and collected from designated area.
1.15 Food and beverage are served as per order in sequence.
1.16 General service principles for serving food and beverage are maintained.
1.17 Food and beverage are handled based on food safety requirements.
1.18 Additional food and beverage are offered and served at appropriate time.
119 Guestsd satisfaction is checked through feedl
120Guests6 complaints are |istened and resol ved.
1.21 Tables are cleaned and soiled utensils are sent to designated area.
1.22 Bills are prepared and processed accurately in coordination with cashier
1.23 Amount due is verified with guests, if required
1.24 Cash and non-cash payments are accepted and receipts are issued.
1.25 Guests are thanked and given a warm farewell.
1.26 Required documentation is completed in accordance with the policy.
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1.27 Soiled dishes and utensils are removed when guests are finished with the meal.
1.28 Food scraps are cleared in accordance with hygiene regulations and organizational
procedures.
1.29Equipment is cleaned and stored in accordance with hygiene regulations and
organizational procedures.
1.30 Tables are cleared, reset and made ready for the next sitting when guests left.
1.31 Electrical equipment is turned off where appropriate.
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Information Sheet -1
Learning Outcome -1: Welcome guests

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents:

1.0 Food service style

1.1 Welcoming guests upon arrival in accordance with guest service standards.
1.2 Checking details of reservations based on established service work policy.
1.3 Assisting guests to sit.

1.4 Presenting menu and drink list to guests.

1.5 Providing information for guests in clear explanations and descriptions.

1.6 Treating children and guests with special needs with extra care.

1.0 Food service style:
Food service styles refer to the various methods used to serve food to guests in
restaurants, events, or institutional settings. Each style has its own procedures, level of
formality, and types of service staff involved. Here is a breakdown of the most common
food service styles-
1. Plate service (American service)
Description: pre-plated meals are prepared in the kitchen and served directly to guests.
Used in: casual dining, banquets, hotels.
2. Silver service (English service)
Description: food is brought to the table in serving dishes, and a server uses a spoon and
fork to serve each guest from the left.
Used in: fine dining, formal events.
3. French service
Description: high-end service where food is partially or fully prepared and served tableside
from a gueridon (trolley).
Used in: luxury restaurants.
4. Buffet service
Description: guests serve themselves from a variety of dishes arranged on a buffet table.
Used in: large events, hotels, parties.
5. Cafeteria service
Description: guests move along a serving line and choose their food, which is plated by
staff.
Used in: schools, hospitals, corporate cafeterias.
6. Family style (Russian service)
Description: large portions of food are served in platters and placed in the center of the
table for guests to share and serve themselves.
Used in: informal dining, family gatherings.
7. Room service / tray service
Description: Meals are prepared in the kitchen and delivered to individual rooms or trays.
Used In: Hotels, hospitals.
Advantages: Personalized and convenient.
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1.1 Welcoming guests upon arrival in accordance with guest service standards.
Purpose:

To ensure that all guests are received with warmth, professionalism, and efficiency in
accordance with the established guest service standards.

Procedure for welcoming guests

1. Warm greeting

o Guests ar e wel comed wi t h a smil e and appr
morning/ wel come! 0) .

o Use the guestbds name i f known.

2. Assistance with luggage

o Offer to assist with luggage or belongings immediately upon arrival.

3. Confirmation of booking

o Politely confirm the guest's name and reservation details.

o Ensure that any special requests or preferences noted during booking are acknowledged.

4. Offer refreshments (if applicable)

o Offer welcome drinks or towels according to service standard and time of day.

5. Escort and orientation

o Escort guests to the reception or designated waiting area.

o Provide a brief orientation about the facility or upcoming tour/service.

6. Maintain professional conduct

o Staff should be neatly groomed, use polite language, and follow customer service
etiquette.

7. Follow -up

Ensure guests are comfortable and answer any immediate queries.
o Inform them of the next steps or schedule (e.g., check-in, itinerary, transport).
Note:
All welcome activities should reflect the organization's core values of hospitality, respect, and
personalized service.

Fig: Guest welcome procedure upon arrival

1.2 Checking details of reservations based on established service work policy.

Purpose:
To ensure all guest reservations are accurately reviewed and confirmed in line with the
organi zationb6s established service work policy.

Procedure for checking reservation details
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Access reservation system
Open the reservation database, booking system, or manual logbook as per company

policy.

Verify guest information

Check the following details against the
Full name

Contact number/email

Date and time of arrival

Number of guests

Duration of stay/service

Type of room/service/package booked

Review special requests

Confirm any special instructions, requests, or preferences such as dietary needs, room
type, accessibility requirements, or additional services.

Cross -check payment/deposit status

Verify if advance payment, deposit, or full payment has been made as per reservation
policy.

Note any outstanding dues.

