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Module 1: Health & Safety in Food & Beverages Services 

Introduction 

Food and Beverage (F&B) service is one of the most dynamic sectors of the hospitality 

industry. It includes restaurants, cafés, hotels, catering services, banquets, and event 

dining. In such environments, safety is not only about protecting staff from injuries but 

also about safeguarding customers, ensuring hygienic food handling, and maintaining 

the reputation of the business. 

 
A single safety lapse such as a waiter spilling hot soup, 

a chef cutting a finger while preparing vegetables, or a 

guest slipping on a wet floor can damage trust, invite 

legal consequences, and endanger lives. Therefore, 

safety and hygiene must be woven into every action, 

every shift, and every corner of the workplace. 

 
This module introduces the fundamental safety 

concepts, personal practices, hazard awareness, 

emergency procedures, and first aid that every F&B 

professional must master before stepping into live 

service. 

Module Objectives 

By the end of this module, learners will be able to: 

1. Understand the importance of safety in foodservice environments. 

2. Follow personal hygiene and grooming standards required in F&B service. 

3. Recognize hazards common in kitchens and dining areas. 

4. Apply emergency preparedness procedures in restaurants/hotels. 

5. Demonstrate awareness of basic first aid relevant to foodservice settings. 
 

 

Safety & Sanitary Standards in Food & Beverage Operations 

 
A competent professional must be able to: 

 
 Identify hazards in the workplace. 
 Apply general safety and first aid practices. 
 Follow fire safety regulations. 
 Understand principles of Hazard Analysis and Critical Control Points 

(HACCP). 

 Maintain workplace sanitation and personal hygiene at all times. 
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1. Hazards in the Workplace 

 
Narration: 
Workplace hazards are risks or conditions that can cause harm, injury, or illness. 
In kitchens and F&B service areas, hazards may appear obvious (sharp knives, 
slippery floors) or hidden (contaminated food, chemical exposure). 

 
Examples of Hospitality Industry Hazards: 

 
 Manual Handling: Lifting heavy trays or stock can cause back injuries. 
 Slips, Trips & Falls: Spilled liquids, greasy floors, or loose mats. 
 Ergonomics: Poor posture while serving or repetitive strain from carrying 

trays. 
 Noise: From blenders, dishwashers, or crowded service areas. 
 Hazardous Substances: Cleaning products, sanitizers, aerosol sprays. 
 Infectious Diseases: Contact with body fluids, improperly handled food. 
 Violence/Aggression: Guests under stress, alcohol influence, or 

workplace conflict. 
 Stress & Fatigue: Long hours, irregular shifts. 
 Housekeeping/Waste Disposal Issues: Improper disposal attracts pests. 
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 Pest Control Hazards: Contaminated food or droppings affecting 

hygiene. 
 Physical Hazards: Burns, cuts, extreme heat/cold, broken glass. 

 
Key Rule: Workers must always ask supervisors about safe work procedures 

and follow written safety guidelines. 
 

General Safety Practices & Precautions 

 
Narration: 
Safety is everyone’s responsibility. Most accidents result from carelessness or 
ignorance and can be prevented with awareness and discipline. 

 
General Guidelines: 

 
 Avoid horseplay – fooling around is one of the biggest causes of injuries. 
 Never work under the influence of drugs or alcohol. 
 Pay attention to moving objects/equipment (mixers, slicers, trolleys). 
 Walk, don’t run in the workplace. 
 Stay alert and focused at all times. 
 Lift properly to avoid back strain. 

 
Serving Safety – 3 Golden Rules: 
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1. Do not run in the kitchen or dining areas. 
2. Stay focused – distractions and wandering attention cause mishaps. 
3. Operate equipment safely – never use machinery without proper 

training. 

 

3. Accidents in the Kitchen 

 
Common Types of Accidents: 

 
 Cuts – from knives, broken glass, slicers. 
 Burns/Scalds – from hot liquids, ovens, fryers. 
 Falls – due to slippery floors or poor housekeeping. 
 Strains – from improper lifting or overexertion. 

 
Cause of Accidents: 

 
 Carelessness. 
 Lack of knowledge. 
 Ignoring procedures. 
 Horseplay. 

 
S)y Remember: Accidents are caused they don’t just happen. 

 

4. First Aid and Fire Safety 

 
Elementary First Aid Procedures: 

 
 Stop bleeding with clean cloth/pressure. 
 Cool burns under running water. 
 Call for professional medical help in emergencies. 

 
Fire Safety Procedures: 

 

 Know fire exits and evacuation routes. 
 Operate fire extinguishers correctly (PASS: Pull, Aim, Squeeze, Sweep). 
 Never block fire exits. 
 Report faulty electrical equipment immediately. 

 

5. HACCP Principles 

 
Narration: 
The Hazard Analysis and Critical Control Points (HACCP) system is an 

internationally recognized method to ensure food safety. 
 

Key HACCP Steps: 
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 Identify potential food hazards. 
 Monitor food handling at critical stages (storage, cooking, serving). 
 Apply corrective actions if safety limits are breached. 
 Keep documentation and regular checks. 

 

6. Workplace Sanitation & Personal Hygiene 

 
Narration: 
Sanitation and hygiene prevent foodborne illness and ensure guest confidence. 
Poor hygiene can destroy a business’s reputation overnight. 

 
Guidelines: 

 
 Wash hands frequently (before service, after restroom, after handling raw 

food). 
 Wear clean uniforms, hairnets, gloves where required. 
 Keep workstations sanitized and clutter-free. 
 Dispose of waste promptly and correctly. 
 Prevent pest infestation through regular cleaning and inspections. 

 

Trainer Notes 

 
 Demonstrate proper lifting, fire extinguisher use, and knife handling. 
 Role-play emergency scenarios (guest fainting, kitchen fire). 
 Show HACCP flowcharts and sanitation checklists. 

 

Assessment Criteria 

 
 Knowledge: Identifies hazards, HACCP, safety practices. 
 Skills: Demonstrates correct hygiene, safe equipment use, and first aid 

basics. 
 Attitude: Shows responsibility, focus, and safety-conscious behavior. 
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Use of Safety Signs 

Safety signs are used widely to alert workers and visitors 
to a slippery surface or prevent them from entering 
dangerous areas. Caution wet floor 
 Caution acid liquid 
 Prohibition signs 
 No access – staff only 
 Danger no access – high voltage Instruction 
 Disconnect power before disassembly Information 
 Fire exit 
 First Aid kit 

 

 
Fire safety procedures 

Fire is only possible where there is a supply of combustible materials, oxygen, and heat. 
However, lack of caution, equipment failure, or simple human error can cause ignition. 
Here are some fire safety precautions for working near, handling, or storing flammable 
materials. 

Flammable liquids and related equipment 
The nature of flammable liquids makes them very vulnerable to ignition. Consequently, 
the following storage precautions are necessary: 

 All containers of flammable liquids must be of an approved type and clearly 
marked. 

 All containers must have secure capping devices. 
 Open flames or lit cigarettes must be prohibited within or near any liquid-gas 

storage area. 
 Where drums are used as containers, they must have taps and a drip tray. 
 Transportation must only take place while containers are sealed. 
 All empty containers must be stored on end. 
 Spills must be cleaned up or covered with sand. 
 Any equipment that requires a flammable liquid needs the same basic 

precautionary measures as stored liquids. 
 All tank or equipment leaks must be reported and then repaired immediately. 
 All waste liquids that are flammable must be placed in approved containers for 

disposal and taken to the appropriate location for disposal according to municipal 
waste disposal regulations. 

https://www.google.com.pk/url?sa=i&rct=j&q&esrc=s&source=images&cd&cad=rja&uact=8&ved=2ahUKEwiJ8eWw9cnhAhWIC-wKHfPjCPQQjRx6BAgBEAU&url=https://www.pinterest.com/pin/173036810666624459/&psig=AOvVaw383cS1AVzRbl2FwBLjKUJ5&ust=1555136586816898
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Personal Protective Equipment 

In addition to being aware of the mechanical hazards in the 
kitchen, it is important that you use the correct protective 
clothing and equipment. Wearing personal protective 
equipment (PPE) can prevent accidents from happening. As a 
worker, you are responsible for the following: 
Making sure your uniform is well fitted. 
Keeping all uniforms clean and in good condition, not frayed or 
badly worn. 
Making sure sleeves are kept buttoned at the wrist, cuffs on 
overalls and trousers are be eliminated, and trouser legs are 
long enough to hang outside boots. 
Wearing specific personal safety equipment such as goggles, 
hearing protection, gloves, and aprons when required. 
To ensure that you are protecting yourself, your personal 
protective equipment (PPE) list should include the following 
items. 

 

 

Personal Protective Equipment (PPE) in Food 

& Beverage Operations 

 
Introduction 

 
Personal Protective Equipment (PPE) protects workers from hazards such as 
heat, sharp tools, chemicals, noise, and contamination. In hospitality and 
foodservice, PPE is mandatory for both safety and hygiene compliance. 

Workers must wear and maintain PPE correctly to prevent injuries and ensure 
food safety. 

 

1. Clothing 

 
Narration: 

Clothing forms the first line of protection for food handlers. It must be practical, 
flame-resistant, and hygienic to minimize risks. 

 
Guidelines: 

 

 Wear well-fitted pants and jackets with all buttons fastened. 
 Sleeves must be close-fitting to prevent catching fire over gas burners. 
 Hair must be restrained with hairnets, caps, or other approved 

methods. 
 Aprons should be made of non-combustible, flame-resistant materials 

that do not melt under heat. 



15 
 

Example: A loose sleeve over a gas flame can ignite—properly fitted jackets 

prevent this. 

 

2. Eye Protection 

 
Narration: 
Eyes are highly vulnerable to injury from flying particles or chemical splashes. 

 
Guidelines: 

 
 Wear safety goggles or masks whenever there is risk of injury. 
 Essential when: 

o Cutting bone with a band saw. 

o Using corrosive cleaning agents that may splash. 

3. Hand Protection 

 
Narration: 
Hands are exposed to sharp tools, hot surfaces, and cleaning chemicals. Using 
appropriate gloves prevents burns, cuts, or allergic reactions. 

 
Guidelines: 

 
 Latex gloves: Avoid for food prep due to allergy risks. 
 Synthetic/Vinyl gloves: Preferred for food handling. 
 Mesh gloves: For tasks like cleaning a meat slicer. 
 Thick plastic/rubber gloves: For handling cleaning chemicals. 

 
Note: Always check glove labels for material type and allergy risks. 

 

4. Footwear 

 
Narration: 
Proper footwear prevents slips, trips, and injuries from falling objects or hot spills. 

 
Guidelines: 

 

 Must be sturdy and supportive. 
 Non-slip soles for wet floors. 
 Closed toe and closed back design for safety. 
 Steel-toe footwear if required by the environment. 
 High leather tops protect against hot grease or liquid spills 
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5. Hearing Protection 

 
Narration: 
While rare in commercial kitchens, high noise levels in food manufacturing or 
large-scale operations can cause long-term hearing damage. 

 
Guidelines: 

 
 Use approved earplugs or earmuffs in high-noise environments. 
 Maintain hearing protection equipment in good condition. 

 

6. Respirators 

 
Narration: 

Respirators protect against inhalation of hazardous fumes or vapors, especially 
when using concentrated cleaning agents. 

 
Guidelines: 

 
 Must fit snugly to provide maximum protection. 
 Inspect regularly for cracks, tears, or broken parts. 
 Filters must be checked and replaced before expiry. 
 Only use equipment in good condition—replace faulty components 

immediately. 

 

Trainer Notes 

 
 Demonstrate correct way to wear PPE (hairnets, gloves, respirators). 
 Run a mock inspection where learners identify PPE violations in a 

simulated kitchen. 
 Discuss real case studies where lack of PPE caused workplace injuries. 

 

Assessment Criteria 

 
 Knowledge: Identifies types of PPE and their uses. 
 Skills: Demonstrates correct PPE usage in practical sessions. 
 Attitude: Shows discipline in wearing PPE consistently. 
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OH&S in Hospitality Operations 

Introduction 

 
Occupational Health & Safety (OH&S) is essential in hospitality because staff 
work in environments with sharp tools, hot surfaces, chemicals, electrical 
equipment, heavy lifting, and constant guest interactions. Applying OH&S 
procedures minimizes risks, prevents accidents, and ensures a safe, efficient 
workplace. 

 
A safe workplace benefit: 

 
 Staff – preventing injuries, stress, and illness. 
 Guests – ensuring comfort and safety. 
 Business – maintaining reputation, legal compliance, and productivity. 

 

1. OH&S in Cookery and Patisserie 

 
Main Risks: Equipment, knives, fire, chemicals, posture. 

 
 Disconnect machinery before cleaning or maintenance. 
 Handle knives with care; store in racks or magnetic boards. 
 Follow SOPs before, during, and after equipment use. 
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 Report damage; remove unsafe equipment from use. 
 Wear PPE when handling chemicals (goggles, gloves, masks). 
 Read instructions and use correct dilution ratios; consult MSDS sheets. 
 Maintain correct posture; avoid slouching. 
 Wear sturdy, non-slip footwear. 
 Uniform: long sleeves, apron, and torchon (dish cloths) to prevent burns 

and spills. 

 

2. OH&S in Hospitality Sectors 

Manual Handling 

 

 Use correct lifting techniques (squat, lift with legs). 
 Use trolleys for flour bags, pots, or kegs. 
 Store heavy items low to prevent strain. 
 Ask for assistance with heavy/hot loads. 
 Warn colleagues when carrying bulky or hot items. 

 
Burns and Scalds 

 

 Fat splashes from shallow/deep frying can cause burns—use dry cloths 
and tongs. 

 Never mix water and hot fat. 
 Let fryer oil cool before cleaning. 
 Steam is dangerous—open lids carefully. 
 Dust hot handles with flour to test temperature. 

 

3. OH&S in Front Office 

 
Main Risks: Manual handling, repetitive strain, ergonomics, trip hazards. 

 
 Porters/concierge: follow manual handling procedures for luggage. 
 Receptionists: risk of Occupational Overuse Syndrome (typing, screens). 
 Long standing hours → use ergonomic mats or breaks. 
 Loose cables → secure them to avoid guest/staff trips. 
 Valet services → ensure safe driving practices and guest car handling. 

 

4. OH&S in Food & Beverage Service 

 
Main Risks: Trips, burns, broken crockery, gas/electrical hazards. 

 
 Staff movement → announce when carrying hot items. 
 Always clean spills and broken glass immediately. 
 Never use chipped or cracked glasses or crockery. 
 Unplug equipment before cleaning. 
 Inspect electrical cord tags for expiry. 
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 Beer lines, gas connections, and inert gases → follow safety protocols. 
 Use correct manual handling when moving kegs or crates. 
 SOP familiarity for all service equipment. 

 

5. OH&S in Housekeeping 

 
Main Risks: Heavy lifting, chemicals, guest privacy, biohazards. 

 
 Lift/move heavy furniture with correct manual handling. 
 Use risk assessments to design SOPs. 
 Enter guest rooms using 3-knock procedure and switch on lights. 
 Use gloves when handling food scraps or sharp objects. 
 Never mix cleaning chemicals. Follow manufacturer instructions. 
 Check electrical tags on vacuums and equipment. 
 Do not handle syringes or needles report to supervisor. 
 Use PPE when cleaning human waste/products. 
 Always display safety signage in public areas during cleaning. 

 

6. General Safety Requirements 

Equipment Safety 

 

 Clean/store knives properly (drawers/magnetic boards). 
 Sanitize food-contact equipment before use. 
 Inspect electrical equipment for frayed cords. 
 Keep equipment away from wet areas. 
 Follow a preventive maintenance schedule. 

 
Chemical Safety 

 

 Store chemicals in lockable, ventilated storerooms. 
 Separate acids from alkalis. 
 Keep in original, clearly labeled containers. 
 Maintain MSDS register. 
 Use PPE when handling/diluting. 
 Dispose through licensed waste companies. 

 

7. Accident Reports 

 
Why Report? 

 
 Identifies unsafe practices and hazards. 
 Allows management to take corrective measures. 
 Creates a culture of prevention. 
 Protects both staff and guests. 



20 
 

Reporting Guidelines: 

 
 Report all accidents and “near misses.” 
 Report unsafe practices immediately. 
 Use official Accident Report Forms. 

 Managers and OH&S committees must review and act on reports. 
 

Trainer Notes 

 
 Use role-plays (e.g., guest slipping on wet floor, staff lifting keg). 
 Conduct a fire drill and accident reporting exercise. 
 Display OH&S signage in training rooms. 

 

Assessment Criteria 

 
 Knowledge: Explains OH&S risks in each department. 
 Skills: Demonstrates safe lifting, correct use of PPE, and reporting 

procedures. 
 Attitude: Shows safety-conscious behavior in all tasks. 

 

Fire and Emergency Procedures in Hospitality 

1. Workplace Emergency Procedures 

 
Narration: 
Emergency situations in hospitality establishments can occur suddenly and put 
both staff and guests at risk. Standardized Emergency Procedures must be 
followed to ensure safety and minimize damage. 

 
Types of Emergencies: 

 
 Fire 
 Armed holdup 
 Bomb threat 
 Medical emergency 
 Personal threats (violence, aggression) 
 Unexpected death 

 
Key Guidelines: 

 
 Always follow your establishment’s prescribed emergency plan. 
 Managers are responsible for directing staff, but every employee must 

know the procedures. 
 Every incident must be officially documented. 
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 In cases involving suspects, staff may need to provide detailed 
descriptions to police or security. 

 

2. Actions in Case of an Emergency 

 
1. Raise the Alarm – activate fire alarm or call emergency numbers (10111, 

000, 111, etc.). 
2. Follow Evacuation Procedures – use designated exits, avoid elevators. 
3. Prioritize Safety – in cases like armed holdup, don’t resist safety comes 

before procedure. 
4. Assist Guests – guide them to exits, assembly areas. 
5. Report Immediately – inform supervisor and security team. 

 

3. Fire Safety 

The Fire Triangle 

 

For a fire to start, three elements are needed: Fuel + Oxygen + Heat. 
Extinguishing fire involves removing one of these elements: 

 
 Smothering: Cutting oxygen (sand, earth, foam, CO₂, dry powder). 
 Cooling: Reducing temperature (water). 
 Starving: Removing fuel source. 

 
Types of Fires & Correct Extinguishers 

Class Material Correct Method/Extinguisher Never 
Use 

A – Solid 
Fire 

Wood, paper, 
cloth 

Water (cooling), any extinguisher – 

B – Liquid 
Fire 

Oils, petrol, fats Dry Chemical, Foam, CO₂, Special- 
purpose (for cooking fats) 

– 

C – Gas Fire LPG, natural gas Turn off source, then Dry Chemical or 
CO₂ 

Water 

D – Metal 
Fire 

Magnesium, 
aluminum 

Special-purpose extinguisher Water 

E – Electrical 
Fire 

Wiring, 
appliances 

Dry Chemical or CO₂ Water 

 

ị   Always consider heat and smoke inhalation risks evacuate and let 

professionals handle large fires. 

4. Bomb Threat Procedures 

 
During a Bomb Threat Call: 

 
 Stay calm and act normal. 
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 Listen carefully, take notes. 
 Record exact words, date, and time. 

 
Bomb Threat Questions to Ask: 

 
 When is the bomb going to explode? 
 Where is it located? 
 What kind of bomb is it? 
 What will trigger it? 
 Who placed it and why? 
 Caller’s name and location. 
 Note the time call ended. 

 

5. Evacuation Procedures 

 
Each establishment must have a documented evacuation plan supported by 
regular drills. 

Key Features: 

 Alarm system to alert staff/guests. 
 Clear evacuation routes and signage. 
 Assembly point (safe distance from premises). 
 Designated wardens and staff with responsibilities. 
 Roll call/record keeping of staff and guests. 
 Response plans for different scenarios (fire, bomb threat, medical). 

 

6. Workplace Security Procedures 

 
Narration: 
Security threats can come from outside (external) or inside (internal) the 

establishment. Preventive measures must address both. 
 

External Measures 

 

 Employ security guards. 
 Install security cameras and alarm systems. 
 Use grills on windows and doors. 
 Restrict guest access to staff-only zones. 

 
Internal Measures 

 

 Prevent theft (monitor cash handling, stock). 
 Ensure safety of staff and patrons. 
 Emergency procedures and staff training. 
 Financial controls to avoid fraud. 
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 Limit access to sensitive areas (offices, cash rooms). 
 Provide confidential reporting channels. 
 Implement Standard Operating Procedures (SOPs). 

 

Trainer Notes 

 
 Conduct mock fire drills and role-plays for evacuation. 
 Practice bomb threat call role-plays with a checklist. 
 Demonstrate fire extinguisher use on training rigs. 

 

Assessment Criteria 

 
 Knowledge: Identifies fire triangle, extinguisher types, emergency 

procedures. 
 Skills: Demonstrates correct use of extinguishers, evacuation procedures. 
 Attitude: Shows calmness, cooperation, and responsibility during drills. 

 

Scope of Hospitality and Occupation of Waiters 
 

The hospitality industry is one of the largest service sectors in the world, 
encompassing businesses that provide accommodation, food and beverages, 
entertainment, recreation, and related services. It includes hotels, resorts, 

restaurants, cafes, clubs, gaming establishments, event venues, and catering 
services. 

 
Key Features of Scope: 

 
 Accommodation: Hotels, guest houses, resorts, motels. 
 Food & Beverage: Restaurants, cafes, catering, bars. 
 Entertainment & Leisure: Theme parks, casinos, clubs, events. 
 Travel & Tourism Services: Airlines, cruises, travel agencies. 
 Usage Rate: A key measure of performance (occupancy rates in hotels, 

table turnover in restaurants). 

 
Sy) The scope of hospitality is not limited to providing food or a bed—it is about 
creating experiences, comfort, and satisfaction for guests. 

 

Definition of Occupation: Waiter/Server 

 
A waiter (server) is a hospitality professional responsible for serving food and 
beverages to guests in restaurants, cafes, hotels, and event venues. 
Waiters are often the face of the business, directly interacting with customers, 

and ensuring they enjoy a smooth dining experience. 
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General Duties: 

 
 Greet and seat guests. 
 Present menu and make recommendations. 
 Take and relay orders accurately. 
 Serve food and drinks professionally. 
 Clear tables and reset for the next guests. 
 Process bills and handle payments. 

 
Sy) Depending on the establishment, service styles vary: 

 
 Fine Dining: Formal, precise, silver service. 
 Casual Dining/Cafés: Friendly, informal, conversational style. 
 Events & Banquets: Fast-paced, team-based service. 