Confirm reservation source

Identify the booking channel (online, walk-in, travel agency, corporate booking, etc.).
Record and report discrepancies

If any mismatch or issue is found, notify the supervisor or handle it according to the
escalation procedure in the service policy.

Update system or manual log

Once verified, update the status of the
Ensure a copy or record is ready for front-line staff reference.

All reservation checks must be completed before guest arrival to avoid service delays and

ensure a smooth and profession

al experience.

Fig: verification of guest reservation details

1.3 Assisting guests to sit.

Purpose:
To ensure that all guests are guided and seated comfortably as per the service standards,
promoting a welcoming and professional environment.
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Procedure for Assisting Guests to Sit

1. Greet the guest politely
o Welcome the guest with a warm smile and respe
wel come! 0) .
Offer seating promptly
o Politely offer the guest a seat wusing gesture
here, sir/ madamo) .
3. Guide to the appropriate area
o Escort the guest to the designated seating area such as reception, lounge, dining table,
or waiting area based on the service setting.
. Pull out or adjust chair (if needed)
o Offer help with pulling out or adjusting the chair to ensure guest comfort, especially for
elderly, children, or guests with special needs.
. Ensure comfort
o Make sure the guest is seated comfortably and has access to water, menu, or reading
material if applicable.
6. Maintain a respectful distance
o Standby to assist further, while maintaining a respectful and professional distance.

Note:
Always prioritize guest comfort and dignity. Avoid rushing and ensure a calm and courteous
approach during the seating process.

Fig: Assisting Guests to be Seated

1.4 Presenting menu and drink list to guests.
Purpose:

To provide guests with the available food and beverage options in a professional and
courteous manner, following service standards.

Procedure for presenting menu and drink list

1. Approach the guest politely

o Greet the guest with a smile and introduce youl
[ your name], and i o6l be serving you today. 0)
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Present the menu and drink list
Hand over the menu and drink list respectfully, with both hands or your right hand, ensuring
it faces the guest correctly.
Provide a brief introduction
Menti on any special s, promotions, or
(e.g., Ntodaydés speci al is grilled sal mon with
Offer assistance if needed
Politely offer to explain any dishes or suggest items based on guest preferences.
Allow time for selection
Give the guest sufficient time to review the menu and make their choice without rushing.
Be ready for questions
Stay nearby or return shortly to answer questions or take the order when the guest is ready.
Note:

Menus should be clean and updated. Be attentive, patient, and ensure the guest feels
valued and unhurried during the selection process.

Fig: presenting menu and drink list to guests.

1.5 Providing information for guests in clear explanations and descriptions.

Purpose:

To ensure that all information shared with guests is communicated clearly, accurately, and
professionally, enhancing guest satisfaction and trust.

Procedure for providing clear information to guests

. Use simple and polite language
Communicate in a friendly and respectful manner using words that are easy to understand.
Avoid technical jargon or internal terms unfamiliar to guests.
. Speak clearly and confidently
Maintain a clear tone and moderate pace.
Ensure your voice is audible without being loud or aggressive.
. Explain step by step
Break down complex information (e.g., procedures, packages, policies) into simple steps.
. Provide descriptive details
Include relevant details when explaining services, schedules, facilities, or surroundings.
Example: instead of saying fAiwe have a tour, o0 sa
| andmarks | ike the national museum and parl i ame

5. Check for understanding
o Ask polite follow-up questions to ensure the guest understands.
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o Example: fAwould you |Iike me to explain that aga
o Note:

Providing information clearly and respectfully helps build a positive guest experience and

reduces confusion or complaints.

Fig: providing information to guests.

1.6 Treating children and guests with special needs with extra care.
Purpose:
To ensure that children and guests with special needs are treated with sensitivity, respect, and
extra attention, in line with guest service standards and inclusivity policies.
Procedure for assisting children and guests with special needs
1. Offer a warm and friendly welcome
o Greet children and guests with special needs politely and smile.
o Use respectful and inclusive language at all times.
2. Provide personalized assistance

o Ask politely if any specific assistance i
with anything, sir/ madam?0Assist with mob
if required.

3. Ensure safe and comfortable environment
o Make sure the environment is safe, quiet, and accessible.
o Provide child-friendly seating or wheelchair-accessible areas as needed.
4. Adjust communication style
o Speak slowly and clearly when needed.
o Use visual aids or gestures to support communication if necessary.
5. Be patient and attentive
o Allow extra time for movement or [ -
responses. .
o Stay attentive and ready to help
without making the guest feel
uncomfortable.

shutterstock.com - 1508730776

Fig: Extra care for children and special needs.
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Self-Check- 1

Given the answer to the short question:

1. Q: Why is it important to welcome guests warmly upon arrival?
Ans:--

2. Q: What is the first step in welcoming a guest?
Ans:--

3. Q: How should a staff member address a guest during the welcome process?
Ans:--

4. Q: What action should be taken after greeting the guest?
Ans:--

5. Q: How should children or guests with special needs be treated during the welcome
process?
Ans:--

Choose the best answer of tick marks:

1. What is the most appropriate way to welcome a guest upon arrival?
A) Ignore them until they ask for help
B) Greet with a smile and polite words
C) Hand them a brochure without speaking
D) Ask them to wait without acknowledgment
2. What is the first step in welcoming a guest?
A) Ask for their ID
B) Give them a feedback form
C) Greet them warmly and make eye contact
D) Hand over the menu
3. Which of the following is NOT a part of guest welcoming procedure?
A) Offering a seat
B) Confirming the reservation
C) Asking personal questions
D) Offering assistance
4. How should you treat children and guests with special needs?
A) The same as everyone else, without special consideration
B) With extra care, patience, and respect
C) Avoid serving them
D) Ask another staff to handle them
5. Why is it important to follow guest service standards while welcoming guests?
A) To reduce staff workload
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B) To ensure all guests are treated professionally and consistently
C) To avoid talking to guests
D) To limit guest interactions

Fill in the gap questions:

1. Guests should be greeted with a and polite words upon arrival.

ANSWeEr: —----mmmmmmmmem oo .

2. A positive impression is important to make the guest feel comfortable.

Answer: .

3. After welcoming the guest, offer to assist with their or belongings.

Answer:

4. Children and guests with special needs should be treated with extra and respect.

Answer:

5. It is important to check the guestbés _
Answer:

Answer key -1

Given the answer to the short question:

1. Q: Why is it important to welcome guests warmly upon arrival?
Answer: A warm welcome creates a positive first impression, builds trust, and sets the tone
for a pleasant guest experience.

2. Q: What is the first step in welcoming a guest?
Answer: Gr eet the guest with a smile and a polite
wel come! 0O

3. Q: How should a staff member address a guest during the welcome process?
Answer: Use respectful language and, if known, address the guest by name to personalize
the greeting.

4. Q: What action should be taken after greeting the guest?
Answer: Offer assistance with luggage or directions, and guide them to the appropriate
location (e.g., reception or seating area).

5. Q: How should children or guests with special needs be treated during the welcome
process?

Answer: They should be treated with extra care, patience, and respect, ensuring their
comfort and safety at all times.

Choose the best answer of tick marks:

1. What is the most appropriate way to welcome a guest upon arrival?
A) Ignore them until they ask for help

B) Greet with a smile and polite words
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C) Hand them a brochure without speaking

D) Ask them to wait without acknowledgment

Answer: B) Greet with a smile and polite words

2. What is the first step in welcoming a guest?

A) Ask for their ID

B) Give them a feedback form

C) Greet them warmly and make eye contact

D) Hand over the menu

Answer C) Greet them warmly and make eye contact

3. Which of the following is NOT a part of guest welcoming procedure?
A) Offering a seat

B) Confirming the reservation

C) Asking personal questions

D) Offering assistance

Answer: C) Asking personal questions

4. How should you treat children and guests with special needs?

A) The same as everyone else, without special consideration

B) With extra care, patience, and respect

C) Avoid serving them

D) Ask another staff to handle them

Answer: B) With extra care, patience, and respect

5. Why is it important to follow guest service standards while welcoming guests?
A) To reduce staff workload

B) To ensure all guests are treated professionally and consistently

C) To avoid talking to guests

D) To limit guest interactions

Answer: B) To ensure all guests are treated professionally and consistently

Fill in the Gap Questions:

1. Guests should be greeted with a and polite words upon arrival.

Answer: smile

2. A positive impression is important to make the guest feel comfortable.

Answer: first

3. After welcoming the guest, offer to assist with their or belongings.

Answer: luggage

4. Children and guests with special needs should be treated with extra and respect.

Answer: care

5. I't is important to check the guestodés _ __ _

Answer: booking / reservation (both acceptable)
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Job sheet -1

Job Title: Welcoming guests upon arrival
Procedure:

Wear appropriate personal protective equipment (PPE).
Adhere to occupational health and safety (OHS) guidelines.
Gather all necessary materials before starting service.

Greet the guest with a smile and polite words

Offer assistance with luggage or directions

Confirm reservation details politely

Offer a seat or guide to the appropriate area

1
2
3
4.
5. Make eye contact and maintain positive body language
6
7
8
9

. Provide menu, brochure, or welcome information (if applicable)
10. Treat children and guests with special needs with extra care

11. Answer questions clearly and confidently

12. Inform guest of next steps (e.g., wait for check-in, guide arrival, etc.)
13. Thank the guest and remain available for further assistance
14. Clean and store tools, equipment and materials as per standard

Specification sheet -1

Job Title: Welcoming guests upon arrival

To complete the above task, you will need to use the following PPE, and materials.