 

 

Duties & Responsibilities of a Waiter 

 
This role requires a mix of technical service skills and soft skills like 

communication and hospitality. 

 
Typical Duties: 

 

 Set up dining areas before opening (tables, cutlery, glasses, condiments). 
 Welcome and seat customers; offer water or welcome drinks. 
 Present and explain the menu, including daily specials. 
 Answer guest queries regarding food ingredients or preparation. 
 Take orders and relay them to kitchen/bar staff. 
 Garnish and prepare plates or drinks if required. 
 Deliver food and drinks promptly. 
 Clear plates, cutlery, and glassware as guests finish meals. 
 Present itemized bills, process payments, and return change/receipts. 
 Maintain cleanliness and reset tables for the next service. 

 

Top Qualities of a Great Waiter 

 
Professional waiters go beyond basic service; they create memorable guest 
experiences. 

 
Qualities: 

 
 Appearance: Clean, neat uniform; presentable grooming. 
 Punctuality: Arrives on time, ready for service. 
 Hospitality: Warm, friendly, approachable. 
 Menu Knowledge: Thoroughly knows dishes, ingredients, and pairings. 
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 Attention to Detail: Checks dishes before serving. 
 Observant: Notices guest needs (empty glasses, body language). 
 Efficiency: Provides quick post-meal service and resets tables fast. 
 Politeness: Handles tips and guest interactions with dignity. 

 
Qualities of a Great Waiter: 

 
 Appearance: A great waiter maintains a clean and neat uniform, adhering 

to the restaurant's dress code. Presentable grooming, including well-kept 
hair and clean hands, is essential for projecting a professional image. 

 
 Punctuality: Arriving on time, ready for service, demonstrates respect for 

both the restaurant and the guests. Punctuality ensures that the waiter is 
prepared to handle their responsibilities efficiently and contribute to a 
smooth service flow. 

 
 Hospitality: A warm, friendly, and approachable demeanor is crucial for 

creating a welcoming atmosphere. A great waiter makes guests feel 
comfortable and valued, fostering a positive dining experience. 

 
 Menu Knowledge: Possessing thorough knowledge of the menu, 

including dishes, ingredients, and potential allergens, is essential for 
providing informed recommendations and answering guest questions 
accurately. Understanding wine and beverage pairings further enhances 
the waiter's ability to guide guests in their selections. 

 
 Attention to Detail: Before serving dishes, a great waiter meticulously 

checks for any imperfections or inconsistencies. This attention to detail 
ensures that guests receive meals that meet the restaurant's standards 
and their expectations. 

 
 Observant: A keen ability to notice guest needs, such as empty glasses 

or subtle body language cues, allows the waiter to anticipate requests and 
provide proactive service. This attentiveness demonstrates a genuine 
concern for guest satisfaction. 

 
 Efficiency: Providing quick and efficient post-meal service, including 

clearing plates and processing payments, is essential for maintaining a 
smooth table turnover. Resetting tables promptly ensures that new guests 
can be seated without delay. 

 
 Politeness: Handling tips and guest interactions with dignity and respect 

is paramount. A great waiter maintains a courteous and professional 
demeanor at all times, regardless of the situation. 
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Trainer Notes 

 
 Role-play scenarios: taking an order, handling a guest question, serving at 

fine dining vs café. 
 Grooming inspections before mock service. 
 Simulations: “Guest complaint at the table,” “Explaining daily specials.” 

 

LU1.1.1: Introduction to Safety 

Imagine a busy restaurant on a Friday evening. Waiters are rushing between tables, 

chefs are working quickly in the kitchen, and guests are seated with high expectations. 

In this high-energy environment, accidents can easily happen if safety rules are not 

followed. A spilled drink, an unattended hot plate, or an electrical short circuit can create 

chaos. 

 
Safety is important because: 

- Every person in the restaurant is at risk staff, guests, and suppliers. 

- Accidents are preventable when people take responsibility. 

- Safe operations ensure smooth operations. 

 

In F&B, safety is the responsibility of everyone: waiters, bartenders, chefs, and 

stewards. Each action contributes to a collective culture of safety. 

 
Trainer Notes: Show learners safety signs like Hot Surface, Fire Exit, Biohazard Waste, 

and explain applications. 

Assessment: Learners explain why safety is everyone’s job in an F&B outlet. 

LU1.1.2: Personal Safety Practices 

In F&B service, staff appearance and hygiene are as important as food quality. 

Customers judge professionalism by how clean, confident, and safe the staff appear. 

Personal hygiene also prevents contamination and protects both staff and guests. 

 
Standards include: 

- Uniform & Grooming: Clean uniform, apron, slip-resistant shoes, neat hair, no 

jewelry. 

- Hygiene Practices: Frequent handwashing, cover cuts, avoid coughing or touching 

face during service. 

- Workstation Cleanliness: Keep trays and tables sanitized. 

 
Trainer Notes: Demonstrate the WHO’s 7 steps of handwashing. Role-play 'first 

impression' scenarios. 

Assessment: Grooming checklist before a mock service shift. 
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LU1.1.3: Hazard Awareness 

Restaurants and kitchens are full of potential hazards. Staff must spot and report them 

immediately. 

 
Common Hazards: 

- Slips and Trips: Wet floors, dropped food. 

- Burns: Hot plates, boiling liquids. 

- Cuts: Knives, broken glass. 

- Electrical: Faulty wiring, overloaded machines. 

- Food Hazards: Cross-contamination, spoiled ingredients. 

- Stress Hazards: Long shifts, peak rush. 

 
Trainer Notes: Conduct a 'Hazard Hunt' in the training area. 

Assessment: Learners prepare a hazard checklist for a restaurant scenario. 

LU1.1.4: Emergency Preparedness 

Emergencies in F&B outlets may involve fire, choking guests, gas 

leaks, or power failures. Staff must respond calmly and quickly, 

guiding guests to safety. 

 
Procedures: 

- Fire: Use extinguisher with PASS (Pull, Aim, Squeeze, Sweep). 

- Choking Guest: Apply Heimlich (if trained) or call medical help. 

- Gas Leak: Evacuate and avoid electrical switches. 

- Power Failure: Guide guests, use emergency lights. 

 
Trainer Notes: Practice fire drills and simulate choking guest 

scenarios. 

Assessment: Q&A on emergency actions. 

LU1.1.5: Basic First Aid Awareness 

Accidents like burns, cuts, or slips are common. Staff must know basic first aid to 

stabilize situations. 

 
Practices: 

- Burns: Cool with running water, avoid oils. 

- Cuts: Wash, apply pressure, bandage. 

- Choking: Heimlich maneuver if trained. 

- Fainting: Recovery position, loosen clothing, call for help. 

 
Trainer Notes: Demonstrate bandaging and burn treatment. 

Assessment: Role-play responding to a guest accident. 
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Practical Units (PU) for F&B Safety 

- PU1.1: Daily Grooming and Pre-Shift Checks → Trainees prepare for duty; trainer 

checks uniforms, nails, handwashing. 

- PU1.2: Simulated Guest Interaction → Role-play greeting and serving while 

maintaining hygiene. 

- PU1.3: Role-Playing Workplace Scenarios → Handling spill, broken glass, or angry 

guest. 

- PU1.4: Maintaining Work Area Standards → Learners set dining tables and sanitize 

properly. 

- PU1.5: Mock Shift with Performance Review → Full restaurant service with trainer 

observing safety practices. 

- PU1.6: Teamwork and Communication Drills → Waiters and chefs practice smooth 

coordination under pressure. 

- PU1.7: Professional Conduct in Closing Duties → Learners clean tables, handle waste 

disposal, lock service counters. 

Trainer’s Role 

- Use visual aids (posters, safety symbols). 

- Conduct demonstrations for handwashing, fire extinguisher, and first aid. 

- Encourage role-play and simulations. 

- Provide constructive feedback after mock shifts. 

 

Assessment Criteria 

- Knowledge: Can identify hazards, safety signs, and SOPs. 

- Skills: Can demonstrate correct hygiene, first aid, and emergency actions. 

- Attitude: Shows responsibility, calmness, and teamwork under pressure. 

 

LU1.1.5: Basic First Aid Awareness (Expanded) 

In food and beverage service environments, staff frequently handle hot liquids, sharp 

tools, and heavy trays. This makes accidents such as burns, cuts, or even choking 

situations relatively common. Every staff member, not just medical professionals, should 

know the basics of first aid the immediate help given to someone before professional 

medical treatment arrives. Quick and correct first aid can save lives, reduce the severity 

of injuries, and reassure guests that they are in safe hands. 
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Key Components of Basic First Aid 

Location of First Aid Kit 

- Every F&B establishment must have an easily accessible, fully stocked first aid kit. 

- Kits should be placed in both kitchen areas (for burns and cuts) and dining/service 

areas (for guest accidents). 

- Staff should know the exact location of the kits and who is responsible for maintaining 

them. 

- A standard kit includes bandages, antiseptics, sterile gauze, scissors, adhesive tape, 

gloves, burn cream, and CPR mask. 

 

 

 
 

 
2. Introduction to CPR (Cardio-Pulmonary 

Resuscitation) 

- CPR is a life-saving technique used when 

someone’s breathing or heartbeat has stopped. 

- Hands-only CPR: Place both hands at the 

center of the chest and give firm, rhythmic 

compressions at about 100–120 compressions 

per minute. 

- F&B staff must at least know the basic 

principle: keep oxygen and blood flowing until 
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3. Simple Care for Minor Injuries 

- Cuts: Wash wound, apply antiseptic, and 

cover with sterile bandage. Staff should not 

serve food until wound is dressed and gloved. 

- Burns/Scalds: Run the affected area under 

cool water for 10–15 minutes. Do not apply oil, 

butter, or flour. 

- Fainting: Place the guest in the recovery 

position, loosen tight clothing, ensure airflow. 

- Choking: If trained, apply Heimlich maneuver; 

if not, call for immediate help. 

 
 
 
 

 
4. When and How to Seek Medical Help 

- If injury is beyond minor treatment, staff must escalate quickly. 

- Seek professional help if bleeding cannot be controlled, burns are deep, person is 

unconscious, or allergic reactions occur. 

- Call the emergency number or hospital support line immediately. 

- Stay calm, comfort the patient, and avoid panic among guests. 
 

 
Trainer Notes 

- Show learners the actual First Aid Kit and explain contents. 

- Demonstrate bandaging, burn cooling, and recovery position. 

- Use CPR manikin if available for compression practice. 

- Reinforce that staff must not attempt advanced medical procedures unless trained. 

Assessment Criteria 

- Learners can identify location and contents of First Aid Kit. 

- Learners can demonstrate correct response to minor cuts or burns. 

- Learners can explain when to escalate to medical professionals. 

- Learners remain calm and responsible in role-play scenarios. 
 

 

Module 1.2: Maintain Professionalism Throughout the Shift (F&B 

Services) 

Module Objectives 

By the end of this module, learners will be able to: 

1. Recognize the importance of professionalism in F&B services. 

2. Apply personal grooming and hygiene standards to maintain a professional image. 
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3. Demonstrate workplace ethics, etiquette, and effective communication with guests 

and colleagues. 

4. Manage time efficiently and handle stress during peak hours. 

5. Understand organizational culture in hospitality. 

6. Develop and maintain a guest-centric attitude to enhance service quality. 

LU1.2.1: Pre-Test Training Test 

Purpose: 

This activity assesses learners’ baseline knowledge of professionalism, grooming, 

hygiene, and workplace behavior before formal training begins. 

 
Method: 

- A short multiple-choice or scenario-based test. 

- Questions like: 'What should a server do if they are late?' or 'Which uniform standard is 

correct for a restaurant waiter?' 

 
Trainer Notes: Keep it short (10–15 minutes). Use results to identify areas that need 

more emphasis during training. 

LU1.2.2: Introduction to Professionalism in F&B 

Professionalism in F&B service means more than wearing a uniform. It includes attitude, 

behavior, knowledge, and consistency. Guests expect courteous, efficient, and skilled 

service. 

 
Key Aspects: 

- Appearance: Clean, neat, and presentable. 

- Behavior: Respectful, calm, and confident. 

- Knowledge: Familiar with menu, wine list, service sequence. 

- Consistency: Delivering the same high standard every shift. 
 
 

 
Example: A guest asks about a dish. A professional server answers confidently, offering 

menu suggestions instead of saying 'I don’t know.' 

 
 
                       Trainer Notes: Role-play professional vs unprofessional service. 
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LU1.2.3: Personal Grooming and 

Hygiene Standards 

 
In F&B, the staff’s image reflects the 

restaurant’s quality. Poor grooming can 

create distrust about food hygiene. 

 
Standards Include: 

- Uniform: Clean, ironed, properly fitted. 

- Hair: Tied back or under cap. 

- Hands/Nails: Clean, trimmed, no polish. 

- Shoes: Closed, polished, slip-resistant. 

- Personal Hygiene: Regular handwashing, 

no strong perfumes, use deodorant. 

 
Professionalism & Personal Attributes 

Definition of Professionalism 

 
According to the Merriam-Webster dictionary, professionalism is “the conduct, 
aims, or qualities that characterize or mark a profession or a professional 
person.” A profession is defined as “a calling requiring specialized knowledge 
and often long and intensive preparation.” 

 
)yS  In the hospitality industry, professionalism combines knowledge, skills, 

ethical behavior, and personal presentation to deliver excellent guest 

experiences. 

Key Attributes of Professionalism 

1. Specialized Knowledge 

 

Narration: 
Professionals invest time and effort in learning their craft. In hospitality, this 
includes knowledge of service standards, food and beverage menus, guest 
etiquette, and hygiene protocols. Knowledge must be updated regularly to remain 
relevant. 

 
Bullets: 

 

 Deep commitment to learning and improvement. 
 Academic qualifications, training, or certifications. 
 Continuous updating of menu, wine, and service knowledge. 
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 Example: A waiter confidently explains wine pairings for a guest’s meal. 

 
2. Skills & Competence 

 

Narration: 
Competent professionals are reliable, efficient, and solution-focused. They don’t 
make excuses they get results. In F&B, competence ensures smooth operations 
even in high-pressure settings. 

 
Bullets: 

 
 Deliver tasks on time with accuracy. 
 Focus on solutions when challenges arise. 
 Manage guest expectations transparently. 
 Example: A server calmly explains a short delay and offers bread or water 

in the meantime. 

 
3. Accountability 

 

Narration: 
True professionals accept responsibility for their words, actions, and mistakes. 
They avoid passing blame and instead act to resolve issues. 

 
Bullets: 

 
 Own up to errors immediately. 
 Take corrective action quickly. 
 Maintain trust by showing responsibility. 
 Example: If a wrong dish is served, the server apologizes and arranges a 

replacement without delay. 
 

4. Honesty & Integrity 

 

Narration: 

Honesty builds credibility. Integrity ensures that professionals uphold values and 
do the right thing, even under pressure. 

 
Bullets: 

 
 Keep promises and commitments. 
 Maintain transparency with guests. 
 Avoid shortcuts or unethical practices. 
 Example: Returning excess payment rather than keeping it. 
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5. Self-Regulation 

 

Narration: 

Professionals stay composed, even in stressful or emotional situations. They 
regulate their behavior to maintain a calm, respectful presence. 

 
Bullets: 

 
 Remain calm under guest complaints. 
 Avoid reacting emotionally. 
 Handle pressure with poise. 
 Example: Responding politely to an angry guest instead of matching their 

tone. 

 
6. Looking the Part 

 

Narration: 
Appearance reflects professionalism. Clean uniforms, neat grooming, and proper 
dress create a positive first impression and instill confidence in guests. 

 
Bullets: 

 
 Maintain neat, polished uniforms. 
 Proper grooming (hair, nails, hygiene). 
 Presentable posture and confident body language. 
 Example: A well-groomed waiter inspires trust in food hygiene and service 

quality. 

 

Trainer Notes 

 
 Conduct grooming inspections before role-play. 
 Use role-plays: handling guest complaints calmly, demonstrating 

accountability. 
 Show before/after images of professional vs unprofessional presentation. 

 

Assessment Criteria 

 
 Knowledge: Defines professionalism and key attributes. 
 Skills: Demonstrates accountability, competence, and calm handling of 

stress. 
 Attitude: Shows honesty, integrity, and pride in appearance. 
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LU1.2.4: Workplace Ethics and Etiquette 

 
Introduction 

 
Workplace ethics and etiquette are the foundation of professionalism in the Food 
& Beverage (F&B) industry. They ensure smooth teamwork, respect for all 
stakeholders, and a positive guest experience. Ethics guide what is right, while 
etiquette governs how to behave. Together, they maintain harmony, build trust, 
and enhance service quality. 

 

1. Ethics in the F&B Workplace 

 
Narration: 
Ethics are the moral principles that guide decisions and actions. In hospitality, 
strong ethics ensure honesty, fairness, and accountability in all interactions— 
whether with guests, colleagues, or management. 

 
Key Ethical Principles (F&B Context): 

 
 Honesty: Handle orders, payments, and tips with integrity. Never 

overcharge or keep incorrect change. 
 Respect: Treat colleagues, guests, and supervisors equally, regardless of 

background or status. 
 Responsibility: Accept accountability for mistakes and work to correct 

them immediately. 
 Fairness: Share workloads fairly, avoid favoritism, and ensure every 

guest receives the same quality of service. 
 Confidentiality: Respect guest privacy (e.g., not disclosing personal 

information or room details). 
 

Example: If a server drops a glass of wine on a guest’s clothing, they should 

apologize, report it, and assist in resolving the issue, rather than hiding the 
mistake. 

 

2. Etiquette in the F&B Workplace 

 
Narration: 

Etiquette refers to the social rules of polite behavior that create a pleasant and 
respectful environment. In restaurants and hotels, etiquette reflects directly on 
the establishment’s reputation. 

 
Key Etiquette Practices (F&B Context): 

 
 Polite Language: Always address guests respectfully using “Sir/Madam.” 

Avoid slang or casual terms. 
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 Table Etiquette: Wait for all guests to finish before clearing plates; never 

rush them. 
 Cultural Sensitivity: Adapt service to respect cultural norms (e.g., 

halal/kosher food handling, greeting styles). 
 Professional Conduct: Avoid personal conversations near guests, 

maintain proper posture, and keep a pleasant demeanor. 
 Non-Verbal Etiquette: Smile, maintain eye contact, and use respectful 

body language. 
 

Example: If a guest comes from a culture where direct eye contact is seen as 
disrespectful, servers should adjust accordingly to ensure comfort. 

 

Trainer Notes 

 
 Conduct role-plays: polite vs. impolite guest interaction. 
 Use case studies: ethical dilemmas (e.g., handling found money, billing 

errors). 
 Encourage discussions about cultural etiquette in dining. 

 

 

Assessment Criteria 

 
 Knowledge: Defines workplace ethics and etiquette. 
 Skills: Demonstrates polite language, proper table etiquette, and cultural 

sensitivity. 
 Attitude: Shows honesty, respect, and accountability in all interactions. 

 

Do’s & Don’ts for Waiters (Professionalism in Service) 

Introduction 

 
Hospitality employers expect waiters to demonstrate professional behavior at 

all times. This includes being committed, dependable, honest, and enthusiastic, 
while showing a willingness to learn and accept feedback. Following these do’s 
and don’ts ensures smooth teamwork, guest satisfaction, and career growth. 

 

Table 1: Professional Expectations – Do’s & Don’ts for Waiters 

Expectation Do’s Don’ts 

Commitment - Try to make the 
business look good 
- Work hard for the 
organization 
- Do your best 
- Dress appropriately 

- Criticize the organization to 
outsiders 
- Focus only on what the business 
can do for you 
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Enthusiasm - Be interested in your 
work 
- Share your ideas 
- Be cheerful 
- Help others 

- Do only enough to get by 
- Show no interest in quality 
- Be uncooperative 
- Complain about your job 

Dependability - Arrive at work on time 
- Finish tasks on schedule 
- Inform employer if sick 
- Fulfill commitments 
- Use sick leave only for 
real illness 

- Arrive late 
- Leave work incomplete 
- Miss work without notice 
- Be absent often 
- Make excuses 
- Fail to follow through 

Honesty - Admit mistakes 
- Express opinions 
sincerely 

- Steal or misuse tools/materials 
- Try to get away with poor 
behavior 

Willingness to 
Learn 

- Listen to instructions 
- Ask questions 
- Try new methods 
- Learn from mistakes 

- Ignore instructions 
- Resist advice 
- Avoid learning 

Accept Feedback - Be open to suggestions 
- Use criticism for 
improvement 
- Learn from feedback 

- Get angry when corrected 
- Reject suggestions 
- Repeat mistakes 

Time Management - Set priorities 
- Start work promptly 
- Work until finished 
- Meet deadlines 
- Use resources wisely 

- Delay tasks 
- Miss deadlines 
- Waste resources 

Attendance & 
Punctuality 

- Be regular and punctual 
- Maintain attendance 
discipline 

- Be warned by supervisor 
- Frustrate co-workers 
- Lose promotions/raises 
- Be suspended or fired 

 
Narration for Learners 

 
 Employers value commitment and dislike staff who complain or 

badmouth the workplace. 
 Enthusiasm is contagious cheerful service uplifts both colleagues and 

guests. 
 Dependability builds trust. If you’re often late or absent, your team 

suffers. 
 Honesty is essential; small acts of dishonesty damage reputation and 

career. 
 A willingness to learn makes you adaptable to new menus, systems, or 

service styles. 
 Being open to feedback helps you grow instead of repeating mistakes. 
 Time management ensures guests are served efficiently and operations 

run smoothly. 
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 Poor attendance and punctuality can result in warnings, lost pay, or 

even termination. 

 

Trainer Notes 

 
 Use role-play: “Dependable vs. Unreliable waiter.” 
 Case study: How dishonesty with tips damages guest trust. 
 Ask learners to list 3 don’ts they have personally seen in restaurants 

and how to correct them. 

 

Assessment Criteria 

 
 Knowledge: Lists at least 3 do’s and don’ts for professionalism. 
 Skills: Demonstrates punctuality, attentiveness, and commitment during 

practice shifts. 
 Attitude: Shows enthusiasm, honesty, and willingness to accept 

feedback. 

 

LU1.2.5: Effective Communication Skills 

The Effective Communication Cycle (F&B Context), How to Deal with 

Customers – Customer Service in Hospitality 

Introduction 

 
In the hospitality and service industries, the key to long-term success lies in 
consistent, high-quality customer service. Repeat business, customer loyalty, 
and profitability all depend on how well we understand and respond to our 
guests’ needs. 

 
To do this effectively, you must first be clear about who your customers are 
and become an expert on the products and services you provide. Only then 
can you deliver service that feels personalized and memorable. 

 

The Role of Wait Staff in Customer Service 

 
Waiters and waitresses are often the direct link between the business and the 
customer. They set the tone for the guest’s experience through their 
communication, behavior, and professionalism. 

 
 A waiter who describes the menu in an appetizing way, recommends 

beverages or desserts, and serves with efficiency and warmth can 
significantly improve the customer’s dining experience. 

 Good service not only enhances guest satisfaction but also brings greater 
job satisfaction for staff and helps improve the overall performance of 
the business. 



39 
 

Key Questions for Quality Service 

 
To provide excellent customer service, every hospitality professional should 
reflect on the following questions: 

 
1. What products and services do we offer? 
2. Who are our current customers? 
3. Who are our potential customers? 
4. How can I present and sell these products and services effectively? 
5. How can I provide high-quality, consistent service every time? 

 
By considering these questions, staff can better align their service with customer 
expectations. 

 

Why Customers Choose a Business 

 
The reasons behind customer choices are complex, but the simplest truth is this: 

 
S)y Customers buy a product or use a service when it meets or exceeds their 

needs and expectations and leaves them feeling happy, valued, and satisfied. 

Therefore, success in hospitality requires constant attention to customer needs 
and perceptions. 

 

Three Levels of Customer Perception 

1. Required Level of Service 

 

This is the basic standard that every guest expects. In a hotel, for example, 

customers would expect: 

 
 Ensuite bathroom facilities 
 Telephone services 
 Television in the room 
 Minibar 
 In-house movies 
 Room service 

 
If these essentials are missing, dissatisfaction is inevitable. 

 
2. Desired Level of Service 

 

This is the “extra touch” that guests may have experienced in other 
establishments and now wish to find everywhere. These services are not strictly 
essential but greatly enhance comfort and convenience. Examples include: 
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 Foreign exchange services at reception 
 General information directories for guests 

 
Meeting the desired level often distinguishes one establishment from its 
competitors. 

 
3. Delighted Level of Service 

 

This is the unexpected, memorable experience that goes beyond what the 
guest asked for or imagined. It creates delight and long-lasting loyalty. Examples 
include: 

 
 Personalized greetings (e.g., remembering a returning guest’s name). 
 Anticipating guest needs before they ask (e.g., offering an umbrella on a 

rainy day). 
 Surprise courtesies such as complimentary desserts for special occasions. 

 
Delighted service makes guests feel special and turns them into repeat 
customers who recommend the business to others. 

 
Introduction 

 

In Food & Beverage services, effective communication ensures that orders are 
taken correctly, guests feel valued, and team coordination runs smoothly during 
service. The communication cycle is a structured model that explains how 

information flows between staff and guests, and between colleagues within the 
restaurant. 

 
It includes: Sender, Message, Channel, Receiver, Feedback, Context, and 
Noise. 

 
1. Sender 

 

The sender initiates the communication. In F&B, the sender might be: 

 
 A waiter taking an order. 
 A chef giving instructions. 
 A supervisor briefing staff before a shift. 

 
Responsibilities: 

 
 Conceptualization: Decide what needs to be communicated (e.g., “Table 

4 needs water”). 
 Encoding: Put it into clear words, gestures, or symbols. 
 Transmission: Deliver the message through speech, written note, or POS 

system. 
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2. Message 

 

The message is the actual content. In F&B this could be: 

 
 Guest’s order. 
 Special instructions (e.g., “No onions, extra spicy”). 
 Feedback on service. 

 
Effective Message Qualities: 

 
 Clarity: Speak clearly and avoid jargon. 
 Accuracy: Repeat orders back to guests to confirm. 
 Relevance: Stick to important details (allergens, cooking style). 
 Completeness: Ensure all items and modifications are included. 

 
3. Channel 

 

The medium for transmitting the message. In F&B, this may include: 

 
 Face-to-face conversation (server to guest). 
 POS systems (server to kitchen). 
 Written notes (for special events/banquets). 
 Intercom or radios (in large hotels). 

 
Considerations when choosing a channel: 

 
 Speed: Is it urgent? 
 Complexity: Does it require detailed explanation? 
 Confidentiality: Is it about a guest complaint? 

 
4. Receiver 

 

The receiver is the person or group for whom the message is intended. In F&B 
this may include: 

 
 A guest listening to the waiter. 
 A chef reading the ticket. 
 A manager receiving staff updates. 

 
Responsibilities of Receiver: 

 
 Receiving: Pay attention without distraction. 
 Decoding: Interpret correctly (e.g., “No onions” means strictly avoid). 
 Understanding: Grasp the intent (guest preference, urgency). 
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5. Feedback 

 

Feedback ensures the cycle is complete. Without it, communication is one-way 
and may fail. 

 
Types in F&B: 

 
 Verbal Feedback: Guest says “Yes, that’s correct.” 
 Nonverbal Feedback: Smile, nod, or frown from guest. 
 Written Feedback: Review card, online rating. 
 Action Feedback: Chef corrects a dish, waiter refills water. 

 
6. Context 

 

Every communication happens within a context. 
 

 Physical Context: A noisy kitchen vs. a quiet fine-dining room. 
 Social Context: Manager talking to staff vs. peers chatting. 
 Cultural Context: Guest expectations (formal vs casual). 
 Historical Context: Prior guest complaints may affect tone of 

conversation. 

 
7. Noise 

 

Noise disrupts communication. In F&B, this is very common. 
 

 Physical Noise: Loud music, clattering dishes. 

 Psychological Noise: Stress, fatigue during peak hours. 
 Semantic Noise: Misunderstood jargon (e.g., “well done” steak). 
 Physiological Noise: Tired server unable to concentrate. 

 
Improving Communication Effectiveness in F&B 

 

 Be clear and concise when taking orders. 
 Choose the right channel—face-to-face for guests, POS for kitchen. 
 Listen actively to guests’ needs. 
 Confirm and repeat orders for accuracy. 
 Observe nonverbal cues—gestures, expressions. 

 Minimize noise—move closer in a noisy room, speak slower. 
 Encourage feedback—ask “Is everything okay with your meal?” 

 
Trainer Notes 

 

 Show the communication cycle diagram (Sender → Message → 
Receiver → Feedback). 

 Conduct role-plays: waiter takes order, guest provides feedback. 
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 Simulate “noisy restaurant” conditions to train clear communication under 
stress. 

 

 
Assessment Criteria 

 

 Learners identify each stage of the communication cycle. 
 Learners demonstrate active listening, clarity, and proper feedback in role- 

play. 
 Learners adapt communication style depending on guest type and 

context. 

 

Waiter Service Etiquettes 

Introduction 

 
Etiquette in waiter service ensures professionalism, guest comfort, and 
smooth dining experiences. Beyond technical skills, proper manners, 
attentiveness, and discretion distinguish an average server from an exceptional 
one. 

 

1. Conscientious Service 

 
Narration: 

A professional waiter is attentive to guests’ needs without being intrusive. Guests 
expect acknowledgment as soon as they sit down even if you cannot serve them 
immediately. Reading body language helps determine the right level of 
engagement. 

 
Bullets: 

 
 Acknowledge guests promptly with a nod, smile, or greeting. 
 Adjust service style: 

o Chatty guests → Friendly, conversational approach. 
o Quiet guests → Respectful, minimal interaction. 

 Anticipate needs (refill water, replace cutlery, offer condiments). 

 

2. Handling Problems 

 
Narration: 
Mistakes and complaints are natural in hospitality. How a waiter responds 
defines the guest’s overall impression. Excuses, blame, or defensiveness should 
be avoided. The correct approach is responsibility, apology, and quick solutions. 
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Bullets: 

 
 Never blame kitchen staff, colleagues, or the guest. 
 Stay calm, professional, and empathetic. 
 Use polite responses such as: “I apologize. How can I fix this for you?” 
 Resolve issues quickly (replace dish, escalate to supervisor if needed). 

 

3. Dishes and Silverware 

 
Narration: 

Proper handling of dishes, glassware, and cutlery reflects hygiene, 
professionalism, and respect for guests. Careless handling may cause 
contamination, spills, or discomfort. 

 
Bullets: 

 
 Serve and clear from the correct side (usually right-hand for serving, left- 

hand for clearing, unless house rules differ). 
 Do not reach across a guest. 
 Clear plates only when all guests are finished. 
 Avoid stacking plates on the table. Use trays or arm stacking. 
 Handle cutlery and glassware by stems and handles never touch rims or 

eating surfaces. 

 

4. Additional Considerations 

 
Narration: 

Professionalism also extends to personal presentation, interactions, and subtle 
details that affect guest perception. 

 
Bullets: 

 
 Be aware of house policy on order-taking sequence (traditionally, women 

first). 
 Avoid personal conversations within guest hearing. 
 Maintain good hygiene and grooming: 

o Avoid strong perfumes. 
o Dress modestly and professionally. 
o Wash hands and freshen breath after smoking breaks. 

 Respect cultural sensitivities and maintain a neutral, polite demeanor. 

 

Trainer Notes 

 
 Role-play guest interaction scenarios: chatty guest vs. quiet guest. 
 Simulate handling guest complaints with polite problem-solving. 
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 Demonstrate proper clearing and serving techniques with trays and 
glassware. 

 

Assessment Criteria 

 
 Knowledge: Identifies correct etiquette in service situations. 
 Skills: Demonstrates hygienic and professional handling of dishes and 

glassware. 
 Attitude: Shows courtesy, discretion, and adaptability with different guest 

types. 

 

Required Competencies for a Waiter/Server 

 
Introduction 

 
To succeed in the Food & Beverage (F&B) industry, a waiter/server requires a 
balance of technical knowledge, practical service skills, and personal 
attributes (soft skills). Competencies ensure not only efficiency in performing 

tasks but also the ability to create positive guest experiences, handle stress, and 
maintain professionalism. 

 

 

A. Knowledge & Technical Skills 

 
1. Understanding the Hospitality and Catering Industry 

o Knowledge of different service styles (fine dining, casual, buffet). 
o Awareness of industry trends and guest expectations. 

2. Personal Hygiene, Appearance, and Grooming 

o Maintain professional appearance at all times. 
o Follow strict hygiene standards (clean hands, uniform, hair care). 

3. Basic First Aid and Emergency Response 

o Knowledge of workplace safety procedures. 
o Ability to assist in emergencies (minor injuries, fainting). 

4. Safe Food Handling and HACCP Principles 

o Prevent contamination, cross-contact, and spoilage. 
o Follow HACCP guidelines where applicable. 

5. Health and Safety Practices 

o Use correct lifting techniques, safe equipment handling. 
o Keep service areas hazard-free. 

6. Maintain Professional Outlet Standards 

o Keep dining areas clean, organized, and guest-ready. 
o Apply mise en place practices before and after shifts. 

7. Communication and Social Skills 
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o Polite guest interaction. 
o Active listening and clarity in communication with colleagues. 

8. Prepare and Clear Service Areas 

o Set up dining areas before service. 
o Clear and reset tables efficiently. 

9. Serving Food and Beverages 

o Serve meals, snacks, and drinks using correct techniques. 
o Handle crockery, cutlery, and trays professionally. 

10. Provide Carvery/Buffet Service 

o Manage buffet presentation and replenishment. 
o Carve meats and control portions effectively. 

11. Deliver Effective Guest Service 

o Greet warmly, handle orders, resolve complaints. 
o Ensure guest satisfaction throughout dining experience. 

12. Complete Food Outlet Shifts Effectively 

o Manage end-of-shift duties: cleaning, stock checks, reporting. 

o Support teamwork in closing procedures. 

B. Soft Skills (Personal Attributes) 

 
Details for Each Skill (Within the Chart): 

 
Each skill listed above would ideally have a brief description or keyword 
associated with it within the chart. For example: 

 
 Team Player: "Collaborative, Supportive" 
 Work Ethics: "Integrity, Honesty" 
 Time Management: "Prioritization, Deadlines" 
 Serving Etiquettes: "Politeness, Respect" 
 Professionalism: "Standards, Behavior" 
 Multitasking: "Simultaneous Tasks" 
 Work Under Pressure: "Calm, Efficient" 
 Interpersonal Skills & Communication: "Relationships, Clear 

Communication" 
 Positive Attitude: "Enthusiasm, Optimism" 
 Ability to Follow Instructions: "Responsive, Compliant" 
 Learning Skills: "Adaptable, Quick Learner" 
 Coordination: "Efficient Workflow" 

 Passion: "Genuine Interest" 
 Patience and Perseverance: "Calmness, Persistence" 
 Great Endurance: "Physical Stamina" 
 Cultural, Minority & Gender Sensitivity: "Respect, Diversity" 
 Sustainability Awareness: "Eco-Friendly Practices" 
 Customer Service Skills: "Memorable Experiences" 
 Appearance: "Neat, Professional" 
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Trainer Notes 

 
 Create a competency checklist for learners to self-assess. 
 Use role-plays to test communication, teamwork, and problem-solving. 
 Organize mock shifts to evaluate time management and multitasking. 

 

Assessment Criteria 

 
 Knowledge: Defines F&B standards, hygiene, HACCP, and guest service 

rules. 
 Skills: Demonstrates safe food handling, service techniques, and outlet 

procedures. 
 Attitude: Shows teamwork, patience, professionalism, and guest-centric 

behavior. 



48 
 

LU1.2.6: Time Management and Stress Handling in Restaurants 

Introduction 

 

The restaurant industry thrives on efficiency and customer satisfaction. During 
peak hours, staff must balance speed and quality. Guests expect quick service 
without compromising food standards, presentation, or courtesy. Mastering time 
management and stress-handling techniques allows F&B staff to deliver 
consistently high service even under pressure. 

 
The Balancing Act: Speed vs. Quality 

 

 Speed: Guests dislike waiting too long for service or food. 
 Quality: Haste may cause mistakes (wrong orders, poor presentation). 
 Balance: Serving promptly while ensuring accuracy and quality builds 

trust and repeat business. 

 
Techniques for Effective Time Management 

 

1. Prioritization 

o Serve hot food immediately. 
o Clear tables quickly for new guests. 

2. Organization 

o Keep trays, cutlery, and POS ready. 
o Assign table numbers clearly to avoid confusion. 

3. Delegation 

o Share tasks among waiters, bussers, and kitchen staff. 
o Avoid overburdening one team member. 

4. Batching 

o Take multiple drink orders at once. 
o Group similar tasks to save time. 

5. Planning 

o Begin shift with a short team huddle to allocate duties. 

o Review reservations and expected peak hours. 

Stress Handling Techniques 

 

 Breathing Techniques: Deep breaths before difficult tasks calm nerves. 
 Teamwork: Ask for help; cover for each other during rush hours. 
 Stay Calm Under Pressure: Focus on solutions, not panic. 
 Positive Self-Talk: Remind yourself of skills and past successes. 
 Breaks: Short rests help maintain energy and focus. 
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Training Simulation: The “Busy Restaurant Rush” 

 

Learners simulate peak service with multiple tables, demanding customers, and 
unexpected problems (e.g., missing items, complaints). 

 
During the simulation, learners’ practice: 

 
 Prioritization 
 Organization 
 Delegation 
 Clear communication 
 Staying calm 

 
Debrief: Trainer leads discussion on what went well, what can improve, and 
lessons learned. 

 
Flowchart for Time Management in F&B Shifts 

 

This document outlines a flowchart designed to optimize time management for 
staff working in Food and Beverage (F&B) establishments. The flowchart 
provides a structured approach to handling tasks during a shift, from initial 
preparation to guest departure, ensuring efficiency and customer satisfaction. It 
serves as a visual guide for employees to prioritize tasks, manage their time 
effectively, and maintain a smooth workflow throughout their shift. 

 
 

 
Start of Shift 

 
The shift begins! This is the starting point for all subsequent actions. 

 
Review Tasks 

 
Upon starting the shift, the first crucial step is to review all assigned tasks. This 
involves understanding the day's specials, any specific instructions from the 
manager, and any pre-shift duties that need immediate attention. This review 
sets the stage for effective prioritization. 

 
Prioritize 

 
Based on the task review, prioritize tasks according to urgency and importance. 
Consider factors such as upcoming reservations, potential rush hours, and any 
tasks that directly impact customer service. Effective prioritization ensures that 
the most critical tasks are addressed promptly, minimizing delays and 
maximizing efficiency. 
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Prepare Station 

 
Before guests arrive, prepare the workstation. This includes stocking necessary 
supplies (napkins, cutlery, condiments), ensuring cleanliness, and verifying that 
all equipment is functioning correctly. A well-prepared station streamlines 
operations and reduces the time spent searching for items during service. 

 
Guest Arrives 

 
The arrival of a guest marks the beginning of the direct service cycle. 

 
Greet/Seat 

 
Greet the guest warmly and seat them promptly. Follow established seating 
protocols and accommodate any special requests, such as seating preferences 
or accessibility needs. A positive initial interaction sets the tone for a pleasant 
dining experience. 

 
Take Order 

 
Take the guest's order accurately and efficiently. Provide recommendations, 
answer questions about the menu, and note any dietary restrictions or allergies. 
Clear communication ensures that the kitchen receives the correct order, 
minimizing errors and delays. 

 
Send to Kitchen 

 
Transmit the order to the kitchen promptly and accurately. Use the designated 
order entry system and verify that all details are correct. Timely order submission 
allows the kitchen staff to begin preparing the meal without delay. 

 
Serve Drinks/Sides 

 

While the main course is being prepared, serve drinks and any accompanying 
sides. Ensure that drinks are served promptly and that sides are presented 
attractively. This keeps the guest engaged and satisfied while they wait for their 
meal. 

 
Serve Food 

 

Once the food is ready, serve it to the guest promptly and professionally. Present 
the dishes attractively and ensure that each guest receives the correct order. 
Check for any immediate needs, such as additional condiments or utensils. 

 
Check on Guest 



51 
 

After serving the food, periodically check on the guest to ensure their satisfaction. 
Ask if everything is to their liking and address any concerns or requests promptly. 
Attentive service enhances the dining experience and fosters customer loyalty. 

 
Clear Table 

 
Once the guest has finished eating, clear the table efficiently. Remove used 
plates, cutlery, and glassware, and wipe down the table surface. A clean and tidy 
table creates a more pleasant environment for the next guest. 

 
Present Bill 

 

Present the bill to the guest promptly and discreetly. Ensure that the bill is 
accurate and easy to understand. Offer to answer any questions about the 
charges and provide options for payment. 

 
Process Payment 

 

Process the guest's payment quickly and accurately. Follow established payment 
processing procedures and provide a receipt. Thank the guest for their patronage 
and wish them a pleasant day. 

 
Thank Guest 

 
Express gratitude to the guest for choosing the establishment. A sincere thank 
you leaves a positive lasting impression and encourages repeat business. 

 
Reset Table 

 
Prepare the table for the next guest by resetting it with clean linens, cutlery, and 
glassware. Ensure that the table is clean and presentable. A well-reset table 
creates a welcoming atmosphere for incoming guests. 

 
Repeat 

 

Repeat the cycle from "Guest Arrives" through "Reset Table" for each 
subsequent guest. This continuous loop ensures a consistent level of service and 
efficient workflow throughout the shift. 
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LU1.2.7: Understanding Organizational Culture 

Every hotel or restaurant has its culture values, traditions, and expectations that shape 

service style. 

 
Examples: 

- Fine dining = formal, silent service style. 

- Casual café = friendly, conversational tone. 

 
Staff must adapt to the culture to maintain consistent brand identity. 

 
Trainer Notes: Compare organizational cultures using examples (luxury hotel vs fast- 

food chain). 

LU1.2.8: Importance of Guest-Centric Attitude 

At the heart of professionalism is a guest-first approach. Staff must anticipate needs, 

solve problems, and ensure guest satisfaction. 

 
Principles: 

- Listen actively and respond positively. 

- Go the extra mile (e.g., offering water to a waiting guest). 

- Handle complaints gracefully never argue. 

- Treat every guest with respect, regardless of status. 
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Trainer Notes: Role-play: A guest complains about slow service. Learners practice calm, 

solution-focused responses. 

Practical Activities (PU) Integration 

- PU1.1: Grooming and pre-shift checks → link to LU1.2.3. 

- PU1.2: Guest interaction simulations → link to LU1.2.2, LU1.2.5, LU1.2.8. 

- PU1.3: Workplace ethics role-plays → link to LU1.2.4. 

- PU1.5: Mock shift with review → covers LU1.2.6 and LU1.2.7. 

Assessment Criteria 

- Knowledge: Defines professionalism, ethics, and organizational culture. 

- Skills: Demonstrates proper grooming, communication, and time management. 

- Attitude: Displays guest-first approach, calmness under stress, respect for colleagues. 

 
Module 2: Develop Interpersonal Skills  

Module Objectives 

 
By the end of this module, learners will be able to: 

 
 Communicate effectively using verbal and non-verbal skills. 
 Demonstrate active listening in guest and team interactions. 
 Apply teamwork and conflict resolution skills in a hospitality setting. 
 Practice emotional intelligence and assertiveness at work. 
 Create a personal action plan for improving interpersonal skills. 

 

 

LU2.1: Develop and Use Communication Skills in the Hospitality 

Industry 

Narration: 

 

In hospitality, communication is the lifeblood of service. Whether welcoming a 
guest, taking an order, or coordinating with colleagues, communication ensures 
smooth service and guest satisfaction. Communication is not limited to words it 
includes tone, body language, facial expressions, and gestures. A warm smile, 
attentive listening, and polite tone can make the difference between an average 
guest experience and an excellent one. 

 
Effective communication also reduces errors. For example, repeating back a 
guest’s order ensures accuracy, while clear kitchen instructions prevent delays. 
Good communication also supports teamwork helping staff work as one unit 
during busy shifts. 
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Bullets: 

 

 Communication = key to guest satisfaction & teamwork. 
 Includes verbal (words) + non-verbal (gestures, tone). 
 Accurate communication prevents mistakes. 
 Builds trust and creates a positive environment. 

 

 

Practical Units (PUs) 

PU2.1: Foundations of Interpersonal Communication 

 

This document introduces the fundamental principles of interpersonal 
communication, particularly within the context of the hospitality industry. It 
outlines the communication cycle, emphasizes the importance of politeness, 
respect, and clarity, and highlights the need to minimize noise to ensure effective 
interactions. 

 

The Communication Cycle 

 
Communication is a dynamic and cyclical process 
involving several key components. Understanding this 
cycle is crucial for effective interpersonal interactions, 
especially in a fast-paced and customer-centric 
environment like hospitality. The cycle consists of the 
following elements: 

 
 Sender: The sender is the individual or entity initiating the communication. 