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1pc
Waiter cloth 1pc
Waiter shoes 1 pair
Mask 1pc
Hand gloves 1 pair
Cap 1pc
Tools and Materials Quantity
ID badge (if applicable) As required
Reservation list/guest log As required
Welcome desk or reception area As required
Guest seating area As required
Brochures or information sheets As required
Refreshments (if applicable) As required
Pad 1pc
Pen 1pc
Bottle opener 1pc

Food and Beverage ServicBMET
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Information sheet - 6.2
Learning Outcome -2: Take and process orders

Learning Objective: After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents:

2.1 Orders taking process from guests.

2.2 Recommendations of guests for drink and meal selection.

23 Answering guestsoO6 questions on menu items
2.4 Information about any special requests relayed to kitchen.

2.5 Orders confirmation.

2.6 Placing orders to relevant sections

2.7 Suitable utensils as per menu items

2.1 Orders taking process from guests.

In the hospitality and service industry, taking customer orders promptly and accurately is
essential for delivering high-quality service. Efficient order-taking helps reduce wait times,
improves customer satisfaction, and ensures smooth operations between the service and
kitchen or production areas.

1. Why prompt and accurate order taking is important:

Builds customer trust and satisfaction
Prevents errors and miscommunication
Enhances team efficiency and workflow
Reduces customer complaints and delays
Reflects professionalism and service quality

=A =4 =4 4 -4

2. Key elements of prompt order taking:

1 Quick Response: Approach customers as soon as they are ready to order.
1 Preparedness: Always carry necessary tools (order pad, pen, tablet).

1 Time Awareness: Do not make guests wait unnecessarily.

1 Active Monitoring: Observe guest cues and table readiness.

3. Key elements of accurate order taking:

Listen Carefully: Pay full attention to what the customer says.

Confirm Orders: Repeat back the order to verify accuracy.

Record Clearly: Use neat handwriting or correct POS input.

Note Details: Include special requests, portion sizes, allergies, or cooking
preferences.

= =4 =4 =4

4. Tools used in order taking:
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1 Order pad or tablet/pos device
1 Menu or product catalog, pen, stylus, or checklist
1 Communication system (to send orders to kitchen/bar)

5. Best practices for effective order taking:

! Maintain eye contact and a friendly attitude

1 Use polite |l anguage | i ke fAcertainly, o

1 Speak clearly and calmly

1 Review the order before leaving the table or counter
6.Common mistakes to avoid:
| Mistake [ How to Avoid |
[Taking too long to approach guest |Be alert and responsive |
‘Misunderstanding the order HRepeat back and ask politely if unsure |
\Not noting special requests HAIways write down or enter all instructions |
|Rushing or skipping steps HFoIIow a calm, step-by-step process |
7. Summary:
Taking orders promptly and accurately is a key part of delivering excellent service. It requires
attentiveness, good communication, and a strong understanding of service procedures.
When done correctly, it leads to a smooth operation and happy customers.

Fig: Orders are taken promptly and accurately

2.2 Recommendations of guests for drink and meal selection.
Providing helpful recommendations to guests is a key part of excellent customer service. Many
guests may be unfamiliar with the menu, unsure of what to choose, or looking for suggestions
that suit their taste or needs. Making personalized and polite recommendations not only
improves the guest experience but also demonstrates professionalism and attentiveness.
1. Purpose of making recommendations:

1 To assist guests in making suitable choices

1 To promote daily specials or popular menu items

1 To support guests with dietary preferences or restrictions

1 To create a friendly and helpful service atmosphere
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1 To increase customer satisfaction and loyalty
2. When to offer recommendations:
1 When guests appear unsure or ask for help
During menu explanation or presentation
While introducing specials, combo meals, or promotions
When a guest mentions allergies or preferences
1 To upsell or offer complementary items (e.g., desserts, drinks)
3. How to make helpful recommendations:
A. Understand the guest's needs:
1 Askpolteandopen-e nded questions | i ke: Afare you in t
hearty?060 Do you have any dietary preferences’
B. Know the menu and options well:
1 Be familiar with ingredients, preparation styles, flavors, and portion sizes
1 Know which items are vegetarian, vegan, gluten-free, halal, etc.
C. Use positive and descriptive language:

=A =4 =4

f Instead of just naming the item, describe it
-tender, flavor ful, and served with fresh her
lemon-mi nt cooler is a great choice. 0

4. Tips for making recommendations:
! Smile and maintain eye contact

1 Be honest and never recommend items that are unavailable
1 Personalize the recommendati on based on the ¢
1 Avoid being too forceful; respect the guest 6:
{1 Offer alternatives if the guest declines the first suggestion
6. Common mistakes to avoid:

Mistake HSqution

Recommending without understanding the

N Ask gentle questions first
guest 6s needs g g

Always check item availability before

Suggesting items that are not available .
recommending

‘Speaking too fast or using unclear terms HUse simple, clear, and polite language |
‘Pushing too hard to upsell HBe helpful, not forceful |
6. Summary:

Making thoughtful and polite recommendations is an essential skill in hospitality. It helps
guests feel cared for, eases decision-making, and contributes to a positive overall experience.
Successful recommendations come from product knowledge, good listening, and a genuine
willingness to assist.
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Fig: Recommendations are made to guests to assist them

23Answering guestsdéd questions on menu items

Courteously answering guests' questions about menu items is a vital part of delivering
excellent customer service. Guests may need information about ingredients, taste, preparation
methods, or dietary concerns. Responding politely, patiently, and informatively helps build
trust and enhances the overall dining experience.
1. Importance of answering menu questions politely:

{1 Builds guest confidence and satisfaction

1 Shows professionalism and attentiveness

1 Helps guests make informed decisions

1 Reduces the risk of misunderstandings or food-related issues

1 Encourages positive guest feedback and return visits
2. Common guest questions about menu items:

f AWhat is this dish made of ?0

§ Als this item spicy, sweet, or mild?o0

T Als it suitable for vegetarians or peopl e wit
f ACan this dish be made without nuts/ dairy/ gl
f AWhat do you recommend between these two opti

3. How to answer courteously and correctly:
A. Be polite and respectful:
T Use friendly expressions |like: fAsur
that. o thatés a great question, her ed
B. Use clear and simple language:
1 Avoid technical or confusing terms
1 Give short, clear, and accurate descriptions
C. Be honest and confident:
T I'f unsure, saxheitlketwimd ddhweblketchen and get
D. Listen carefully:
T Pay full attention to the guestds question
1 Avoid interrupting
1 Show interest and concern for guest needs
4. Professional tips:
1 Always smile and make eye contact
1 Keep your tone calm and respectful
1 Repeat the question if necessary to confirm understanding

what i (
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1 Offer alternative options if a guest has dietary restrictions
{ Stay updated on the daily specials and any changes to the menu
5. Common mistakes to avoid:

‘Mistake HHow to avoid

‘Ignoring or dismissing guest questionsHAIways respond with respect and attention

|
|
|Guessing information “Confirm with kitchen or supervisor if unsure |
%

Using unclear language |Use simple, guest-friendly words
‘Showing impatience HBe calm, even if the guest asks many questions
6. Summary:

Answering guests' questions about menu items with courtesy and clarity helps create a
welcoming environment and supports a smooth ordering process. It reflects professionalism,
builds trust, and contributes to guest satisfaction and loyalty.

Fig: GuestsO6 questions on menu items ar
2.4 Information about any special requests relayed to kitchen

I n the hospitality and food service industry,
special requests, including dietary, religious, and cultural requirements. Properly
communicating this information to the kitchen or food preparation area ensures the safety,
satisfaction, and comfort of all guests.

1. Importance of relaying special requirements:
1 Ensures food safety and prevents allergic reactions
1 Shows respect for religious and cultural beliefs
1 Increases guest satisfaction and trust
1 Reduces the chance of complaints or service errors
1 Reflects the professionalism and responsibility of the service team
2. Types of special requests and requirements:
A. Dietary requirements:
1 Food allergies (e.g., nuts, shellfish, dairy, gluten)
1 Food intolerances (e.g., lactose, gluten)
1 Vegetarian or vegan diets
1 Low sugar, low salt, low-fat diets
B. Cultural preferences:
1 Specific cooking styles or ingredients
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1 Traditional food restrictions based on cultural background
1 Preferred meal temperature, spice level, or portion style
3. How to collect and communicate special requests:
A. When taking the order:
1 Politely ask if the guest has any dietary or cultural preferences
1 Listen attentively and note every detail clearly
1 Confirm understanding by repeating the request
4. Sample phrases to use with guests:

f "do you have any food allergies or dietary r¢
f Awould you prefer a halal/kosher/vegetarian
¢ Aai 6l make sure the kitchen is informed of vy«

5. Responsibilities of service staff:
1 Be aware of common allergens and cultural dietary rules
1 Never assumed always confirm with the guest
1 Communicate clearly and promptly to the kitchen
1 Check the final dish to ensure the request has been fulfilled
1 Handle the situation with discretion and respect
6. Mistakes to avoid:
Mistake HHow to prevent

Always double-check special notes before submitting
orders

Ask every guest politely if they have any special
requirements

Forgetting to inform the kitchen

Assuming dietary needs

Miscommunication or unclear||Use clear, standard abbreviations or speak directly with

writing kitchen staff
Mixing up orders HLabeI and track special orders carefully
7. Summary:

Relaying special dietary, religious, or cultural requirements to the kitchen is a crucial
responsibility in guest service. It ensures guest safety, comfort, and satisfaction. Clear
communication, careful attention, and respectful service make all the difference.