They have an idea, thought, or feeling they wish to convey to another 
person. The sender is responsible for encoding the message in a way that 
the receiver can understand. This involves choosing appropriate words, 
tone, and non-verbal cues. 

 
 Message: The message is the information or content being transmitted 

from the sender to the receiver. It can be verbal (spoken or written words) 
or non-verbal (body language, facial expressions, gestures). The message 
should be clear, concise, and relevant to the receiver's needs and 
understanding. 

 
 Receiver: The receiver is the individual or entity who receives the 

message from the sender. Their role is to decode the message, 
interpreting its meaning based on their own knowledge, experiences, and 
context. Effective communication requires the receiver to actively listen 
and pay attention to both the verbal and non-verbal cues being sent. 



55 
 

 Feedback: Feedback is the receiver's response to the sender's message. 

It indicates whether the message was received, understood, and 
accepted. Feedback can be verbal (a reply, question, or comment) or non- 
verbal (a nod, smile, or frown). It allows the sender to gauge the 
effectiveness of their communication and make adjustments as needed. 
The feedback loop completes the communication cycle, enabling a 
continuous exchange of information and understanding. 

 

The Importance of Politeness, Respect, and Clarity 

 
In the hospitality industry, where customer satisfaction is paramount, politeness, 
respect, and clarity are not merely desirable traits but essential requirements for 
effective communication. 

 
 Politeness: Politeness involves using courteous language, showing 

consideration for others' feelings, and adhering to social etiquette. Using 
phrases like "please," "thank you," and "you're welcome" can significantly 
enhance the customer experience and create a positive impression. 
Politeness also extends to active listening, avoiding interruptions, and 
showing genuine interest in the other person's perspective. 

 
 Respect: Respect involves acknowledging and valuing the other person's 

worth, dignity, and opinions. It means treating everyone with courtesy and 
consideration, regardless of their background, status, or beliefs. In a 
diverse environment like hospitality, demonstrating respect for cultural 
differences and individual preferences is crucial for building rapport and 
fostering positive relationships. 

 
 Clarity: Clarity refers to the ability to communicate information in a clear, 

concise, and easily understandable manner. It involves using simple 
language, avoiding jargon or technical terms, and organizing thoughts 
logically. In hospitality, clarity is essential for providing accurate 
information, resolving issues efficiently, and ensuring that customers feel 
informed and valued. 

 

Minimizing Noise in Communication 

 
"Noise" in communication refers to any factor that interferes with the accurate 
transmission or reception of a message. It can take various forms, including: 

 
 Physical Noise: External distractions such as loud noises, poor lighting, 

or uncomfortable temperatures can make it difficult for the receiver to 
focus on the message. 
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 Psychological Noise: Internal distractions such as stress, anxiety, or 

preconceived notions can affect the receiver's ability to accurately interpret 
the message. 

 
 Semantic Noise: Differences in language, vocabulary, or cultural 

understanding can lead to misunderstandings and misinterpretations. 
 

 Physiological Noise: Physical impairments such as hearing loss or visual 

impairments can hinder the receiver's ability to receive the message 
effectively. 

 
To minimize noise and ensure effective communication, it is important to: 

 
 Choose an appropriate environment: Select a quiet and comfortable 

setting that minimizes distractions. 
 

 Use clear and concise language: Avoid jargon, technical terms, and 

ambiguous language. 
 

 Be aware of non-verbal cues: Pay attention to body language, facial 
expressions, and tone of voice. 

 
 Actively listen: Focus on the speaker, ask clarifying questions, and 

provide feedback to ensure understanding. 
 

 Be empathetic: Consider the other person's perspective and try to 

understand their needs and concerns. 

 
By understanding the communication cycle, prioritizing politeness, respect, and 
clarity, and minimizing noise, individuals in the hospitality industry can foster 
effective interpersonal communication, build strong relationships with customers 
and colleagues, and contribute to a positive and productive work environment. 

 
PU2.2: Verbal and Non-Verbal Communication 

 

The Importance of Verbal and Non-Verbal Communication in Service 

 
This document explores the critical roles of verbal and non-verbal communication 
in providing effective service. It highlights how both forms of communication 
contribute to building trust and ensuring clear understanding between service 
providers and customers. The document emphasizes the need for consistency 
between verbal and non-verbal cues to avoid mixed messages and enhance the 
overall service experience. 
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Understanding Verbal Communication 
 

Verbal communication encompasses the use of words, whether spoken or 
written, to convey messages. It is the primary means by which we share 
information, express ideas, and articulate our thoughts. In a service context, 
verbal communication includes everything from greeting a customer to explaining 
a product or resolving a complaint. 

 
 Words: The specific words we choose have a significant impact on how 

our message is received. Using clear, concise, and respectful language is 
crucial for effective communication. Avoid jargon or technical terms that 
the customer may not understand. 

 Speech: The way we speak, including our tone, pace, and volume, also 
influences the message. Speaking clearly and at a moderate pace 
ensures that the customer can easily understand us. A friendly and 
approachable tone can help build rapport and create a positive interaction. 

 Writing: Written communication, such as emails, letters, and online chat, 
requires careful attention to detail. Ensure that your writing is 
grammatically correct, well-organized, and easy to read. Use a 
professional and courteous tone, and proofread your message before 
sending it. 

 

Understanding Non-Verbal Communication 
 

Non-verbal communication involves conveying messages without using words. It 
includes a wide range of cues, such as body language, facial expressions, 
gestures, and tone of voice. Non-verbal cues can often be more powerful than 
words, as they can reveal our true feelings and attitudes. 

 
 Tone: The tone of voice can convey a wide range of emotions, from 

enthusiasm and empathy to frustration and impatience. A warm and 
friendly tone can help build trust and create a positive connection with the 
customer. 

 Posture: Our posture can communicate confidence, openness, or 
defensiveness. Standing or sitting upright with an open posture conveys 
confidence and approachability. Slouching or crossing your arms can 
signal disinterest or defensiveness. 

 Gestures: Gestures can be used to emphasize points, illustrate ideas, or 
express emotions. Using natural and appropriate gestures can enhance 
your communication and make you appear more engaging. 

 Eye Contact: Maintaining appropriate eye contact shows that you are 

paying attention and are interested in what the customer has to say. 
Avoiding eye contact can be interpreted as disinterest or dishonesty. 
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The Importance of Consistency 
 

For effective service, verbal and non-verbal communication must be consistent. 
When our words and body language align, we create a sense of trust and 
credibility. However, when there is a mismatch between our verbal and non- 
verbal cues, it can create confusion and undermine our message. 

 
For example, if you say "I'm happy to help" with a frown on your face, the 
customer is more likely to focus on your facial expression than your words. This 
can lead them to believe that you are not sincere or that you are being sarcastic. 

 

Building Trust Through Consistent Communication 
 

Consistency between verbal and non-verbal communication is essential for 
building trust with customers. When customers perceive that you are being 
genuine and sincere, they are more likely to trust you and your organization. This 
trust can lead to increased customer satisfaction, loyalty, and positive word-of- 
mouth referrals. 

 

Practical Applications 

 
Here are some practical ways to ensure consistency between verbal and non- 
verbal communication in a service context: 

 
 Be aware of your body language: Pay attention to your posture, facial 

expressions, and gestures. Make sure that they are aligned with the 
message you are trying to convey. 

 Listen actively: Show that you are paying attention by making eye 
contact, nodding, and using verbal cues such as "I understand" or "That 
makes sense." 

 Empathize with the customer: Try to understand the customer's 

perspective and show that you care about their concerns. 
 Use a positive tone of voice: Speak in a warm, friendly, and respectful 

tone. 
 Be genuine: Be yourself and let your personality shine through. 

Customers can usually tell when you are being fake or insincere. 

 

Conclusion 
 

In conclusion, both verbal and non-verbal communication play vital roles in 
delivering effective service. By understanding the nuances of each form of 
communication and ensuring consistency between them, service providers can 
build trust, enhance customer satisfaction, and create positive service 
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experiences. Paying attention to both what you say and how you say it is crucial 
for success in any service-oriented role. 

 
PU2.3: Active Listening Skills 

 

Listening is a crucial skill in any service-oriented industry, but it's particularly vital 
in hospitality. Guests come to hotels, restaurants, and other establishments with 
specific needs, expectations, and sometimes, even frustrations. The ability to 
truly listen to what they are saying, both verbally and nonverbally, can make the 
difference between a satisfied guest and a negative review. 

 
Active listening is not a passive activity. It requires conscious effort and a 
commitment to understanding the speaker's perspective. It's about creating a 
connection with the guest and demonstrating that their concerns are being heard 
and taken seriously. Here are some key techniques to practice active listening: 

 
• Maintain Eye Contact: 

 
Eye contact is a fundamental aspect of communication. It signals that you are 
engaged and paying attention to the speaker. When a guest is speaking, make 
an effort to maintain comfortable eye contact. This doesn't mean staring 
intensely, which can be off-putting. Instead, aim for a natural and relaxed gaze 
that shows you are focused on them. 

 
Looking away frequently or avoiding eye contact can convey disinterest or even 
disrespect. It can make the guest feel like you are not truly listening to what they 
are saying. By maintaining eye contact, you create a sense of connection and 
demonstrate that you value their input. 

 
• Nod and Show Attentiveness: 

 
Nonverbal cues play a significant role in communication. Nodding your head and 
using other nonverbal signals, such as leaning in slightly or smiling, can show the 
guest that you are following along and understanding their message. These small 
gestures can make a big difference in how the guest perceives your 
attentiveness. 

 
Avoid fidgeting, looking at your phone, or engaging in other distracting behaviors 
while the guest is speaking. These actions can signal that you are not fully 
present and can undermine your efforts to build rapport. Instead, focus on the 
guest and use nonverbal cues to demonstrate your engagement. 

 
• Repeat/Confirm Orders: 

 
In a restaurant or bar setting, accurately taking orders is essential. Repeating the 
order back to the guest is a simple but effective way to ensure that you have 
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understood their requests correctly. This allows the guest to confirm that you 
have heard them accurately and provides an opportunity to clarify any 
misunderstandings. 

 
For example, if a guest orders a "steak with mashed potatoes and asparagus," 
you might repeat, "So that's a steak with mashed potatoes and asparagus. Is 
there a particular way you'd like the steak cooked?" This not only confirms the 
order but also allows you to gather additional information that will ensure the 
guest's satisfaction. 

 
Confirming orders is not limited to food and beverage. In a hotel setting, you 
might confirm a guest's room preferences, such as "So you'd prefer a room on a 
higher floor with a view of the city. I'll do my best to accommodate that request." 
This shows the guest that you are paying attention to their needs and are 
committed to providing them with a personalized experience. 

 
• Avoid Interrupting: 

 

Interrupting a guest while they are speaking is a major communication faux pas. 
It signals that you are not interested in what they have to say and that you value 
your own thoughts and opinions more than theirs. Even if you think you know 
what the guest is going to say, it's important to let them finish their thought before 
responding. 

 
There may be times when it's necessary to interrupt a guest, such as in an 
emergency situation. However, in most cases, it's best to wait for a natural pause 
in the conversation before speaking. When you do speak, be sure to 
acknowledge what the guest has said and respond thoughtfully. 

 
If you accidentally interrupt a guest, apologize and allow them to finish their 
thought. This shows that you are aware of your mistake and are committed to 
listening to them. 

 
By practicing these techniques, hospitality professionals can improve their 
listening skills and create more positive and meaningful interactions with guests. 
Active listening not only reduces errors and misunderstandings but also makes 
guests feel valued, respected, and appreciated. This can lead to increased guest 
satisfaction, loyalty, and positive word-of-mouth referrals. In the competitive 
hospitality industry, the ability to truly listen to guests can be a significant 
differentiator and a key to success. 
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PU2.4: Teamwork and Collaboration, Conflict Resolution and Feedback 
 

 

The Foundation of Hospitality Success: Teamwork 

 
In the dynamic and demanding environment of the hospitality industry, teamwork 
is not merely a desirable attribute; it is the bedrock upon which success is built. 
No single individual, regardless of their talent or expertise, can single-handedly 
deliver the exceptional guest experiences that define a thriving hospitality 
operation. Instead, it is the seamless coordination and collaborative efforts of a 
cohesive team that truly make the difference. 

 

Defining Teamwork: Shared Goals and Cooperation 

 
At its core, teamwork is characterized by two fundamental elements: shared 
goals and cooperation. 

 
 Shared Goals: A successful team is united by a common purpose, a clear 

understanding of the objectives they are striving to achieve together. In a 
hospitality setting, this might involve providing outstanding customer 
service, exceeding guest expectations, or maintaining a high level of 
cleanliness and efficiency. When team members are aligned with these 
shared goals, they are more likely to be motivated, engaged, and 
committed to contributing their best efforts. 

 
 Cooperation: Cooperation is the active process of working together 

harmoniously to achieve those shared goals. It involves open 
communication, mutual respect, and a willingness to support and assist 
one another. In a busy restaurant, for example, cooperation might mean 
that servers help bus tables when the busser is overwhelmed, or that 
cooks assist each other in preparing dishes to ensure timely service. 

 
When shared goals and cooperation are present, the team can function as a 
single unit, leveraging the diverse skills and perspectives of its members to 
overcome challenges and achieve remarkable results. 

 

Navigating Conflict: A Path to Growth 

 
Conflict is an inevitable part of any team dynamic, and the hospitality industry is 
no exception. The high-pressure environment, diverse personalities, and 
constant interaction with guests can sometimes lead to disagreements and 
friction. However, conflict, when managed effectively, can be a catalyst for 
growth and improvement. 
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Resolving Conflicts Calmly and Avoiding Blame 

 
The key to navigating conflict constructively lies in adopting a calm, respectful, 
and solution-oriented approach. 

 
 Calmness: When conflict arises, it is essential to remain calm and avoid 

escalating the situation. Taking a deep breath, listening attentively, and 
speaking in a measured tone can help de-escalate tensions and create a 
more conducive environment for resolution. 

 
 Respect: Treating all parties involved with respect is paramount. Even 

when disagreements are heated, it is crucial to avoid personal attacks, 
insults, or derogatory language. Focusing on the issue at hand, rather 
than attacking the individual, can help maintain a sense of professionalism 
and facilitate a more productive dialogue. 

 
 Avoiding Blame: Assigning blame is rarely helpful in resolving conflict. 

Instead, it tends to create defensiveness and resentment, hindering the 
ability to find a mutually agreeable solution. A more effective approach is 
to focus on understanding the root causes of the conflict and identifying 
ways to prevent similar issues from arising in the future. 

 
By embracing these principles, teams can transform conflict from a destructive 
force into an opportunity for learning, growth, and stronger relationships. 

 

The Power of Feedback: A Tool for Continuous Improvement 

 
Feedback is an essential component of teamwork, providing valuable insights 
into individual and team performance. When delivered constructively, feedback 
can help team members identify areas for improvement, enhance their skills, and 
contribute more effectively to the overall success of the operation. 

 

Giving Feedback: Specific, Respectful, and Solution-Oriented 

 
To maximize the impact of feedback, it should be delivered in a manner that is 
specific, respectful, and solution-oriented. 

 
 Specific: Vague or general feedback is often unhelpful and can leave the 

recipient feeling confused or defensive. Instead, feedback should be 
specific, focusing on concrete behaviors or actions that can be improved. 
For example, instead of saying "Your customer service needs 
improvement," a more specific comment might be "I noticed that you didn't 
make eye contact with the guest when they were explaining their order. 
Making eye contact can help build rapport and make the guest feel more 
valued." 
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 Respectful: Feedback should always be delivered with respect and 

empathy. Avoid using judgmental or accusatory language. Instead, focus 
on describing the behavior or action in a neutral and objective manner. For 
example, instead of saying "You're always late for your shift," a more 
respectful comment might be "I've noticed that you've been late for your 
last few shifts. Is there anything I can do to help you get here on time?" 

 
 Solution-Oriented: Feedback should not only identify areas for 

improvement but also offer suggestions for how to address those areas. 
This demonstrates a commitment to helping the recipient grow and 
develop. For example, after pointing out that a server has been forgetting 
to offer dessert to guests, a solution-oriented suggestion might be 
"Perhaps you could create a mental checklist of the steps involved in 
serving each table, including offering dessert. This might help you 
remember to offer dessert consistently." 

 
By adhering to these principles, feedback can become a powerful tool for 
fostering a culture of continuous improvement and enhancing the overall 
performance of the hospitality team. 

 
PU2.5: Emotional Intelligence in Interaction 

 

Emotional intelligence (EI) is a crucial skill set that enables individuals to 
navigate the complexities of human interaction with greater understanding and 
effectiveness. It encompasses the ability to perceive, use, understand, manage, 
and handle emotions. In essence, EI allows us to be more aware of our own 
feelings and the feelings of those around us, leading to improved communication, 
stronger relationships, and enhanced problem-solving capabilities. 

 
In the context of interaction, particularly in service-oriented industries like 
hospitality, EI becomes an indispensable asset. Staff members with high EI are 
better equipped to handle challenging situations, build rapport with guests, and 
create a positive and memorable experience. They can remain composed under 
pressure, empathize with guest concerns, and effectively manage relationships 
with both guests and colleagues. 

 
The core components of emotional intelligence, as they relate to interaction, are: 

 
 Self-awareness: This is the foundation of EI and involves the ability to 

recognize and understand your own emotions. It's about being attuned to 
your feelings, knowing what triggers them, and understanding how they 
impact your behavior and interactions with others. In a customer service 
setting, self-awareness allows you to recognize when you're feeling 
stressed or frustrated and take steps to manage those emotions before 
they negatively affect your interactions with guests. For example, if you're 



64 
 

aware that you tend to become irritable when you're hungry, you can 
ensure you take regular breaks to eat and maintain a positive demeanor. 

 
 Self-control: Also known as self-regulation, this component refers to the 

ability to manage your emotions and impulses effectively. It's about 
staying calm under pressure, controlling your reactions, and responding 
thoughtfully rather than impulsively. In hospitality, self-control is essential 
for dealing with difficult or demanding guests. Even when faced with 
complaints or criticism, maintaining a calm and professional demeanor is 
crucial for resolving issues effectively and preserving the guest's 
experience. For instance, if a guest is upset about a delayed room service 
order, self-control allows you to listen attentively to their concerns, 
apologize sincerely, and offer a solution without becoming defensive or 
argumentative. 

 
 Empathy: Empathy is the ability to understand and share the feelings of 

others. It involves putting yourself in someone else's shoes and seeing the 
world from their perspective. In the hospitality industry, empathy is 
paramount for creating genuine connections with guests and providing 
personalized service. By understanding a guest's needs, concerns, and 
expectations, you can tailor your interactions to meet their specific 
requirements and create a more meaningful experience. For example, if a 
guest is traveling alone and seems lonely, empathy might lead you to 
engage in a friendly conversation or offer suggestions for local activities. 

 
 Relationship management: This component encompasses the ability to 

build and maintain positive relationships with others. It involves effective 
communication, conflict resolution, and teamwork. In a hospitality setting, 
relationship management is crucial for fostering positive interactions with 
both guests and colleagues. Building rapport with guests can lead to 
increased loyalty and positive word-of-mouth referrals. Similarly, strong 
relationships with colleagues can improve teamwork, communication, and 
overall job satisfaction. For instance, proactively addressing a colleague's 
concerns or offering assistance with a task can strengthen team bonds 
and create a more supportive work environment. 

 
PU2.6: Assertiveness Training 

 

Assertiveness is defined as the ability to express one's needs, opinions, and 
boundaries in a clear and respectful manner, without resorting to aggression or 
passivity. This training aims to equip individuals with the skills to communicate 
effectively, uphold standards, and navigate interpersonal interactions with 
confidence and respect. 
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Understanding Assertiveness 
 

Assertiveness is a crucial communication skill that enables individuals to 
advocate for themselves while respecting the rights and feelings of others. It's a 
balanced approach that avoids the extremes of passivity and aggression, 
fostering healthy relationships and effective conflict resolution. 

 

Key Components of Assertiveness 

 
 Express Clearly and Respectfully: Assertive communication involves 

articulating your thoughts and feelings in a direct and understandable 
manner, while maintaining respect for the other person's perspective. This 
means using "I" statements to express your feelings (e.g., "I feel frustrated 
when...") and avoiding accusatory language. 

 
**Example:** Instead of saying "You always interrupt me," try "I feel interrupted 
when I'm speaking, and I'd appreciate it if you could let me finish." 

 
 Stand Up for Rules and Standards: Assertiveness empowers you to 

uphold established rules and standards without being confrontational. This 
involves calmly and confidently addressing deviations from expected 
behavior, ensuring a fair and consistent environment. 

 
* **Example:** Politely reminding a colleague of hygiene rules in the workplace 
is an assertive action that promotes a healthy and respectful environment. 

 
 Avoid Being Passive (Silent) or Aggressive (Hostile): Assertiveness is 

the middle ground between passivity and aggression. 

 
* **Passivity:** Characterized by a reluctance to express one's needs or 
opinions, often leading to resentment and unmet needs. 
* **Aggression:** Involves expressing needs and opinions in a forceful or hostile 
manner, often disregarding the feelings and rights of others. 
* **Example:** 

* **Passive:** Silently enduring a colleague's offensive jokes. 
* **Aggressive:** Yelling at a colleague for making offensive jokes. 
* **Assertive:** Calmly stating, "I find those jokes offensive, and I'd 

appreciate it if you would refrain from telling them around me." 

 

Benefits of Assertiveness 
 

Developing assertiveness skills can lead to numerous personal and professional 
benefits: 
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 Improved Communication: Assertive communication fosters clarity and 

understanding, reducing misunderstandings and conflicts. 
 Enhanced Self-Esteem: Standing up for yourself and expressing your 

needs can boost your self-confidence and self-worth. 
 Stronger Relationships: Assertiveness promotes healthy and respectful 

relationships based on mutual understanding and clear boundaries. 
 Reduced Stress: By addressing issues directly and effectively, 

assertiveness can minimize stress and anxiety associated with unresolved 
conflicts. 

 Increased Productivity: In the workplace, assertiveness can lead to 
more efficient collaboration and problem-solving. 

 

Techniques for Developing Assertiveness 
 

 Practice "I" Statements: Use "I" statements to express your feelings and 

needs without blaming or accusing others. 
 Set Clear Boundaries: Define your limits and communicate them 

assertively to others. 
 Learn to Say "No": Politely decline requests that you are unable or 

unwilling to fulfill. 
 Maintain Eye Contact: Eye contact conveys confidence and sincerity. 
 Use a Calm and Steady Tone: Avoid raising your voice or speaking in a 

hesitant manner. 
 Practice Active Listening: Pay attention to what others are saying and 

acknowledge their perspective. 
 Role-Playing: Practice assertive communication in simulated scenarios to 

build confidence. 
 Seek Feedback: Ask trusted friends or colleagues for feedback on your 

communication style. 

 

Assertiveness in Different Contexts 

 
 Workplace: Assertiveness is essential for effective teamwork, conflict 

resolution, and career advancement. 
 Personal Relationships: Assertiveness fosters healthy and fulfilling 

relationships based on mutual respect and understanding. 
 Social Situations: Assertiveness enables you to navigate social 

interactions with confidence and grace. 
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PU2.7: Interpersonal Skills in the Workplace 

 

Narration: 

Interpersonal skills are the backbone of a productive and positive work 
environment in the hospitality industry. They influence how well staff members 
cooperate with each other, interact with supervisors, and engage with guests. A 
workplace where employees practice strong interpersonal skills is not only 
harmonious but also more efficient. In Food & Beverage (F&B) services, this 
means showing empathy, being adaptable, resolving conflicts gracefully, and 
consistently demonstrating a guest-focused attitude. Strong interpersonal 
relations create trust, encourage teamwork, and foster a culture where everyone 
feels respected and valued. 

 
Key Points: 

 
 Respectful attitude: Show courtesy and respect to all colleagues, 

regardless of position. 
 Cultural adaptability: Adjust behavior to accommodate diverse cultural 

backgrounds and guest expectations. 
 Professionalism: Maintain polite, clear, and respectful communication at 

all times. 
 Team spirit: Support colleagues during busy service periods to ensure 

smooth operations. 
 Conflict resolution: Address disagreements calmly and constructively 

without disrupting service. 
 Positive demeanor: Use body language, tone, and words that reflect 

warmth and confidence. 
 Guest-first approach: Prioritize guest satisfaction while balancing 

teamwork and responsibilities. 
 

PU2.8: Review and Personal Action Plan 

 

Enhancing Interpersonal Skills: A Personal Development Plan 
 

This document guides learners through a process of self-reflection and personal 
development focused on enhancing interpersonal skills. It emphasizes identifying 
strengths and weaknesses, setting SMART goals for improvement, and 
committing to ongoing practice and feedback to foster continuous growth in areas 
such as listening, teamwork, and emotional intelligence. 

 

Self-Assessment: Strengths vs. Areas for Growth 
 

The first step in improving your interpersonal skills is to honestly assess your 
current abilities. Consider both your strengths and areas where you could 
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improve. This self-assessment should be a candid evaluation of your interactions 
with others in various settings, including work, school, and personal relationships. 

 
Identifying Strengths: 

 
Think about situations where you felt confident and effective in your interactions. 
Ask yourself the following questions: 

 
 What interpersonal skills come naturally to me? 
 What do others compliment me on regarding my interactions? 
 In what situations do I feel most comfortable interacting with others? 
 What are my natural tendencies when working in a team? 
 Am I good at active listening? 
 Am I empathetic towards others? 
 Am I good at resolving conflicts? 
 Am I good at communicating my ideas clearly and concisely? 

 
Examples of strengths might include: 

 
 Active Listening: You genuinely listen to others and understand their 

perspectives. 
 Empathy: You can understand and share the feelings of others. 
 Clear Communication: You express your ideas effectively and concisely. 
 Conflict Resolution: You can mediate disagreements and find mutually 

agreeable solutions. 
 Teamwork: You collaborate effectively with others to achieve common 

goals. 
 Positive Attitude: You maintain a positive and encouraging demeanor. 

 
Identifying Areas for Growth: 

 
Now, consider areas where you struggle or feel less confident. Be honest with 
yourself and identify specific behaviors or situations you want to improve. Ask 
yourself the following questions: 

 
 What interpersonal skills do I find challenging? 
 What feedback have I received from others about my interactions? 
 In what situations do I feel uncomfortable or anxious when interacting with 

others? 
 What are my weaknesses when working in a team? 
 Do I interrupt others frequently? 
 Do I struggle to understand different perspectives? 
 Do I become defensive when receiving criticism? 
 Do I have difficulty expressing my emotions appropriately? 

 
Examples of areas for growth might include: 
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 Active Listening: You struggle to focus on what others are saying and 

often interrupt. 
 Empathy: You find it difficult to understand or relate to the feelings of 

others. 
 Clear Communication: You struggle to express your ideas clearly and 

concisely, leading to misunderstandings. 
 Conflict Resolution: You avoid conflict or become defensive during 

disagreements. 
 Teamwork: You have difficulty collaborating with others and prefer to 

work independently. 
 Emotional Intelligence: You struggle to manage your emotions and 

understand the emotions of others. 

 

Setting SMART Goals 

 
Once you have identified your strengths and areas for growth, the next step is to 
set SMART goals to guide your improvement efforts. SMART goals are: 

 
 Specific: Clearly define what you want to achieve. 
 Measurable: Establish criteria for measuring your progress. 
 Achievable: Set realistic goals that you can realistically accomplish. 
 Relevant: Ensure your goals align with your overall personal and 

professional objectives. 
 Time-bound: Set a deadline for achieving your goals. 

 
Examples of SMART Goals: 

 
 Area for Growth: Active Listening 

o SMART Goal: "Over the next month, I will actively listen to others 
during conversations by making eye contact, nodding, and 
summarizing their points before responding. I will track my progress 
by noting the number of times I actively listen in a journal each day 
and aim for at least 5 instances per day by the end of the month." 

 Area for Growth: Conflict Resolution 
o SMART Goal: "Within the next two months, I will improve my 

conflict resolution skills by practicing assertive communication 
techniques. I will attend a workshop on conflict resolution and apply 
the techniques learned in at least two real-life conflict situations, 
documenting the outcomes and lessons learned." 

 Area for Growth: Emotional Intelligence 
o SMART Goal: "Over the next three months, I will enhance my 

emotional intelligence by practicing self-awareness and empathy. I 
will dedicate 15 minutes each day to journaling about my emotions 
and reflecting on how my actions impact others. I will also actively 
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seek feedback from trusted colleagues or friends on my emotional 
responses in different situations." 

 Area for Growth: Teamwork 
o SMART Goal: "In the next project I am assigned to, I will actively 

participate in team discussions, offering constructive feedback and 
supporting my team members. I will measure my success by 
tracking the number of times I contribute to team discussions and 
seeking feedback from my team members on my contributions." 

 

Commit to Ongoing Practice and Feedback 
 

Improving interpersonal skills is an ongoing process that requires consistent 
practice and feedback. 

 
Practice: 

 
 Seek Opportunities: Actively seek opportunities to practice your 

interpersonal skills in various settings. This could involve volunteering for 
group projects, participating in discussions, or simply engaging in 
conversations with others. 

 Role-Playing: Practice specific scenarios with a friend or colleague to 

simulate real-life interactions. This can help you prepare for challenging 
situations and refine your communication skills. 

 Observe Others: Pay attention to how others interact effectively and learn 
from their techniques. Observe their body language, tone of voice, and 
communication style. 

 
Feedback: 

 
 Seek Feedback: Actively solicit feedback from trusted colleagues, friends, 

or mentors. Ask them for specific examples of your strengths and areas 
where you could improve. 

 Be Open to Criticism: Be open to constructive criticism and view it as an 
opportunity for growth. Avoid becoming defensive and instead focus on 
understanding the feedback and how you can use it to improve. 

 Reflect on Interactions: After each interaction, take time to reflect on 

what went well and what could have been done differently. Consider the 
impact of your words and actions on others. 

 
By committing to ongoing practice and feedback, you can continuously refine 
your interpersonal skills and build stronger, more effective relationships. 
Remember that improvement takes time and effort, so be patient with yourself 
and celebrate your progress along the way. 
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Trainer Notes 

 
 Use role-plays (guest complaint, teamwork challenge). 
 Encourage group discussions on real workplace issues. 
 Provide feedback after simulations. 

 

Assessment Criteria 

 
 Knowledge: Defines communication, teamwork, and EI concepts. 
 Skills: Demonstrates active listening, assertiveness, conflict resolution. 
 Attitude: Shows empathy, respect, and cooperation with 

guests/colleagues. 
 
 
 

 

Module Objectives 

 
By the end of this module, learners will be able to: 

 
 Greet and serve guests professionally while maintaining service 

standards. 
 Use correct methods, tools, and equipment for serving food and 

beverages. 
 Manage takeaway/counter service efficiently. 
 Handle payments securely and professionally. 
 Support outlet captains and supervisors in service delivery. 
 Maintain food safety when storing, holding, and serving food. 
 Prepare, clean, and reset service areas before and after operations. 

 

Prepare, Clear Service and Guest Areas for Food and Beverage 

Service 

1. Introduction 

 
A successful food and beverage (F&B) service begins long before the guests 
arrive. The preparation of the dining area, equipment, and staff is known as 
mise en place a French phrase meaning “everything in its place.” 

 
Mise en place ensures that all tools, materials, and service items are ready, 
clean, and within easy reach of the staff. This preparation creates a professional 

Module 3: Prepare and Clear Service & Guest Areas for Food 

and Beverage Service 
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environment, reduces mistakes, and allows guests to enjoy a seamless dining 
experience. 

 
The Maître d’ is responsible for overseeing this preparation, but every team 
member must understand and perform their assigned duties efficiently. 

 

2. Setting-up for F&B Service (Mise en Place) 

Key Preparation Duties: 

 

 Check Reservations 
o Review booking sheets to anticipate the number of guests, special 

dietary needs, or VIPs. 

o Prepare seating plans accordingly. 
 Seating Plans & Stations 

o Allocate sections of tables (stations) to each waiter. 
o Ensure balance of workload among staff. 

 Cleanliness of the Restaurant 

o Vacuum carpets. 
o Dust and polish tables, chairs, and side stations. 
o Ensure overall cleanliness, lighting, and air quality. 

 Table & Chair Preparation 

o Position tables and chairs according to the seating plan. 
o Maintain symmetry and spacing for comfort and movement. 

 Linen Preparation 

o Collect and fold table linen. 
o Ensure no wrinkles, stains, or tears. 

 Polishing of Service Items 

o Crockery, cutlery, and glassware must be spotless. 
o Polish using lint-free cloths for shine and hygiene. 

 Side Station Preparation 

o Stock sideboards with spare cutlery, plates, glassware, napkins. 
o Ensure bread, butter, coffee pots, and water jugs are available. 

 Condiments & Extras 

o Refill salt and pepper cruets. 
o Prepare butter portions, sauces, or accompaniments. 

3. Table Setting 

 
Every restaurant has specific table-setting standards. These may differ 

between lunch and dinner service, or between casual and fine dining. It is the 
server’s responsibility to know the correct setting for each shift. 
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Basic Principles of Table Setting: 

 

 Place cutlery in the order of use (outside- 
in). 

 Forks to the left, knives and spoons to the 
right. 

 Glassware above the knives, aligned and 
spotless. 

 Napkins folded and placed neatly (on plate 
or to the left). 

 Bread and butter plates with butter knives, 
if required. 

 
 

 
Fine Dining Setup (Example): 

 

 Station Service: Each server has a side 
table/cart stocked with: 

o Fresh linens 
o Silverware and China 
o Glassware 
o Bread and butter plates 
o Hot coffee thermos and water jug 

 Service Rule: Guests should never have to 
request missing items. Everything must be 
in place before seating. 

 
Minimalist Setup: 

 
 Some restaurants opt for simplified table 

settings (e.g., only cutlery for the first course placed). 
 This approach reduces polishing workload and allows cutlery to be laid 

course by course. 
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In the college restaurant the standard setup is a table d’hôte cover. This includes the 

following items: 

 
 Joint Fork 

 Joint Knife 

 Soup Spoon 

 Starter Fork 

 Starter Knife 

 Dessert Spoon 

 Dessert Fork 

 Side Plate 

 Side Knife 

 Water glass 

Each restaurant will have a diagram for how each cover is to be set. The cover is the 

space, about the size of a placemat, on which the table setting for each guest will be 

placed. Some establishments actually use a ruler to measure the distance of the fork on 

the left side of the plate from the dinner knife and teaspoon on the right side of the plate. 

Once you have set a couple dozen place settings, you will be able to tell at a glance if 

your table has been set properly. 

 

 

Meal Service Procedures in Food & Beverage Operations 

1. Breakfast Service 

 
Narration: 
Breakfast service must be quick, cheerful, and efficient. Many guests are not in 
the best mood early in the morning, so prompt service and a positive attitude can 
make a significant difference. Timing is critical because all breakfast items must 
be served at the correct temperature, and hot dishes should arrive promptly from 
the kitchen. 

 
Guidelines: 

 
 Serve fresh fruit or fruit juice first. Remove used glasses/dishes before 

bringing the next course. 
 Next, serve cereal or other light items. Remove before bringing the hot 

entrée. 
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 Do not wait until one course is finished before preparing the hot entrée—it 
should arrive promptly. 

 Coffee/tea is placed to the right of the spoons and replenished as needed. 
 Finger bowls: 

o After the fruit course if staining is likely. 
o Otherwise, serve at the end of the meal. 

 Present the check face down, to the right of the cover or on a clean tray. 

 

2. Lunch Service 

 
Narration: 
Lunch guests typically fall into two categories: 

 
1. Business diners – short on time, require fast and efficient service. 
2. Leisure diners – shoppers, travelers, or groups who can enjoy a more 

relaxed pace. 

 
The challenge for wait staff is to serve the first group quickly without rushing 
the second group. 

 
Guidelines: 

 
 Beverages: Ice water (or other drink) served first. 
 Place chilled butter on a cold bread plate. 
 Food is placed in the center of the cover and cleared when finished. 
 Salads: Placed to the left of the forks, about two inches from the table’s 

edge. 
 Bread/rolls: Placed to the left of the salad plate. 
 Hot beverages: Cup and saucer to the right, with creamer above the cup. 

 If dessert is ordered: 

o First crumb the table (remove crumbs from the cloth). 
o Place dessert silver to the right, dessert plate in the center. 
o Serve hot beverages as requested. 

 Clear dessert plates when finished. 
 Offer finger bowls if appropriate. 
 Present the check face down at the end. 

 

3. Dinner Service 

 
Narration: 
Dinner is generally considered a leisurely dining experience. Guests expect to 

relax, enjoy multiple courses, and savor the atmosphere. While service should 
not feel rushed, it is important to avoid long delays between courses, as this 
frustrates guests. The server must be attentive but not intrusive. 

 
Guidelines: 
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 Appetizer: Served from the left, placed at the center of the cover. 

o If self-service, place an empty plate first. 
o Remove dishes once finished. 

 Soup or salad: Served next, centered on the cover. 
 Clear all items from the course before the next one begins. 
 Entrée: 

o If served on a platter, place it above the cover with serving silver on 
the right. 

o If plated (Russian service style), place directly on the cover. 
o A warm dinner plate must always be provided. 

 Salad: 

o If served with entrée → placed to the left of forks. 
o If served separately → place salad fork to the left of the cover, 

salad in the center, then clear after service. 
 Beverages: Placed to the right of teaspoons. 
 Rolls: Placed to the left of the salad plate. 
 After the main course: crumb the table. 
 Dessert: Place silver to the right and dessert service in the center of the 

cover. 
 Hot beverages: Served to the right of the cover. 

 

Trainer Notes 

 
 Use mock service drills for each meal period. 
 Time students during breakfast service to emphasize speed. 
 Observe crumbing technique during lunch and dinner training. 
 Train on body language: cheerful for breakfast, efficient for lunch, 

graceful for dinner. 

 

Assessment Criteria 

 
 Knowledge: Identifies correct sequence for breakfast, lunch, dinner 

service. 
 Skills: Demonstrates proper placement of cutlery, beverages, and 

courses. 
 Attitude: Adjusts service style (quick/efficient for breakfast, flexible for 

lunch, calm/graceful for dinner). 

 

4. Clearing Procedures 

 
Just as important as preparation is clearing the service area after guests finish 

dining. 
 

Steps in Clearing: 

 

1. Wait until all guests at the table have completed their course. 
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2. Approach quietly and from the right-hand side for plates. 
3. Avoid stacking plates directly on the table. Use a tray or your arm. 
4. Handle cutlery and glasses by their stems or handles—not rims or bowls. 
5. Wipe and reset the table for the next service promptly. 

 
Golden Rules of Clearing: 

 

 Never reach across guests. 
 Always remove discreetly and professionally. 
 Reset tables to original standard immediately. 

 

5. Trainer Notes 

 
 Conduct table-setting drills where learners arrange tables under time 

limits. 
 Practice polishing competitions to emphasize spotless presentation. 
 Simulate restaurant shifts where students prepare and reset tables for 

multiple rounds. 

 

6. Assessment Criteria 

 
 Knowledge: Learner identifies mise en place duties and table-setting 

standards. 
 Skills: Demonstrates correct setup, polishing, and clearing techniques. 
 Attitude: Shows professionalism, attention to detail, and speed during 

preparation and clearing. 

 

Learning Units (LUs) 

LU3.1: Greet Guests and Take Orders 

 

Narration: 

The first impression of a restaurant often comes from how guests are welcomed. 
A warm greeting, professional posture, and attentive listening set the tone. 
Order-taking must be accurate, courteous, and efficient. Guests should never 
feel rushed, but service must remain prompt. 

 
Bullets: 

 
 Stand with a smile, greet politely (“Good evening, welcome…”). 
 Guide guests to their table. 
 Provide menus and introduce specials. 
 Take orders clearly, confirm details, note dietary restrictions. 
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LU3.2: Serve Cold Beverages with Appropriate Methods/Equipment 

 

Narration: 

Serving beverages requires precision, cleanliness, and correct equipment. Cold 
drinks (juices, mocktails, soft drinks) must be presented attractively, at correct 
temperature, and in suitable glassware. 

 
Bullets: 

 
 Use clean, polished glassware. 
 Serve with tray or coaster. 
 Handle bottles/glasses hygienically (never touch rim). 
 Ensure correct garnishes (lemon slice, straw, mint). 

 
LU3.3: Provide Outlet Counter and Takeaway Service 

 

Narration: 
In many outlets, guests may order from a counter or request takeaway. 
Professionalism and speed matter here, as service is usually quick and 
transactional. 

 
Bullets: 

 
 Keep counter clean and organized. 
 Pack takeaway items securely, ensuring no spillage. 
 Double-check orders before handover. 
 Greet guests courteously at collection. 

 
LU3.4: Secure Payment from Guests 

 

Narration: 
Payment is the closing stage of service and must be handled with accuracy and 
discretion. Staff should know how to use cash, card, or digital systems 
professionally. 

 
Bullets: 

 
 Present bill promptly and discreetly. 
 Confirm payment method preferred by guest. 
 Handle cash/cards securely and politely. 
 Return balance or receipt with thanks. 
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LU3.5: Support the Captain of the Outlet 

 

Narration: 

In restaurants, the captain supervises sections. Waiters and stewards support by 
following instructions, maintaining standards, and reporting issues. 

 
Bullets: 

 
 Follow captain’s directions. 
 Report guest requests immediately. 
 Assist in supervising mise en place. 
 Support in resolving guest complaints. 

 

Menu Knowledge & Customer Information 

1. Introduction 

 
In food and beverage service, the menu is more than a list of dishes it is a 
communication and sales tool. For wait staff, bar staff, and managers, in-depth 

knowledge of both food and beverages is essential. 
 

Good menu knowledge enables staff to: 
 

 Explain offerings clearly and confidently. 
 Advise customers on suitable choices. 
 Manage dietary requests and special needs. 
 Enhance the dining experience through recommendations. 
 Build customer trust and loyalty. 

 
Differentiation knowing unique features of your establishment’s menu compared 
to competitors is a powerful marketing tool. 

 

2. Menu Knowledge Essentials 

 
Every service professional must have complete knowledge of: 

 
 Menu items – dishes, beverages, and their preparation styles. 
 Cooking methods – grilling, steaming, baking, frying, etc. 
 Ingredients & sourcing – origin of produce (local/organic, wild/farmed). 
 Garnishes – e.g., Café de Paris butter with steak. 
 Portion sizes – e.g., fillet steak served at 200g. 
 Accompaniments – starches, vegetables, sauces. 
 Sequence of service – order in which dishes are served. 
 Preparation & timing – soufflé takes 20 minutes; coffee served 

immediately. 
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 Price points & specials – daily offers, seasonal highlights, wine 

promotions. 

 
)yS Outcome: With this knowledge, staff can answer questions, build confidence 

with guests, and promote sales through accurate recommendations. 

3. Advising on Menu Items 

Scenarios & Solutions: 

 

 Dietary Needs: 
o A coeliac guest asks for gluten-free options → Suggest grilled 

chicken instead of crumbed, or highlight naturally gluten-free 
dishes. 

 Health Preferences: 
o A guest requests low-fat → Recommend poached salmon instead 

of fried fish. 
 Ingredient Origin: 

o A customer asks about the fish source → Provide info (e.g., “wild- 
caught Atlantic cod”). 

 Dessert Options: 
o A guest may choose 2 entrées if dessert doesn’t appeal → Be 

ready to describe dessert menu in detail. 
 Wine Pairing: 

o A host requests wine advice → Suggest pairings, e.g., red with 
beef, white with fish, dessert wine with sweets. 

 
Best Practices in Advising: 

 

 Always explain specials with enthusiasm. 
 Offer alternatives for unavailable dishes. 

 Ask questions about guest preferences to guide choices. 
 Promote additional items (e.g., “Our house-made cheesecake is excellent 

with coffee”). 
 Suggest side dishes or accompaniments. 

 

4. Customer Interaction & Service Mindset 

 
Strong customer focus is key. 

 

 Enjoy serving customers show passion. 
 Maintain a professional, positive image of your establishment. 
 Be proactive with menu knowledge (whiskies, specials, upcoming events). 
 Support speed and efficiency of service with good knowledge. 
 Recognize that customers pay for the experience, not just the food. 

 Be sensitive to dietary, cultural, and personal needs. 
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y)S Golden Rule: Customers who feel understood, respected, and guided return 

again. 

5. Advising on Culinary Terms 

Guests often ask about cooking styles and doneness levels. 

Staff must explain Advising on Culinary Terms 

 
In food and beverage service, guests often look to staff for guidance on cooking 
methods, menu terminology, and doneness levels. The ability to explain these 
terms confidently not only enhances guest satisfaction but also builds trust in the 
establishment. Knowledgeable wait staff become ambassadors of the menu, 
ensuring that guests feel supported in making the best dining choices. 

 

Cooking Methods 

 
Food preparation can be broadly grouped into different techniques. Each method 
contributes unique textures, aromas, and flavors to the dish. 