getiyimages’
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Fig: Information about any special requests to kitchen.
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2.5 Orders confirmation.
Repeating and confirming orders is a key step in the order-taking process. It ensures accuracy,
avoids misunderstandings, and helps build guest confidence in the quality of service. This
simple step reduces errors and ensures the guest receives exactly what they requested.
1. Importance of Repeating and Confirming Orders:
1 Ensures the order is correctly understood and recorded
1 Avoids mistakes and guest dissatisfaction
{ Builds trust and shows professionalism
1 Reduces food waste and rework in the kitchen
2. When to Repeat and Confirm Orders:
1 Immediately after the guest finishes placing the order
1 When there are special requests or modifications
1 Before sending the order to the kitchen or service area
1 When the order includes multiple items or courses
3. How to Repeat and Confirm Orders Effectively:
f Wait for the guest to agree or make corrections
1 Acknowledge any changes and update the order accordingly

! Smileandsay:iThank you. |l 61l send your order right
4. Example Script:
Guest il 6d | i ke the grilled chicken with mashed p
Stat AiSo thatds one grilled chicken with mashed g
correct?o0
Guest iYes, thatdés right. o
Staft AThank you. I 611 pl ace your order now. 0
5. Common Mistakes to Avoid:
‘Mistake HSqution |
‘Not repeating the order HAlways make it a habit to confirm before leaving |
|Ignoring special requests HHighIight and repeat them clearly |
Using unclear or incorrect terms  ||Use exact menu item names |
‘Rushing through the process HTake your time to ensure accuracy |
6. Summary:

Repeating and confirming orders is a simple but powerful way to ensure accuracy and provide
excellent service. It shows attention to detail, builds customer confidence, and helps avoid
costly or embarrassing mistakes.

Fig: Orders are repeated and confirmed.
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2.6 Placing orders to relevant sections

After taking and confirming an order from a guest, the next critical step is to forward the order
to the appropriate department or section-such as the kitchen, bar, or bakery-following
workplace procedures. This ensures the order is processed accurately, efficiently, and
professionally.
1. Importance of placing orders to relevant sections:
1 Ensures the right team prepares the right item
Prevents order delays and confusion
Maintains workflow and operational efficiency
Supports teamwork and coordination
1 Upholds professional service standards and guest satisfactio
2. Relevant sections for order placement:
1 Kitchen section: for main meals, hot dishes, side orders
{1 Bar section: for alcoholic and non-alcoholic drinks
1 Bakery or dessert station:  for cakes, pastries, ice creams, etc.
1 Room service / takeaway section:  for in-room dining or packaged meals
T Posbds system or foodigdadlyrprodessingandrauting orders
3. Workplace standards for placing orders:
A. Timeliness:
1 Send the order immediately after confirmation
1 Avoid delays to ensure food and beverages are served promptly
B. Accuracy:
1 Double-check special instructions before submitting
1 Use correct item names and codes
C
)l
)l
D

=A =4 =4

. Clear communication:
Use standard forms or pos entry guidelines
Speak directly to staff in special cases (e.g., allergy alert)
. Following procedure:
1 Follow the correct flow (e.g., table number, order priority, preparation time)
f Tag orders with any relevant instructions or
4. Tools used to place orders:
1 Pos (point of sale) system
1 Order slips or kitchen dockets
{ Tablets or handheld order devices
1 Intercom or kitchen display systems (kds)
1 Written communication forms (in manual systems)
5. Example scenario:
Order taken: Aagri Il ed chicken, mangoi nfai @wrei, o nasn do nc holtiod
Order placement:
71 Kitchen: grilled chicken i no onions
1 Bar: mango juice
1 Dessert station: chocolate cake
Each section receives only the relevant part of the order, ensuring clarity and efficiency.
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6. Common mistakes to avoid:

‘Mistake HSqution

ISending order to the wrong section“Understand which section handles which items

‘Not following order priority HUse proper labeling or system input for urgent orders

|
|
‘Forgetting special instructions HAIways review and include guest requests |
|
|

lMiscommunication with kitchen/bar“Confirm verbally for important notes or allergies

7. Summary:

Placing orders to the correct sections according to workplace standards is essential for smooth
service operation. It ensures orders are handled efficiently, correctly, and with care-ultimately
leading to a better guest experience and a well-organized workflow.