 
1. Moist Heat Methods 

 

These use liquid or steam to cook food, often resulting in tender textures. 

 
 Boiling – cooking in water or broth at high heat, e.g., boiled vegetables, 

pasta. 
 Poaching – gentle cooking in liquid just below boiling point, ideal for eggs, 

fish, and poultry. 
 Steaming – cooking with steam to retain nutrients and delicate flavors, 

common for seafood and vegetables. 

 
Hospitality Tip: Suggest steaming fish for health-conscious guests as it 
preserves nutrients and maintains a light texture. 

 
2. Dry Heat Methods 

 

These rely on hot air or direct heat without added liquid. 
 

 Roasting – cooking in an oven, suitable for meats and root vegetables. 
 Baking – typically used for breads, pastries, and desserts. 
 Grilling – direct heat from below, creating smoky flavor and charred 

texture. 
 Broiling – heat from above, often used for steaks and gratins. 
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3. Combination Methods 

 

These use both moist and dry heat for depth of flavor. 

 
 Pot Roasting – searing meat first, then cooking slowly with liquid. 
 En Papillote – wrapping food (e.g., fish) in parchment paper with herbs 

and moisture, locking in flavor. 

 
4. Frying Methods 

 

Adding fat or oil provides crispness and golden color. 

 
 Shallow Frying – small amount of oil in a pan. 
 Sautéing – tossing food quickly in minimal fat at high heat. 
 Stir-Frying – high-heat quick cooking, common in Asian cuisine. 
 Deep Frying – immersing food in hot oil for crisp results, e.g., fries or 

tempura. 
 

5. Special Techniques 

 

 Flambé – igniting alcohol to create dramatic presentation and unique 
flavor. 

 Tempura – Japanese deep-frying technique using light batter. 

 
Hospitality Tip: When explaining, always highlight health options (e.g., “This 
chicken can be grilled instead of fried for a lighter version”). 

 

Degrees of Doneness for Meats 

 
Guests may order meat cooked to varying internal temperatures. Explaining this 
clearly avoids misunderstandings and enhances trust. 

 
 Rare (Bleu): 45–50°C – red/raw center, cool and soft texture. 
 Medium Rare (Saignant): 50–55°C – warm red center, very juicy. 
 Medium (À Point): 60–65°C – pink center, firmer texture. 
 Well Done (Bien Cuit): 70–75°C – cooked throughout, no pink, dense 

texture. 

 

Why Cooking Methods Matter 

 
Guests often ask why a dish is prepared in a certain way. Staff should link the 
method to the food’s quality: 

 
 Steaming fish: Preserves delicate flavor and nutrients. 
 Roasting vegetables: Enhances natural sweetness. 
 Grilling meat: Adds smoky, charred flavor. 
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 Pot roasting: Keeps meat tender and flavorful. 

 

6. Trainer Notes 

 
 Conduct menu quizzes with staff before service. 
 Run role-playing scenarios with customers asking difficult questions. 
 Train staff on up-selling and cross-selling techniques. 
 Use daily menu briefings to review specials, availability, and changes. 

 

7. Assessment Criteria 

 
 Knowledge: Identifies menu items, cooking methods, portion sizes, and 

prices. 
 Skills: Advises customers accurately and suggests appropriate options. 
 Attitude: Demonstrates confidence, professionalism, and customer focus. 

 
Setting Up 

Setting up for service requires clear guidelines for all parts of the service. Checklists are 
excellent to ensure that staff have fulfilled all requirements. The following checklist is an 
example of the tasks needed: 

 

 Requisition beverage stock from stores – wine, kegs, bottled beers, minerals, 
cordials, spirits, mixers, etc. (these may need to be requisitioned the night before 
and picked up from the store in the morning depending on the establishment 
procedures) 

 Requisition food and consumables from stores – butter, sugar, milks, cream, 
lemons, limes, oranges, other fruits, herbs, coffee, filters, tea, single use items, 
etc. (these may need to be requisitioned the night before and picked up from the 
store in the morning depending on the establishment procedures) 

 Restock service points with new stock items 

 Polish table cutlery and replenish dummy waiter 

 Polish crockery and replenish hot box for warming plates 

 Polish all glassware – wine glasses, water glasses, cocktail glasses 

 Fill cruets (salt and pepper shakers) 

 Prepare butter portions – loose or wrapped 

 Clean, tidy, wipe down and mop back of house preparation area 

 Check, wipe out and replenish fridges and display cabinets 

 Switch on coffee machine, dishwasher, glass washer and other electrical 
appliances 

 Switch on post-mix, reticulation system and gases 
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 Change gas cylinders and/or kegs (if required) 

 Check, clean and replenish shelves in display cabinets 

 Replenish linen – tablecloths, slip cloths, napkins, doyleys 

 Set up and arrange tables and chairs according to booking requirements and 
table allocations 

 Inspect tables and chairs for cleanliness then stabilise tables, wipe down and set. 
Clean seats with a vacuum cleaner if necessary 

 Check flower arrangements for freshness and appeal; top up water 

 Dust, wipe and/or polish all hard, glass and mirrored surfaces and screens 

 Vacuum all carpeted areas 

 Sweep and mop all tiled areas 

 Check cleanliness of toilets and replenish supplies 

 Collect and check floats 

 Check current list of specials and available numbers of portions with kitchen 

 Check availability of menu items with kitchen 

 Write specials board – ensure this is done with excellent handwriting and correct 
spelling 

 Wipe menu covers and ensure that all menus are clean and intact and are not 
missing any pages. Also check that menus are in-date, e.g. they are not 
advertising events that have already occurred 

 Set up coffee station cups, saucers, spoons, sugars, milks, creams 

 Set up service stations 

 Set up bar workstation and counters 

 Set up service cutlery on lined plates 

 Display specials board and other promotional materials in the appropriate place, 
e.g. “Wine of the Month” stands on the table 

 Attend pre-opening briefing 

 Switch on lights and background music 

 Adjust room temperature 

 Make final check of restaurant, bar, stillroom, public toilets and other areas prior 
to opening, according to housekeeping and operational standards and 
procedures 

 Unlock and open doors at the appropriate time 
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As you can see there is a wide range of tasks to be shared amongst the team. It is 

essential to be efficient in all tasks, as incomplete or sloppy mise en place (pre- 

service organisation) will lead to high stress levels for staff once the customers 

arrive. If mise en place issues need to be fixed during service time this will add 

extra work and affect the customer. Above all, the customer wants smooth service 

and a pleasant dining experience. The team needs to finish all mise en place prior 

to service 

 

Serve Food & Beverage – Purpose and Principles of Menus 

1. Introduction 

 
The menu is the most important document in any restaurant. It is more than just 
a list of dishes it is the restaurant’s identity, a marketing tool, and a promise to 
the customer. 

 
Menus showcase the establishment’s culture, concept, and culinary philosophy. 
The style, layout, and content are influenced by: 

 
 Type of establishment (fine dining, café, hotel, fast food, etc.) 
 Target clientele (business travelers, families, luxury diners, etc.) 
 Service periods (breakfast, lunch, tea, dinner, snacks, functions) 
 Price points and value offerings 

 
A well-designed menu not only guides guests in their choices but also 
encourages sales and builds customer trust. 

 

2. Purpose of Menus 

 
The menu serves multiple purposes: 

 
 Acts as a communication tool between restaurant and guest. 
 Provides customers with information (dishes, ingredients, origin, price, 

portion sizes). 
 Reflects the style, theme, and quality of the establishment. 
 Functions as a contract between restaurant and customer (legally binding 

on items, prices, and portion sizes). 
 Enables up-selling and influences purchasing decisions. 
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3. Principles of Menus 

Menu Information 

 

 Number of courses and items within each course. 
 Descriptions of dishes. 
 Dietary information (e.g., gluten-free, vegan, halal). 
 Cultural origin of the dish. 
 Chef’s cooking methods and presentation style. 

 
Customer Information 

 

 Ingredient sources (e.g., locally caught fish, organic produce). 
 Prices and special offers (e.g., “2 courses for $30”). 
 Portion sizes and measurements (e.g., soup volume, spirit measure). 

 
Legal Implications 

 

 Menus are a contract – what is listed must be served. 
 Changes must be explained before sale (e.g., “salmon sold out, replaced 

with trout”). 
 Weights and measures must be accurate (a 300g steak must weigh 300g). 
 Alcohol service is legally regulated (age restrictions, standard serving 

sizes). 
 Menu sales records are subject to taxation and auditing. 

 

4. Factors Affecting Menu Styles 

 
Menus vary based on: 

 
 Style and theme of restaurant. 
 Ambience, décor, and setting. 
 Price points and customer value. 
 Staff skills (technical expertise, service style, ratio of staff to guests). 

 
Common Styles: 

 
 Traditional: Starters, mains, desserts. 
 Specials: Highlighting seasonal or local produce. 
 Blackboard: Flexible but must be neat and legible. 
 Contemporary: Creative formats (breakfast all day, tapas, themed 

menus). 
 Verbal: Wait staff explain menu (rare, requires strong communication and 

upselling). 
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5. Classical Menu Sequence 

 
While modern dining is more relaxed, the classical menu sequence still guides 
menu planning: 

 
1. Appetizer (e.g., pâté, smoked salmon) 
2. Soup (e.g., pumpkin soup, consommé) 
3. Hot starter (e.g., quiche, tempura prawns) 
4. Egg or farinaceous dishes (e.g., risotto, gnocchi) 
5. Fish/Seafood (e.g., lobster, prawns) 
6. Entrée of meat/poultry (e.g., beef fillet, chicken breast) 
7. Relevés (braised meats, boiled joints) 
8. Roasts (e.g., lamb saddle, turkey) 
9. Vegetables (e.g., broccoli hollandaise) 
10. Sweets (e.g., lemon meringue pie) 
11. Cheese (cheese board) 
12. Fruit & nuts (fresh and dried) 

 

6. Types of Menus 

 
 Static Menus 

o Rarely change, same items daily. 
o Used in fast food, chains, institutions. 
o Example: McDonald’s hamburger menu. 

 Special Menus 
o Limited-time offers (seasonal items, 

“catch of the day”). 
o Often themed (e.g., Bastille Day, 

seafood week). 
 Cycle Menus 

o Rotate over a set period (e.g., 21-day hospital menu). 

o Useful for large-scale catering, cost control, and training. 

7. Menu Types by Service Style 

 
 À la Carte (“from the card”) 

o Wide variety, each dish priced individually. 
o Freshly prepared to order. 
o Guests choose any number of courses. 

 Table d’hôte (“table of the host”) 

o Fixed number of courses (3–5). 
o Limited choices within each course. 
o Fixed or variable price (e.g., 2 courses $30, 3 courses $40). 
o Some dishes pre-prepared. 
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8. Meal-Specific Menus 

 
 Breakfast Menus 

o Continental: Fruit, cereals, toast, jam, beverages. 
o Full/English: Hot items (eggs, bacon, sausages). 
o American: Waffles, pancakes, hash browns. 
o Champagne Breakfast: For special occasions, includes 

champagne. 
 Lunch Menus 

o Served 12–2pm. 
o Simple, lighter dishes. 
o Quick service required (especially for business clientele). 

 Tea Menus (Morning & Afternoon) 
o Morning Tea (around 10am): sandwiches, muffins, pastries, 

tea/coffee. 
o Afternoon Tea (2–5pm): elaborate sandwiches, pastries, sweets, 

fork dishes, champagne or sherry. 
 Dinner Menus 

o More elaborate and expensive. 
o 3-course typical: entrée (light), main (hearty), dessert (light & 

sweet). 
o Degustation (tasting menus): 4–12 small courses, often with wine 

pairings. 
 Snacks & Hors d’oeuvres 

o Bite-sized items, tapas, canapés. 
o Served casually or during receptions. 

 Function Menus 

o For weddings, birthdays, conferences. 
o Often table d’hôte or buffet. 

o Must be carefully planned for smooth execution. 

9. Menu Design Principles 

 
A menu should: 

 
 Reflect the establishment’s theme and identity. 

 Use professional design, suitable fonts, and quality paper. 
 Be easy to read, grammatically correct, and error-free. 
 Be adaptable (allowing changes for specials or seasonal updates). 
 Showcase food choices attractively with clear descriptions. 

 
Trainer Tip: Menus are often the first impression guests have made them 

visually appealing and easy to understand. 
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Provide a Carvery/Buffet Service 

1. Introduction: Principles of Food & Beverage Service 

 
Food and beverage (F&B) service is one of the largest and most diverse sectors 
within the hospitality industry. Whether in a fine dining restaurant, a casual café, 
or a hospital cafeteria, the core principles remain the same: 

 
 Consistency in quality of food and beverages. 
 Customer focus through attentive, courteous, and efficient service. 
 Value for money, ensuring guests feel satisfied with the overall 

experience. 

 
Yet, service delivery varies widely depending on the type of establishment, its 
location, menu style, and the level of formality expected. A buffet line in a 
busy convention centre will operate very differently from a plated service in a 
boutique hotel dining room. 

 

2. Establishment Characteristics 

 
Food and beverage services are delivered across a wide range of 
establishments: 

 
 Restaurants – Full table service, varied menu styles, from fast casual to 

fine dining. 
 Hotels – Restaurants, cafés, and room service; menu offerings depend on 

price point and clientele. 
 Clubs – Bistro-style meals, self-service buffets, or à la carte dining in 

different outlets. 
 Cafés – Light menus (soups, sandwiches, pastries) with mixed counter 

and table service. 
 Event Venues/Convention Centres – Large-scale buffet/catering 

operations for hundreds of guests. 
 Resorts & Cruise Ships – High-volume buffet service central to guest 

experience. 
 Airlines & Trains – Tray or trolley service for in-house clients. 
 Hospitals/Aged Care – Nutritionally balanced, often cycle menus, served 

directly to patients/residents. 
 Fast Food Outlets – Counter service, limited menus, speed-oriented. 
 Truck Stops & Roadhouses – Self-service buffets and casual meals, 

catering to travelers. 

 
y)S Trainer Note: Use local case studies (e.g., hotel buffets vs. wedding 

banquets) so learners can visualize how service style changes with the venue. 
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3. Characteristics of Different Establishments 

Establishment Characteristics 

Restaurant Service style varies by location and clientele. Family restaurants = 
quick, casual meals. Fine dining = elaborate, skill-based service. 
Fast food = counter/takeaway (chain-based). 

Club Offers multiple service styles (buffet, bistro, à la carte). Guests 
expect convenience, good value, and familiar food options. 

Café Focus on light meals and beverages. Often table + counter 
service. Core: efficiency, friendliness, and fresh presentation. 

Hotel Restaurants may be in-house or outsourced. Service ranges from 
casual breakfast buffets to elegant fine dining dinners. 

Events/Convention 
Centres 

Large-scale buffets; emphasis on speed, coordination, and 
volume management. 

Healthcare 
(Hospitals/Aged Care) 

Service provided via trays/trolleys. Nutrition, hygiene, and 
timeliness are essential. 

 
4. Customer Service as a Core Principle 

 
In buffet and carvery service, customer perception is influenced by: 

 
1. Product Quality – freshness of dishes, correct temperature, appealing 

presentation. 
2. Service Efficiency – well-managed flow, courteous staff, minimal waiting 

times. 
3. Value for Money – the variety and quality of food must justify the price. 

 
Word-of-mouth remains the most powerful marketing tool. When guests leave 
satisfied, they not only return but also recommend the establishment to others. 

 
)yS Staff should always collect feedback to understand whether guest 

expectations are being met in terms of: 

 Standard of food and service. 
 Efficiency of delivery. 
 Overall satisfaction and perception of value. 

 

5. Linking to Buffet/Carvery Service 

 
Carvery and buffet service places unique demands on staff: 

 
 Presentation is critical food displays must look fresh, colorful, and 

appetizing. 
 Flow Management is essential to prevent long queues or overcrowding. 
 Courtesy & Efficiency matter guests often serve themselves, but staff 

must assist, replenish, and guide. 
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 Safety & Hygiene are non-negotiable maintaining correct food 

temperatures, labeling allergens, and cleaning spills promptly. 
 

Ultimately, carvery/buffet service is about balancing speed, volume, and 
hospitality while maintaining the establishment’s reputation. 

 
 

 
LU3.6: Maintain Food Safety While Storing, Holding & Serving Food 

 

Narration: 
Food safety is critical in all outlets. Staff must prevent contamination and 
spoilage by following hygiene standards. 

 
Bullets: 

 
 Store food at safe temperatures. 
 Avoid cross-contamination (raw vs cooked). 
 Use gloves/tongs when serving. 
 Regularly check holding equipment (fridges, hot plates). 

 

Practical Units (PUs) 

 
 PU3.1: Workstation and Equipment Preparation → Ensure all trays, 

cutlery, glassware is clean and ready. 
 PU3.2: Cleaning and Sanitizing Service Areas → Wipe tables, disinfect 

surfaces, check floors. 
 PU3.3: Setting Up Dining Areas (Table Setup & Mise en Place) → 

Arrange cutlery, crockery, glassware, and décor properly. 
 PU3.4: Stocking and Replenishing Service Stations → Maintain 

napkins, condiments, trays, glasses. 
 PU3.5: Linen and Cutlery Handling Techniques → Fold napkins, polish 

cutlery, avoid touching surfaces. 
 PU3.6: Glassware and Crockery Preparation → Inspect for 

chips/cracks, polish with lint-free cloth. 
 PU3.7: Pre-Service Checks and Inspection Procedures → Check 

menu availability, reservation lists, service readiness. 
 PU3.8: Welcoming and Seating Guests + Clearing Plates Efficiently 

→ Escort guests, serve in correct sequence, clear plates without 
disturbing. 

 PU3.9: Resetting Tables for Next Service → Replace linen, reset 

cutlery, prepare for new arrivals. 
 PU3.10: Waste Disposal and Post-Service Cleaning → Segregate 

waste, clean floors, sanitize stations. 
 PU3.11: End-of-Shift Duties and Reporting → Submit reports, count 

stock, assist captain in closing duties. 
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Trainer Notes 

 
 Demonstrate greeting and order-taking role plays. 
 Practice table setup and clearing under timed drills. 
 Use real POS or dummy machines for payment simulation. 

 

Assessment Criteria 

 
 Knowledge: Describes steps of greeting, serving, food safety. 
 Skills: Demonstrates table setup, beverage service, clearing plates. 
 Attitude: Shows courtesy, efficiency, and professionalism throughout 

service cycle. 

 
Module 4: Provide a Carvery/Buffet Service  

Module Objectives 

 
By the end of this module, learners will be able to: 

 
 Prepare, arrange, and maintain buffet and carvery displays to hospitality 

standards. 
 Serve and assist guests courteously during buffet and carvery service. 
 Apply correct food safety, temperature control, and portioning methods. 
 Manage guest flow, queues, and dietary requests. 
 Maintain cleanliness, replenish stock, and close buffet/carvery service 

effectively. 
 

Learning Units (LUs) 

LU4.1: Prepare and Maintain a Carvery/Buffet Display 

 

Narration: 
A buffet or carvery display is the centerpiece of many hospitality operations. It 
must be visually appealing, hygienic, and well-stocked at all times. Food 
presentation plays a key role in guest satisfaction, encouraging appetite and 
highlighting quality. Maintaining the display also requires constant vigilance to 
ensure cleanliness, freshness, and temperature control. 

 
Bullets: 

 
 Arrange food attractively and symmetrically. 
 Label dishes clearly (with allergen information). 
 Monitor temperature (hot food hot, cold food cold). 
 Replenish items before they run out. 
 Keep serving area clean and organized. 
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LU4.2: Serve and Assist Guests at the Carvery/Buffet 

 

Narration: 

Buffet service is guest-driven, but staff play a vital role in guiding guests, carving 
meats, portioning dishes, and answering dietary questions. Courtesy, efficiency, 
and attentiveness are critical. 

 
Bullets: 

 
 Greet guests and guide them to buffet area. 
 Assist elderly, children, or differently-abled guests. 
 Carve meats with precision and maintain portion control. 
 Answer guest queries about ingredients and dietary needs. 
 Maintain friendly, professional interaction. 

 

Practical Units (PUs) 

PU4.1: Understanding Carvery and Buffet Service Styles 

 

 Narration: Learn the difference between self-service buffets, assisted 

buffets, and carvery stations. 
 Bullets: 

o Buffet = wide choice, self-service. 
o Carvery = chef/server portions meat. 
o Assisted buffet = staff help with portions. 

 

 
PU4.2: Preparing Buffet/Carvery Equipment and Display Units 

 

 Narration: Before service, equipment (chafing dishes, carving boards, 
sneeze guards, trays) must be cleaned, sanitized, and arranged. 

 Bullets: 

o Check heating/cooling units. 
o Sanitize all surfaces. 
o Position sneeze guards properly. 
o Prepare carving knives safely. 

PU4.3: Setting Up Buffet Tables and Food Presentation 

 

 Narration: The buffet table layout must be attractive and functional. 

Guests should move smoothly without congestion. 
 Bullets: 

o Arrange dishes in logical order (starters → mains → desserts). 
o Use height, garnish, and symmetry for presentation. 
o Place cutlery, napkins, and plates conveniently. 
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PU4.4: Safe Food Handling and Temperature Control 

 

 Narration: Food safety is critical. Hot foods must remain above 63°C, cold 

foods below 5°C. Staff should avoid direct hand contact. 
 Bullets: 

o Use gloves, tongs, or serving spoons. 
o Monitor food temperatures regularly. 
o Replace food rather than topping up half-empty trays. 

o Prevent cross-contamination. 

PU4.5: Portion Control and Carving Techniques 

 

 Narration: Portion control reduces waste and ensures fairness. Carving 
meats requires skill for consistency and presentation. 

 Bullets: 

o Serve consistent portions per guest. 
o Use correct carving angles and knives. 
o Respect guest requests (thin/thick slices). 
o Avoid over-serving to prevent food shortages. 

 

 
PU4.6: Guest Flow Management and Queue Handling 

 

 Narration: Buffet success depends on smooth guest movement. Long 
queues frustrate guests. Staff must manage flow politely. 

 Bullets: 

o Guide guests to start at correct end of buffet. 
o Politely prevent queue jumping. 
o Open multiple service points during rush. 

o Assist guests with heavy trays. 

PU4.7: Serving Guests with Courtesy and Efficiency 

 

 Narration: Even in self-service, staff must maintain high courtesy levels. 

Small gestures (offering napkins, helping with trays) enhance guest 
satisfaction. 

 Bullets: 

o Smile, greet, and offer help. 
o Be attentive without intruding. 
o Respond quickly to guest needs. 

PU4.8: Maintaining Cleanliness During Service 

 

 Narration: Cleanliness must be continuous, not just pre/post service. Staff 

should discreetly clear spills and dirty plates. 
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 Bullets: 

o Wipe spills immediately. 
o Replace dirty cutlery or crockery. 
o Keep buffet counters spotless. 

PU4.9: Monitoring Food Replenishment and Stock Levels 

 

 Narration: Running out of food damages reputation. Staff must monitor 
stock and replenish before dishes are empty. 

 Bullets: 

o Coordinate with kitchen for refills. 
o Replace containers fully, not by topping up. 
o Track guest numbers vs stock. 

 

 
PU4.10: Clearing and Resetting the Buffet/Carvery Area 

 

 Narration: Once guests finish, staff must quickly reset for the next group. 

Efficiency here keeps service smooth. 
 Bullets: 

o Clear dirty plates and used cutlery. 
o Replace linen, refill trays. 
o Reset carving station with clean boards/knives. 

PU4.11: Dealing with Guest Requests and Dietary Requirements 

 

 Narration: Guests may have allergies, dietary restrictions, or cultural 
preferences. Staff must respond professionally. 

 Bullets: 

o Be aware of common allergens (nuts, gluten, dairy). 
o Direct guests to suitable options. 
o Inform kitchen for special requests. 
o Never guess confirm with chef. 

PU4.12: Closing Procedures and Post-Service Clean-Up 

 

 Narration: After service, the buffet must be cleaned, equipment stored, 
and stock accounted for. This ensures readiness for the next event. 

 Bullets: 

o Switch off heating/cooling units. 
o Store leftovers safely or discard per policy. 
o Wash and sanitize all equipment. 

o Complete closing checklist/report. 
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Trainer Notes 

 
 Use real buffet setups for practice. 
 Demonstrate carving techniques. 
 Role-play managing queues and handling dietary questions. 

 

Assessment Criteria 

 
 Knowledge: Identifies buffet styles, food safety rules, and service 

procedures. 
 Skills: Demonstrates table setup, carving, replenishment, and queue 

management. 
 Attitude: Displays courtesy, hygiene awareness, and attentiveness 

throughout service. 

 
Setting Up 

To achieve appropriate service levels setting up the 
establishment is a key component. It requires 
different focus based on the type of service provided 
and the quality and price point: 

Table service 

Depending on the type of service tables must be 
arranged and positioned according to the table plan 

 Tablecloths or underlays and tablecloths are 
placed on 

 Overlays are often used to protect the 
tablecloths and for added visual appeal 

 Serviettes or napkins are arranged 
 Cutlery and bread and butter plates, as well 

as glasses are placed for table d'hôte or a la 
carte service 

Function service 

Tables are arranged based on the function style, size of group and occasion 
 U-shape – often used for conference style functions 
 Fan shape – the tables allow for good view of the main table set straight or at an 

angle 
 Herringbone – creates free space in the center for a parade or dancing 
 Buffet – set at the end of the room for easy access 
 Round tables – excellent for communication between all guests at the table 
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 Long bench – this allows for large numbers of people to be fitted closely 
 

Counter service 
Depending on the establishment tables must be 
arranged and positioned according to the table 
plan 

 Paper tablecloths may be placed on or if 
no table cover is used wipe the table 

 Set up cutlery, this can be in baskets, 
cutlery trays or rolled up inside a serviette 

 Set up condiments 
 Set up order taking area including docket 

books and table numbers for reference 
 

Carvery service 
Depending on the establishment tables must be 
arranged and positioned according to the table 
plan. Canteen service is similar but may have food 
self-service option and a tray guide on which the 
customer can slide their tray along 

 Trays – set up at beginning of ordering 
display 

 Plates – set up at beginning of ordering 
display 

 Cutlery – set up at beginning of ordering 
display 

 Carving station – service area where food 
is place onto plates based on order 

 Condiments – set up at the end of ordering 
display 

 Serviettes – set up at the end of ordering display 
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Buffet service 
Depending on the establishment tables must be 
arranged and positioned according to the table 
plan 

 Plates – set up at beginning of ordering 
display 

 Cutlery – set up at the table as per 
function set up 

 Food station – full self-service or a 
mixture of partial and self-service e.g. 
carving station for the meat items or 
seafood being served by chefs based on customer preference and to avoid 
customers overloading their plates 

 Buffet – break into key sections of starters, main courses and desserts 

Café service 

Depending on the establishment tables must be arranged and positioned according to 
the table plan 

 Self-service – set up based on buffet or counter service 
 Full service – tables are set up based on establishment policies with a la carte 

service 
 Mixed service – food may be self-service or a mixture of partial and self-service 

e.g. Service station for meat while salad or individual desserts can be picked up 
by customer 
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Module 5: Deliver Effective Guest Service  

Module Objectives 

 
By the end of this module, learners will be able to: 

 
 Deliver effective and efficient service to all types of food outlet guests. 
 Handle telephone calls professionally. 
 Meet and exceed guest expectations by providing personalized service. 
 Manage complaints and compliments constructively. 
 Apply grooming, communication, and cultural sensitivity in guest 

interactions. 

 

Learning Units (LUs) 

LU5.1: Deliver Effective and Efficient Service for Food Outlet Guests 

 

Narration: 
Effective guest service combines speed, accuracy, and courtesy. Guests must 
feel welcomed, valued, and served without unnecessary delays. Efficiency 
ensures smooth table turnover, while effectiveness ensures guest satisfaction. 

 
Bullets: 

 
 Greet guests promptly. 
 Serve orders correctly and on time. 
 Anticipate guest needs (refilling water, offering condiments). 
 Balance speed with personalized care. 

 
LU5.2: Handling Telephone Calls 

 

Narration: 
Telephone service reflects the restaurant’s professionalism. Calls may involve 
reservations, inquiries, or complaints. Staff must answer politely, listen carefully, 
and provide accurate information. 

 
Bullets: 

 
 Answer within 3 rings, greet with name and restaurant. 
 Use polite, clear, and calm tone. 
 Record reservations accurately. 
 Handle complaints with empathy and professionalism. 
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LU5.3: Meet and Exceed Guests’ Expectations 

 

Narration: 

Guest satisfaction depends on delivering what was promised—and exceeding 
expectations through small gestures. Going beyond expectations builds loyalty 
and encourages positive reviews. 

 
Bullets: 

 
 Anticipate needs (offer high chair, adjust table). 
 Offer recommendations based on guest preferences. 
 Provide personalized attention (remembering names, favorite dishes). 
 Surprise with small gestures (complimentary drink refill, thank-you note). 

 
LU5.4: Deal with Guest Complaints and Compliments 

 

Narration: 
Complaints are opportunities to improve. Staff must handle them calmly, listen 
carefully, and offer quick solutions. Compliments should be received with 
gratitude and shared with the team to boost morale. 

 
Bullets: 

 
 Stay calm, listen fully, avoid arguing. 
 Apologize sincerely, even if not at fault. 
 Offer solutions (replacement dish, complimentary dessert). 
 Thank guests for compliments and feedback. 

 

Greeting and Seating Guests 

1. Introduction 

 
The greeting and seating process is the first impression a guest has of a 

restaurant or food service establishment. Studies show that customers form an 
opinion about the venue within the first 10 seconds of arrival. Therefore, every 

step — from the initial telephone booking to guiding guests to their table — must 
be professional, warm, and efficient. 

 
The goal is to make guests feel: 

 
 Welcome and valued from the first contact. 
 Comfortable and relaxed as they transition into the dining experience. 
 Confident that they will receive excellent service. 
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2. Greeting Guests: First Impressions 

Telephone Bookings 

 

 Use professional tone and language. 
 Confirm details: name, time, number of guests, special requests. 
 Offer polite closure: “We look forward to welcoming you this evening.” 

 
On Arrival at the Venue 

 

 Guests should never be left waiting unacknowledged at the entrance. 
 The Maitre d’ or supervisor usually leads this step, but all staff share 

responsibility. 

 
Best Practices: 

 
 Smile immediately and make eye contact. 
 If busy, acknowledge promptly: 

o “Good evening, I’ll be with you in just a moment.” 
 Use a warm, professional greeting: 

o “Good evening, ladies and gentlemen, welcome to Futura 
Restaurant. My name is Francis, and I’ll be assisting you.” 

 

3. Reservation Handling 

 
 If a booking exists: 

o Confirm the name and mark it off in the reservation system. 
o Offer pre-dinner drinks at the bar or lounge. 
o Escort to the reserved table. 

 If no booking: 

o Find a suitable available table. 
o If fully booked: 

 Inform politely. 
 Suggest a waiting time or invite them to enjoy a drink at the 

bar. 
 Offer to make a future booking to secure their next visit. 

 Pro Tip: Always remember the host’s name for smoother communication 
throughout the meal. 

 

4. Cloakroom & Guest Comfort 

 
 Offer to take coats, hats, and umbrellas. 
 Store them securely in cloakroom facilities. 
 Ensure quick and safe return at the end of service. 
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5. Guiding Guests to Their Table 

 
 Approach guests politely: 

o “Excuse me, your table is ready.” 
 Lead the way at a comfortable pace — adjust if guests are elderly or have 

mobility needs. 
 Always walk slightly ahead, ensuring they follow without rushing. 

 

6. Seating Procedure 

 
 Pull out chairs for guests, ladies first. 
 Wait until they are ready, then gently ease the chair in. 
 If appropriate, engage in light, friendly conversation to make guests feel at 

ease. 
 Place serviettes on laps discreetly and professionally (from the right-hand 

side, hand above table level). 
 If not already introduced, present yourself or the allocated server. 

 

7. Professional Etiquette During Seating 

 
 Never interrupt a guest’s conversation unless necessary. 
 Avoid rushing or appearing impatient. 
 Identify and acknowledge the host of the party — they are often 

responsible for decisions like ordering wine or paying the bill. 

 

8. Key Trainer Notes 

 
 Body Language: Smile, eye contact, confident posture. 
 Tone of Voice: Polite, calm, welcoming. 
 Guest Awareness: Read guest behavior — some prefer a warm chat, 

others value quiet formality. 
 Consistency: Every guest should feel equally welcomed, whether first- 

time or regular. 
 

Practical Units (PUs) 

PU5.1: Understanding Guest Expectations and Service Standards 

 

 Narration: Guests expect efficiency, cleanliness, politeness, and quality. 
Understanding these ensures consistent service. 

 Bullets: Learn service standards, anticipate expectations, apply SOPs. 
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PU5.2: Professional Grooming and First Impressions 

 

 Narration: Appearance and first impressions strongly influence guest 
perceptions. 

 Bullets: Clean uniform, neat grooming, confident body language. 

 
PU5.3: Greeting and Acknowledging Guests Warmly 

 

 Narration: Warm greetings set the tone for positive interaction. 
 Bullets: Smile, eye contact, polite phrases (“Welcome, how may I help 

you?”). 
 

PU5.4: Effective Communication and Active Listening 

 

 Narration: Guests must feel heard and understood. Active listening 
reduces errors. 

 Bullets: Nod, confirm orders, avoid interrupting, clarify politely. 

 
PU5.5: Handling Guest Inquiries and Requests 

 

 Narration: Quick and accurate handling of inquiries shows 
professionalism. 

 Bullets: Answer clearly, confirm details, fulfill requests promptly. 
 

 
PU5.6: Personalizing Service to Enhance Guest Experience 

 

 Narration: Guests appreciate personalized touches. 
 Bullets: Address by name, remember preferences, offer tailored 

suggestions. 
 

PU5.7: Problem Solving and Handling Complaints 

 

 Narration: Guest complaints require empathy and solutions, not excuses. 
 Bullets: Stay calm, apologize, resolve promptly, follow up. 

 
PU5.8: Cultural Sensitivity and Guest Etiquette 

 

 Narration: Hospitality staff must respect cultural norms and adapt service 
accordingly. 

 Bullets: Be aware of cultural dining practices, respect personal space, 
avoid assumptions. 
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PU5.9: Service Recovery and Turning Negative into Positive 

 

 Narration: Service recovery turns a dissatisfied guest into a loyal one. 
 Bullets: Apologize, compensate if needed, thank them for feedback, 

reassure improved service. 

 
PU5.10: Maintaining a Positive Attitude and Body Language 

 

 Narration: Guests quickly notice mood and attitude. Positivity builds 
comfort. 

 Bullets: Smile, open posture, calm tone, avoid negative expressions. 
 

PU5.11: Coordinating with Team Members for Seamless Service 

 

 Narration: Guest service depends on teamwork between waiters, bussers, 
chefs, and cashiers. 

 Bullets: Communicate clearly, support team, cover each other’s tasks. 

 
PU5.12: Closing Interactions and Thanking Guests Professionally 

 

 Narration: The last impression is as important as the first. Professional 
closing ensures guests leave satisfied. 

 Bullets: Thank guests warmly, invite them to return, ensure bill/payment 
handled smoothly. 

 

Trainer Notes 

 
 Use role-play exercises: phone call handling, guest complaint resolution. 
 Run simulation exercises: taking orders, teamwork during busy hours. 
 Provide video examples of excellent service vs poor service. 

 

Assessment Criteria 

 
 Knowledge: Explains guest service standards, cultural etiquette, and 

complaint handling. 
 Skills: Demonstrates active listening, polite communication, and 

complaint resolution. 
 Attitude: Shows empathy, patience, positivity, and professionalism. 
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Module 6: Sustainability and Business Growth  

Module Objectives 

 
By the end of this module, learners will be able to: 

 
 Build strong guest relationships and manage customer loyalty. 
 Use social media tools for marketing, collaboration, and engagement. 
 Understand entrepreneurship principles, from idea generation to business 

financing. 
 Recognize environmental issues and their impact on hospitality 

businesses. 
 Apply sustainable business practices, including waste management and 

green procurement. 
 Demonstrate knowledge through post-training assessment and 

certification. 
 

 

Learning Units (LUs) 

LU6.1: Guest Relationship Management 

 

Narration: 
Guest relationship management (GRM) is the foundation of repeat business in 
hospitality. Building trust, ensuring satisfaction, and addressing concerns create 
loyalty. GRM involves using guest feedback, personalized communication, and 
loyalty programs to retain clients. 

 
Bullets: 

 

 Record guest preferences (favorite dishes, seating choice). 
 Personalize communication (thank-you messages, loyalty offers). 
 Collect and respond to guest feedback. 
 Build loyalty through consistency and care. 

 
LU6.2: Use Social Media Tools for Collaboration and Engagement 

 

Narration: 
Social media platforms (Facebook, Instagram, TikTok, TripAdvisor) are essential 
for hospitality marketing. They allow restaurants and hotels to showcase menus, 
promotions, and reviews, while engaging directly with customers. 

 
Bullets: 

 

 Post attractive photos of dishes and events. 
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 Respond quickly to online reviews and comments. 
 Use polls, stories, and live sessions for engagement. 
 Collaborate with influencers and food bloggers. 

 
Entrepreneurship Section 

 

Introduction to Entrepreneurship: 

Entrepreneurship means identifying opportunities, creating innovative solutions, 
and managing businesses for growth. In hospitality, entrepreneurship drives new 
restaurants, catering services, and food startups. 

 
 Types of Entrepreneurship: Social, Small Business, Scalable, 

Innovative, Lifestyle. 
 Business Idea Generation: Based on market needs, guest preferences, 

and local culture. 
 Business Planning & Strategy: Define mission, goals, menu design, 

pricing, marketing plan. 
 Financing Business: Sources include savings, loans, investors, 

crowdfunding. 
 Challenges & Solutions: High competition, staff turnover, food cost 

control, economic fluctuations. Solutions include innovation, training, cost 
management, and adopting technology. 

 
Environment Section 

 

Introduction to Environmental Issues: 
Hospitality businesses impact the environment through energy use, waste, and 
water consumption. Sustainable practices reduce costs and improve reputation. 

 
 Types of Environmental Hazards: 

o Natural: floods, earthquakes. 
o Biological: bacteria, foodborne diseases. 
o Chemical: cleaning chemicals, pesticides. 
o Physical: noise, temperature extremes. 

 Impact of Human Activity: 

o Deforestation, waste generation, excessive water use, pollution. 
 Conservation and Sustainability: 

o Save energy, reduce food waste, recycle materials. 
 Climate Change: 

o Global warming increases operational risks (higher cooling costs, 
supply chain issues). 

 How to Contribute: 

o Train staff on energy saving. 
o Reduce single-use plastics. 

o Source local and seasonal food. 
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LU6.3: Post-Analysis Training Exam 

 

Narration: 

Learners take an exam covering all modules to assess knowledge and skills. 
This ensures readiness for workplace application. 

 
Bullets: 

 
 Written and practical assessment. 
 Covers safety, professionalism, service, guest handling, entrepreneurship, 

sustainability. 
 

LU6.4: Certification Ceremony 

 

Narration: 
At the end of the training, successful learners receive certificates to recognize 
their achievement. This motivates learners and adds value to their career. 

 
Bullets: 

 
 Distribute certificates. 
 Acknowledge top performers. 
 Encourage learners to pursue further skill development. 

 

Practical Units (PUs) 

 
 PU6.1: Introduction to Sustainable Business Practices 

o Narration: Learn basics of eco-friendly and socially responsible 
operations. 

o Bullets: Save energy, reduce plastic, adopt ethical policies. 
 PU6.2: Identifying and Reducing Environmental Impact 

o Narration: Audit operations to spot environmental risks and address 
them. 

o Bullets: Monitor water/electricity use, manage food waste, switch to 
eco-cleaning supplies. 

 PU6.3: Waste Management and Resource Efficiency 

o Narration: Proper disposal, recycling, and minimizing food waste. 
o Bullets: Separate organic waste, recycle glass/plastic, portion 

control. 
 PU6.4: Green Supply Chain and Procurement Strategies 

o Narration: Choosing suppliers and products that promote 
sustainability. 

o Bullets: Buy local, seasonal, eco-certified products. Reduce 
transportation costs. 

 PU6.5: Group Task and Assignment 
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o Narration: Learners design a sustainability plan for a sample 
restaurant. 

o Bullets: Group presentation with practical solutions for energy, 
waste, and guest engagement. 

 

Trainer Notes 

 
 Use case studies (eco-friendly hotels, sustainable restaurants). 
 Organize group discussions on challenges in green hospitality. 
 Assign projects: “Design a zero-waste restaurant concept.” 

 

Assessment Criteria 

 
 Knowledge: Defines GRM, entrepreneurship, sustainability, and hazards. 
 Skills: Applies guest service, waste management, and eco-strategies. 
 Attitude: Shows responsibility, innovation, and environmental awareness. 

 
 
 

 

Entrepreneurship in Food and Beverage Services 
 

This document provides an overview of entrepreneurship, specifically within the 
context of the Food and Beverage (F&B) services industry. It covers various 
aspects, including types of entrepreneurships, business idea generation, 
business planning and strategy, financing options, challenges, and sustainable 
practices like waste management, resource efficiency, and green supply chain 
strategies. The document also includes a section for group tasks and 
assignments to encourage practical application of the concepts discussed. 

 

Introduction to Entrepreneurship 

 
Entrepreneurship is the process of designing, launching, and running a new 
business, which often initially involves a small business, such as a startup 
company, offering a product, process or service for sale or hire. It is the capacity 
and willingness to develop, organize and manage a business venture along with 
any of its risks in order to make a profit. In the F&B industry, entrepreneurship 
can manifest in various forms, from opening a small cafe to launching a large- 
scale restaurant chain or developing innovative food products. 
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Types of Entrepreneurships 
 

Several types of entrepreneurships exist, each with its own characteristics and 
focus: 

 
 Small Business Entrepreneurship: This involves starting and running a 

small-scale business, such as a local restaurant, bakery, or catering 
service. The primary goal is often to provide a livelihood for the owner and 
their family. 

 Scalable Startup Entrepreneurship: This type focuses on creating a 

business with the potential for rapid growth and expansion. Examples in 
the F&B industry include innovative food delivery platforms or unique 
restaurant concepts that can be franchised. 

 Large Company Entrepreneurship: This involves innovation and new 
ventures within established corporations. In the F&B sector, this could be 
a large food manufacturer developing a new product line or a restaurant 
chain launching a new concept. 

 Social Entrepreneurship: This type focuses on addressing social or 

environmental problems through business ventures. In the F&B industry, 
this could involve creating a restaurant that sources ingredients from local, 
sustainable farms or a food waste reduction initiative. 

 

Business Idea Generation 
 

Generating a viable business idea is the first step in entrepreneurship. In the F&B 
industry, this can involve: 

 
 Identifying Market Gaps: Look for unmet needs or underserved 

segments in the market. For example, there might be a demand for 
healthy, affordable meal options or a need for restaurants catering to 
specific dietary restrictions. 

 Leveraging Trends: Stay informed about current food trends, such as 
plant-based diets, sustainable sourcing, and innovative culinary 
techniques. 

 Brainstorming: Use brainstorming techniques to generate a wide range 

of ideas, focusing on creativity and innovation. 
 Analyzing Competitors: Study existing businesses in the F&B sector to 

identify their strengths and weaknesses, and look for opportunities to 
differentiate your offering. 

 Personal Experience: Draw inspiration from your own experiences and 
passions. If you have a love for a particular cuisine or a unique culinary 
skill, consider building a business around it. 
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Business Planning and Strategy 
 

A well-defined business plan is crucial for success. It should include: 

 
 Executive Summary: A brief overview of the business concept, goals, 

and strategies. 
 Company Description: Detailed information about the business, 

including its mission, vision, and values. 
 Market Analysis: Research on the target market, competitors, and 

industry trends. 
 Products and Services: Description of the food and beverage offerings, 

including pricing and sourcing. 
 Marketing and Sales Strategy: Plans for attracting and retaining 

customers, including branding, advertising, and promotions. 
 Management Team: Information about the key personnel and their 

qualifications. 
 Financial Projections: Forecasts of revenue, expenses, and profitability. 
 Operational Plan: Details on the day-to-day operations of the business, 

including staffing, supply chain management, and quality control. 

 

Financing Business 
 

Securing adequate funding is essential for launching and growing a business. 
Common financing options include: 

 
 Personal Savings: Using your own funds to finance the business. 
 Loans: Obtaining loans from banks, credit unions, or other financial 

institutions. 
 Investors: Seeking investments from angel investors or venture 

capitalists. 
 Grants: Applying for grants from government agencies or private 

organizations. 
 Crowdfunding: Raising funds from a large number of people through 

online platforms. 