Fig: Orders are placed to relevant in restaurant.
2.7 Suitable utensils as per menu items

Proper selection and arrangement of glassware, crockery, and cutlery are essential elements
of professional food and beverage service. Providing the correct items for specific menu
choices ensures comfort, convenience, hygiene, and an enhanced dining experience for
guests.
1. Importance of providing suitable tableware:

1 Ensures guests can enjoy their meals comfortably and correctly
Enhances presentation and professionalism
Reduces confusion or inconvenience for guests
Complies with hygiene and service standards

1 Reflects attention to detail and good customer service
2. Types of tableware and their uses:

A. Glassware:

1 Water glass 1 for plain water

Wine glass (red/white) i for specific types of wine
Juice glass i for cold juices or mocktails
Champagne flute i for sparkling wines

1 Beer mug i for beer service
B. Crockery (plates & bowls):
1 Dinner plate i for main courses

=A =4 =

=A =4 =4

194|Page
Food and Beverage ServicBMET



f Side plate i for bread or small accompaniments

1 Soup bowl i for hot soups

1 Dessert plate/bowl! i for sweets and desserts

C. Cutlery:

1 Dinner knife & fork i for main meals

1 Starter/salad knife & fork i for appetizers or salads

1 Soup spoon i for soup dishes

1 Dessert spoon & fork i for sweets and desserts

 Teaspooni for hot beverages or stirring
3. Best practices:

1 Always use tongs or a tray to carry and place utensils

1 Align cutlery and crockery correctly on the table

1 Handle glassware by the stem or base to avoid fingerprints

1 Ensure all items match in style and quality

T Adjust quietly and respectfully without disturbing the guest
4. Common mistakes to avoid:

|Mistake HHOW to avoid

|Using the wrong type of glass/cutlery HKnow the menu and standard service setup

Handling utensils by the eating surface  |Always hold cutlery by the handle

|
|
|Placing too many or unnecessary items HOnIy set what's needed for the order |
|
|

|Forgetting to adjust for special orders HListen carefully and observe guest needs

5. Summary:
Providing and adjusting glassware, crockery, and cutlery based on menu choices is a critical
part of quality service. It demonstrates professionalism, supports proper dining etiquette, and
contributes to a pleasant and organized guest experience.

Fig: glassware, crockery and cutlery for provided and adjusted table.
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Self-Check -2
Given the answer to the short question:

1. Q: What is the first step in taking an order?
Ans:--

2. Q: Why should an order be repeated back to the guest?

Ans:--

3. Q: Where should special dietary requests be sent?
Ans:--

4. Q: What tool is commonly used to take orders?
Ans:--

5. Q: What is the importance of taking orders promptly?
Ans:--

Choose the best answer of tick marks:

1. What is the first step
A) Ask for payment
B) Serve water
C) Greet the guest politely
D) Clear the table

2. Why should orders be repeated to the guest?
A) To make the guest confused
B) To confirm accuracy
C) To delay service
D) To fill the order pad

when

3. Where should special, dietary requests be communicated?

A) To the cashier
B) To another guest
C) To the kitchen
D) To security

4. Which of the following is used for taking digital orders?

A) Fork

B) POS system
C) Napkin

D) Tray

Food and Beverage ServicBMET
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5. What is the correct way to respond if you're unsure about a menu item?
A) Guess the answer
B) Ignore the question
C) Ask the supervisor or kitchen
D) Change the topic

Fill in the Gap Questions:

1. Orders must be taken and accurately.

Answer: --------mm-mmemmemem - .

2. Always use a tone when speaking with guests

Answer: ---------mmemoemmmeeee .

3. Menu questions from guests should be answered and clearly.
Answer: ---------momoemm e .

4. After taking the order, it should be sent to the section.
Answer: ---------mmemmemmmeeoe .

5. Proper , crockery, and cutlery should match the menu items.
Answer: ---------mmemmemeeeeeee .

Answer Key - 2

Given the answer to the short question:

1. Q: What is the first step in taking an order?
Answer: Greet the guest politely and offer assistance.

2. Q: Why should an order be repeated back to the guest?
Answer: To confirm accuracy and avoid mistakes.

3. Q: Where should special, dietary requests be sent?
Answer: To the kitchen or relevant preparation section.

4. Q: What tool is commonly used to take orders?
Answer: An order pad or POS (Point of Sale) system.

5. Q: What is the importance of taking orders promptly?
Answer: To avoid delays and improve guest satisfaction.

6. Q: How should you answer guest questions about the menu?
Answer: Politely, clearly, and with accurate information.

Choose the best answer of tick marks:

1. What is the first step when taki

A) Ask for payment

B) Serve water

C) Greet the guest politely

D) Clear the table

Answer: C) Greet the guest politely

Food and Beverage ServicBMET

ng a

197|Page

guest 0:¢



2. Why should orders be repeated to the guest?

A) To make the guest confused
B) To confirm accuracy

C) To delay service

D) To fill the order pad

Answer: B) To confirm accuracy

3. Where should special, dietary requests be communicated?

A) To the cashier

B) To another guest

C) To the kitchen

D) To security

Answer: C) To the kitchen

4. Which of the following is used for taking digital orders?
A) Fork
B) POS system
C) Napkin
D) Tray

Answer: B) POS system

5. What is the correct way to respond if you're unsure about a menu item?
A) Guess the answer
B) Ignore the question
C) Ask the supervisor or kitchen
D) Change the topic

Answer: C) Ask the supervisor or kitchen

Fill in the Gap Questions: Answer

1.

Orders must be taken and accurately.

Answer: promptly

Always use a tone when speaking with guests.

Answer: polite

Menu questions from guests should be answered and clearly.
Answer: courteously

After taking the order, it should be sent to the section.
Answer: relevant

Proper , crockery, and cutlery should match the menu items.

Answer: glassware
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Job sheet -2

Job Title: Take and process orders for menu selection

Process steps:

1.
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Wear appropriate personal protective equipment (PPE).

Adhere to occupational health and safety (OHS) guidelines.
Gather all necessary materials before starting service.

Greet the guest politely and offer the menu.

Ask if the guest has any dietary, religious, or special preferences
Take the order clearly and listen carefully to all details.

Repeat and confirm the order with the guest.

Note down or input the order into the order pad correctly.

Relay the order to the relevant section (kitchen, bar, dessert etc.)

. Adjust glassware, crockery, and cutlery according to the order

. Answer any guest questions about menu items courteously

. Make appropriate recommendations if the guest requests help

. Follow up to ensure timely and correct delivery of the order

. Close the service and present the bill (if required)

. Clean and store tools, equipment and materials as per standard

Specification sheet - 2

Job Title: Take and process orders for menu selection
To complete the above task, you will need to use the following PPE and materials.

PPE (Personal Protective Equipment) Quantity
Waiter uniform 1pc
Waiter cloth 1pc
Waiter shoes 1 pair
Mask 1pc
Hand gloves 1 pair
Cap 1pc
Materials Quantity
ID badge (if applicable) As required
Menu card As required
Pad As required
Pen As required
Bill pad As required

Food and Beverage ServicBMET
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Information Sheet -3

Learning Outcome -3: Serve food and drinks

Learning Objective : After completion of this information sheet, the learners will be able to
explain, define and interpret the following contents.

Contents:
3.1 Food and beverage collection from designated area
3.2 Serving food order in sequence
3.3 Maintaining general service principles
3.4 Food and beverage handling
35 Offering and serving additional items
3.6 Guestsd satisfaction
3.7 Listening and resolving guestsd complaint
3.8 Cleaning tables and clearing utensils

3.1 Food and beverage collection from designated area:

1. Purpose of checking and collecting from designated area:

1 Ensures correct items are picked up as per guest orders

{ Maintains food presentation and temperature

1 Prevents service delays or mix-ups

1 Promotes teamwork and efficiency between service and kitchen/bar
1 Ensures hygiene and safety standards are followed

2. Common designated areas in food service:

 Hot food pickup area: for meals prepared in the kitchen

 Cold food/salad station:  for cold dishes or salads

1 Bar or beverage station: for drinks (alcoholic and non-alcoholic)
1 Dessert counter/bakery station:  for sweets and baked items

1 Room service station: for take-away or in-room delivery

3. Steps to check and collect food & beverages:

‘Step HTask Description |
‘1 HGO to the correct pickup station after placing the order. |
2 |Check the docket or order slip to match food/drinks with the table number. |
3 [Confirm the items visually for correctness, presentation, and quantity. |
‘4 HEnsure the food is served at the proper temperature (hot/cold). |
‘5 HUse proper trays, covers, or carriers to collect the items hygienically. |
‘6 HNotify the kitchen/bar if an item is missing or incorrect. |
‘7 HConfirm any special instructions or dietary notes before leaving. |
4. Summary:

Food and Beverage ServicBMET
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Checking and collecting food and drinks from the designated area is a critical step before
serving guests. It ensures correct, timely, and hygienic service while maintaining high
customer satisfaction and smooth restaurant operations.

Fig: Food and beverage are checked and collected from designated area.

3.2 Serving food order in sequence.

1. Purpose of serving in sequence:

1 Ensures smooth and organized service

1 Enhances guest satisfaction and comfort

1 Reflects professionalism and training

1 Maintains food quality and correct temperature
1 Supports correct timing between courses

2. Standard service sequence:

‘ Course H Typical items ‘
‘1. Drinks HWater, juice, wine, soft drinks ‘
|2. Appetizers/starters HSoups, salads, light starters ‘
|3. Main course HMeat, fish, vegetarian entrees with sides ‘
|4. Desserts HCakes, ice cream, fruits ‘
‘5. Teal/coffee HHot beverages served after dessert ‘

3. Service techniques:
17Serve from the guestodés |l eft side (for food)
1 Serve drinks from the right side
1 Clear used dishes quietly before serving the next course
1 Always serve ladies and elderly guests first
1 Announce the dish while serving, if appropriate
4. Communication examples:

fiwould you |i ke a few more minutes before the
fTAimay i clear your starter plate?0
fAyour dessert will be served shortly. o

5. Hygiene and safety practices:
1 Sanitize hands before serving
1 Handle plates and glasses properly (by edge or base)
1 Use tray stands and serving cloths when needed
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