 

Entrepreneurship Challenges and Possible Solutions 

 
Entrepreneurs in the F&B industry face several challenges: 

 
 High Competition: The F&B sector is highly competitive, requiring 

businesses to differentiate themselves through unique offerings, excellent 
service, and effective marketing. 



111 
 

 High Operating Costs: Food costs, labor costs, and rent can be 

significant expenses. Solutions include efficient inventory management, 
cost-effective sourcing, and streamlined operations. 

 Changing Consumer Preferences: Consumer tastes and preferences 
are constantly evolving, requiring businesses to adapt and innovate. 

 Regulatory Compliance: The F&B industry is subject to strict regulations 
regarding food safety, hygiene, and licensing. 

 Staffing Issues: Finding and retaining qualified staff can be challenging. 
Solutions include offering competitive wages, providing training and 
development opportunities, and creating a positive work environment. 

 

PU 6.3: Waste Management and Resource Efficiency 
 

Waste management and resource efficiency are critical for sustainable F&B 
operations. Strategies include: 

 
 Reducing Food Waste: Implementing measures to minimize food waste, 

such as accurate forecasting, proper storage, and creative menu planning. 
 Composting: Composting food scraps and other organic waste. 
 Recycling: Recycling materials such as paper, plastic, and glass. 
 Energy Efficiency: Using energy-efficient equipment and practices to 

reduce energy consumption. 
 Water Conservation: Implementing water-saving measures, such as low- 

flow faucets and efficient dishwashers. 

 

PU 6.4: Green Supply Chain and Procurement Strategies 

 
A green supply chain involves sourcing products and services from 
environmentally responsible suppliers. Strategies include: 

 
 Local Sourcing: Prioritizing local suppliers to reduce transportation costs 

and support local communities. 
 Sustainable Sourcing: Choosing suppliers who use sustainable farming 

practices, ethical labor practices, and environmentally friendly packaging. 
 Reducing Packaging: Minimizing packaging waste by using reusable 

containers and eco-friendly packaging materials. 
 Supplier Collaboration: Working with suppliers to improve their 

environmental performance. 

 

PU 6.5: Group Task and Assignment 
 

Task: Develop a business plan for a sustainable F&B business. 
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Assignment: 

 
1. Concept Development: Choose a specific type of F&B business (e.g., 

restaurant, cafe, food truck). Develop a unique concept that incorporates 
sustainable practices. 

2. Market Research: Conduct market research to identify the target market, 
competitors, and industry trends. 

3. Business Plan Creation: Create a comprehensive business plan that 
includes the following sections: 

o Executive Summary 
o Company Description 
o Market Analysis 
o Products and Services (with a focus on sustainable sourcing and 

waste reduction) 
o Marketing and Sales Strategy (highlighting the business's 

commitment to sustainability) 

o Management Team 
o Financial Projections 
o Operational Plan (detailing sustainable practices) 

4. Presentation: Prepare a presentation to pitch your business plan to a 
panel of judges. 

 
 

 

Environmental Issues in Food & Beverage Services 
 

This document provides an overview of environmental issues relevant to the food 
and beverage (F&B) industry. It covers various types of environmental hazards, 
the impact of human activity on the environment, conservation and sustainability 
practices, and the effects of climate change. Furthermore, it explores how 
individuals and businesses within the F&B sector can contribute to environmental 
protection. 

 

Introduction to Environmental Issues 
 

Environmental issues encompass a wide range of problems that affect the 
natural world and human well-being. These issues are often interconnected and 
can have far-reaching consequences. 

 

Type of Environmental Hazard 

 
Several types of environmental hazards are particularly relevant to the F&B 
industry: 
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 Pollution: This includes air pollution from transportation and energy use, 

water pollution from improper waste disposal and agricultural runoff, and 
soil contamination from pesticides and industrial activities. F&B operations 
contribute to pollution through food production, processing, packaging, 
and transportation. 

 Waste Generation: The F&B industry is a significant generator of waste, 
including food waste, packaging materials, and single-use items. Improper 
waste management can lead to landfill overflow, greenhouse gas 
emissions, and pollution. 

 Resource Depletion: The industry relies heavily on natural resources 
such as water, energy, and raw materials. Unsustainable consumption of 
these resources can lead to depletion and environmental degradation. 

 Deforestation: Agriculture, particularly livestock farming and the 

cultivation of certain crops, can contribute to deforestation, leading to 
habitat loss, biodiversity decline, and climate change. 

 Biodiversity Loss: Habitat destruction, pollution, and climate change can 
all contribute to the loss of biodiversity, which is essential for ecosystem 
stability and human well-being. 

 

The Impact of Human Activity on the Environment 

 
Human activities, particularly those related to industrialization, agriculture, and 
consumption, have a profound impact on the environment. The F&B industry is a 
major contributor to these impacts: 

 
 Greenhouse Gas Emissions: Food production, processing, 

transportation, and waste disposal all contribute to greenhouse gas 
emissions, which drive climate change. Livestock farming, in particular, is 
a significant source of methane, a potent greenhouse gas. 

 Water Scarcity: Agriculture is a major consumer of water, and 

unsustainable irrigation practices can lead to water scarcity and depletion 
of aquifers. The F&B industry also uses water for processing, cleaning, 
and sanitation. 

 Land Degradation: Intensive agriculture can lead to soil erosion, nutrient 
depletion, and loss of soil fertility. Deforestation and overgrazing can also 
contribute to land degradation. 

 Habitat Destruction: Agricultural expansion and infrastructure 
development can lead to habitat destruction and fragmentation, 
threatening biodiversity. 

 Pollution: Industrial and agricultural activities release pollutants into the 

air, water, and soil, harming human health and ecosystems. 

 

Conservation and Sustainability 

 
Conservation and sustainability are essential for mitigating the environmental 
impacts of human activities and ensuring the long-term health of the planet. 
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 Conservation: Refers to the protection, preservation, management, or 

restoration of natural environments and the ecological communities that 
inhabit them. In the F&B context, this might involve sourcing ingredients 
from sustainably managed farms or supporting conservation efforts in 
areas affected by food production. 

 Sustainability: Focuses on meeting the needs of the present without 
compromising the ability of future generations to meet their own needs. In 
the F&B industry, sustainability involves adopting practices that minimize 
environmental impact, promote social equity, and ensure economic 
viability. 

 
Key sustainability practices in the F&B industry include: 

 
 Reducing Food Waste: Implementing strategies to minimize food waste 

at all stages of the supply chain, from production to consumption. 
 Using Sustainable Packaging: Choosing packaging materials that are 

recyclable, compostable, or biodegradable. 
 Conserving Water and Energy: Implementing water and energy 

efficiency measures in F&B operations. 
 Sourcing Sustainable Ingredients: Prioritizing ingredients from farms 

and suppliers that use sustainable practices. 
 Promoting Plant-Based Diets: Encouraging the consumption of plant- 

based foods, which generally have a lower environmental impact than 
animal-based foods. 

 

Climate Change and Its Effects 

 
Climate change is one of the most pressing environmental challenges facing the 
world today. It is caused by the increase in greenhouse gas emissions from 
human activities, which trap heat in the atmosphere and cause global 
temperatures to rise. 

 
The effects of climate change are already being felt around the world, including: 

 
 Rising Temperatures: Global average temperatures are increasing, 

leading to more frequent and intense heatwaves. 
 Changes in Precipitation Patterns: Some areas are experiencing more 

droughts, while others are experiencing more floods. 
 Sea Level Rise: Melting glaciers and ice sheets are causing sea levels to 

rise, threatening coastal communities. 
 Extreme Weather Events: Climate change is increasing the frequency 

and intensity of extreme weather events such as hurricanes, cyclones, 
and wildfires. 

 Impacts on Agriculture: Changes in temperature and precipitation 
patterns are affecting crop yields and livestock production. 
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The F&B industry is both a contributor to and a victim of climate change. It 
contributes to greenhouse gas emissions through its operations, and it is also 
vulnerable to the impacts of climate change on agriculture and food security. 

 

How to Contribute to Environmental Protection in Food & 

Beverage Services 

 

The F&B industry has a crucial role to play in environmental protection. Here are 
some ways that individuals and businesses in the sector can contribute: 

 
 Reduce Food Waste: Implement strategies to minimize food waste at all 

stages of the supply chain, from purchasing and storage to preparation 
and service. Donate surplus food to food banks or charities. Compost food 
scraps and other organic waste. 

 Use Sustainable Packaging: Switch to packaging materials that are 
recyclable, compostable, or biodegradable. Reduce the use of single-use 
plastics. Encourage customers to bring their own reusable containers and 
bags. 

 Conserve Water and Energy: Install water-efficient fixtures and 

appliances. Implement energy-efficient lighting and heating systems. Train 
staff on water and energy conservation practices. 

 Source Sustainable Ingredients: Prioritize ingredients from farms and 
suppliers that use sustainable practices, such as organic farming, 
regenerative agriculture, and fair trade. Support local farmers and 
producers. 

 Promote Plant-Based Diets: Offer more plant-based options on menus. 
Educate customers about the environmental benefits of plant-based diets. 

 Reduce Transportation Emissions: Source ingredients locally to reduce 

transportation distances. Use fuel-efficient vehicles for deliveries. 
Encourage customers to walk, bike, or use public transportation. 

 Proper Waste Management: Implement a comprehensive waste 
management program that includes recycling, composting, and proper 
disposal of hazardous waste. 

 Educate and Engage: Educate staff and customers about environmental 
issues and sustainability practices. Engage with the community to promote 
environmental awareness. 

 Support Environmental Organizations: Donate to or volunteer with 

environmental organizations that are working to protect the environment. 
 Obtain Environmental Certifications: Seek environmental certifications 

such as LEED, Green Seal, or B Corp to demonstrate commitment to 
sustainability. 

 
By adopting these practices, the F&B industry can significantly reduce its 
environmental impact and contribute to a more sustainable future. 
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KP-RETP – Component 2 
Classroom SECAP Evaluation Checklist 
Purpose: 
To ensure that classroom-based skills and entrepreneurship 
trainings under KP-RETP are conducted in an environmentally 
safe, socially inclusive, and climate-resilient manner, in line with 
the Social, Environmental, and Climate Assessment 
Procedures (SECAP). 
 
 
 
Evaluator: _______________________ 
Training Centre / Location: _______________________ 
Trainer: _______________________ 
Date: _______________________ 
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Category  Evaluation Points       
Status 

Remarks 
/Recommendation 

Yes NO 
Social 
Safeguards 

Is the training 
inclusive (equal 
access for women, 
youth, and vulnerable 
groups)? 

   

Does the classroom 
environment ensure 
safety and dignity for 
all participants (no 
harassment, 
discrimination, or 
child Labor)? 

   

 Are Gender 
considerations 
integrated into 
examples, 
discussions, and 
materials? 

   

Is the Grievance 
Redress Mechanism 
(GRM) process, 
along with the 
relevant contact 
number, clearly 
displayed in the 
classroom 

   

Are the Facilities and 
activities being 
accessible and 
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inclusive for 
specially-abled 
(persons with 
disabilities) 

Environmental 
Safeguards 

 Is the classroom 
clean, ventilated, and 
free from pollution or 
hazardous materials? 

   

Is there proper waste 
management (bins, 
no littering) 

  
 

 Are materials used 
in practical sessions 
environmentally safe 
(non-toxic paints, 
safe disposal of 
wastes)? 

   

 Are lights, fans, and 
equipment turned off 
when not in use 
(energy 
conservation)? 

   

Climate 
Resilience 

Are trainees oriented 
on how their skills 
link with climate-
friendly practices 
(e.g., renewable 
energy, efficient 
production, 
recycling)? 

   

Are trainers 
integrating climate-
smart examples in 
teaching content? 

   

Are basic health and 
safety measures 
available (first aid kit, 
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Overall remarks/ recommendations 
 

Name  Designation Signature  Date 

    

 
 

safe exits, fire 
safety)? 

Is the trainer using 
protective gear or 
demonstrating safe 
tool use (where 
relevant)? 

   

Institutional 
Aspects 

 Is SECAP 
awareness shared 
with trainees (via 
short briefing, 
posters, or 
examples)? 

   

Are trainees 
encouraged to report 
unsafe, unfair, or 
environmentally 
harmful practices? 

   

Overall 
Compliance Overall SECAP 

compliance observed 

☐ High      

☐ 
Medium 

 ☐ Low 

 


	Module 1: Health & Safety in Food & Beverages Services
	Introduction
	Module Objectives

	Safety & Sanitary Standards in Food & Beverage Operations
	1. Hazards in the Workplace
	Narration:
	Examples of Hospitality Industry Hazards:

	General Safety Practices & Precautions
	Narration:
	General Guidelines:
	Serving Safety – 3 Golden Rules:

	3. Accidents in the Kitchen
	Common Types of Accidents:
	Cause of Accidents:

	4. First Aid and Fire Safety
	Elementary First Aid Procedures:
	Fire Safety Procedures:

	5. HACCP Principles
	Narration:
	Key HACCP Steps:

	6. Workplace Sanitation & Personal Hygiene
	Narration:
	Guidelines:

	Trainer Notes
	Assessment Criteria
	Fire safety procedures
	Personal Protective Equipment

	Personal Protective Equipment (PPE) in Food & Beverage Operations
	Introduction
	1. Clothing
	Narration:
	Guidelines:

	2. Eye Protection
	Narration:
	Guidelines:

	3. Hand Protection
	Narration:
	Guidelines:

	4. Footwear
	Narration:
	Guidelines:

	5. Hearing Protection
	Narration:
	Guidelines:

	6. Respirators
	Narration:
	Guidelines:

	Trainer Notes
	Assessment Criteria

	OH&S in Hospitality Operations
	Introduction
	1. OH&S in Cookery and Patisserie
	2. OH&S in Hospitality Sectors
	3. OH&S in Front Office
	4. OH&S in Food & Beverage Service
	5. OH&S in Housekeeping
	6. General Safety Requirements
	7. Accident Reports
	Why Report?
	Reporting Guidelines:

	Trainer Notes
	Assessment Criteria

	Fire and Emergency Procedures in Hospitality
	1. Workplace Emergency Procedures
	Narration:
	Types of Emergencies:
	Key Guidelines:

	2. Actions in Case of an Emergency
	3. Fire Safety
	4. Bomb Threat Procedures
	During a Bomb Threat Call:
	Bomb Threat Questions to Ask:

	5. Evacuation Procedures
	regular drills. Key Features:

	6. Workplace Security Procedures
	Narration:

	Trainer Notes
	Assessment Criteria

	Scope of Hospitality and Occupation of Waiters
	Key Features of Scope:
	Definition of Occupation: Waiter/Server
	General Duties:

	Duties & Responsibilities of a Waiter
	Typical Duties:

	Top Qualities of a Great Waiter
	Qualities:
	Qualities of a Great Waiter:

	Trainer Notes
	LU1.1.1: Introduction to Safety
	LU1.1.2: Personal Safety Practices
	LU1.1.3: Hazard Awareness
	LU1.1.4: Emergency Preparedness
	LU1.1.5: Basic First Aid Awareness
	Practical Units (PU) for F&B Safety
	Trainer’s Role
	Assessment Criteria
	LU1.1.5: Basic First Aid Awareness (Expanded)

	Module 1.2: Maintain Professionalism Throughout the Shift (F&B Services)
	Module Objectives
	LU1.2.1: Pre-Test Training Test
	LU1.2.2: Introduction to Professionalism in F&B
	LU1.2.3: Personal Grooming and Hygiene Standards
	Standards Include:


	Professionalism & Personal Attributes
	Definition of Professionalism
	Key Attributes of Professionalism
	Narration:
	Bullets:
	Narration: (1)
	Bullets: (1)
	Narration: (2)
	Bullets: (2)
	Narration: (3)
	Bullets: (3)
	Narration: (4)
	Bullets: (4)
	Narration: (5)
	Bullets: (5)

	Trainer Notes
	Assessment Criteria
	LU1.2.4: Workplace Ethics and Etiquette
	1. Ethics in the F&B Workplace
	Narration:
	Key Ethical Principles (F&B Context):

	2. Etiquette in the F&B Workplace
	Narration:
	Key Etiquette Practices (F&B Context):

	Trainer Notes (1)
	Assessment Criteria (1)

	Do’s & Don’ts for Waiters (Professionalism in Service)
	Introduction
	Table 1: Professional Expectations – Do’s & Don’ts for Waiters
	Trainer Notes
	Assessment Criteria
	The Role of Wait Staff in Customer Service
	Key Questions for Quality Service
	Why Customers Choose a Business
	Three Levels of Customer Perception
	It includes: Sender, Message, Channel, Receiver, Feedback, Context, and Noise.
	Responsibilities:
	Effective Message Qualities:
	Considerations when choosing a channel:
	Responsibilities of Receiver:
	Types in F&B:


	Waiter Service Etiquettes
	Introduction
	1. Conscientious Service
	Narration:
	Bullets:

	2. Handling Problems
	Narration:
	Bullets:

	3. Dishes and Silverware
	Narration:
	Bullets:

	4. Additional Considerations
	Narration:
	Bullets:

	Trainer Notes
	Assessment Criteria

	Required Competencies for a Waiter/Server
	Introduction
	A. Knowledge & Technical Skills
	1. Understanding the Hospitality and Catering Industry
	2. Personal Hygiene, Appearance, and Grooming
	3. Basic First Aid and Emergency Response
	4. Safe Food Handling and HACCP Principles
	5. Health and Safety Practices
	6. Maintain Professional Outlet Standards
	7. Communication and Social Skills
	8. Prepare and Clear Service Areas
	9. Serving Food and Beverages
	10. Provide Carvery/Buffet Service
	11. Deliver Effective Guest Service
	12. Complete Food Outlet Shifts Effectively

	B. Soft Skills (Personal Attributes)
	Details for Each Skill (Within the Chart):

	Trainer Notes
	Assessment Criteria

	LU1.2.6: Time Management and Stress Handling in Restaurants
	1. Prioritization
	2. Organization
	3. Delegation
	4. Batching
	5. Planning
	Start of Shift
	Review Tasks
	Prioritize
	Prepare Station
	Guest Arrives
	Greet/Seat
	Take Order
	Send to Kitchen
	Serve Drinks/Sides
	Serve Food
	Check on Guest
	Clear Table
	Present Bill
	Process Payment
	Thank Guest
	Reset Table
	Repeat
	LU1.2.7: Understanding Organizational Culture
	LU1.2.8: Importance of Guest-Centric Attitude
	Practical Activities (PU) Integration
	Assessment Criteria

	Module 2: Develop Interpersonal Skills
	Module Objectives
	LU2.1: Develop and Use Communication Skills in the Hospitality Industry
	Practical Units (PUs)

	The Communication Cycle
	The Importance of Politeness, Respect, and Clarity
	Minimizing Noise in Communication
	Understanding Verbal Communication
	Understanding Non-Verbal Communication
	The Importance of Consistency
	Building Trust Through Consistent Communication
	Practical Applications
	Conclusion
	• Maintain Eye Contact:
	• Nod and Show Attentiveness:
	• Repeat/Confirm Orders:
	• Avoid Interrupting:

	The Foundation of Hospitality Success: Teamwork
	Defining Teamwork: Shared Goals and Cooperation

	Navigating Conflict: A Path to Growth
	Resolving Conflicts Calmly and Avoiding Blame

	The Power of Feedback: A Tool for Continuous Improvement
	Giving Feedback: Specific, Respectful, and Solution-Oriented

	Understanding Assertiveness
	Key Components of Assertiveness

	Benefits of Assertiveness
	Techniques for Developing Assertiveness
	Assertiveness in Different Contexts
	Narration:
	Key Points:

	Self-Assessment: Strengths vs. Areas for Growth
	Identifying Strengths:
	Identifying Areas for Growth:
	Examples of areas for growth might include:

	Setting SMART Goals
	Examples of SMART Goals:

	Commit to Ongoing Practice and Feedback
	Practice:
	Feedback:
	Trainer Notes
	Assessment Criteria
	Module Objectives

	Prepare, Clear Service and Guest Areas for Food and Beverage Service
	1. Introduction
	2. Setting-up for F&B Service (Mise en Place)
	 Check Reservations
	 Seating Plans & Stations
	 Cleanliness of the Restaurant
	 Table & Chair Preparation
	 Linen Preparation
	 Polishing of Service Items
	 Side Station Preparation
	 Condiments & Extras

	3. Table Setting

	Meal Service Procedures in Food & Beverage Operations
	1. Breakfast Service
	Narration:
	Guidelines:
	 Finger bowls:

	2. Lunch Service
	Narration:
	Guidelines:

	3. Dinner Service
	Narration:
	Guidelines:
	 Entrée:
	 Salad:

	Trainer Notes
	Assessment Criteria
	4. Clearing Procedures
	5. Trainer Notes
	6. Assessment Criteria
	Learning Units (LUs)
	Narration:
	Bullets:
	Narration: (1)
	Bullets: (1)
	Narration: (2)
	Bullets: (2)
	Narration: (3)
	Bullets: (3)
	Narration: (4)
	Bullets: (4)


	Menu Knowledge & Customer Information
	1. Introduction
	2. Menu Knowledge Essentials
	3. Advising on Menu Items
	 Dietary Needs:
	 Health Preferences:
	 Ingredient Origin:
	 Dessert Options:
	 Wine Pairing:

	4. Customer Interaction & Service Mindset
	Strong customer focus is key.

	5. Advising on Culinary Terms
	Cooking Methods
	Degrees of Doneness for Meats
	Why Cooking Methods Matter
	6. Trainer Notes
	7. Assessment Criteria

	Serve Food & Beverage – Purpose and Principles of Menus
	1. Introduction
	2. Purpose of Menus
	3. Principles of Menus
	4. Factors Affecting Menu Styles
	Common Styles:

	5. Classical Menu Sequence
	6. Types of Menus
	 Static Menus
	 Special Menus
	 Cycle Menus

	7. Menu Types by Service Style
	8. Meal-Specific Menus
	 Breakfast Menus
	 Lunch Menus
	 Tea Menus (Morning & Afternoon)
	 Dinner Menus
	 Snacks & Hors d’oeuvres
	 Function Menus

	9. Menu Design Principles

	Provide a Carvery/Buffet Service
	1. Introduction: Principles of Food & Beverage Service
	2. Establishment Characteristics
	3. Characteristics of Different Establishments
	5. Linking to Buffet/Carvery Service
	Narration:
	Bullets:

	Practical Units (PUs)
	 PU3.8: Welcoming and Seating Guests + Clearing Plates Efficiently

	Trainer Notes
	Assessment Criteria

	Module 4: Provide a Carvery/Buffet Service
	Module Objectives
	Learning Units (LUs)
	Narration:
	Bullets:
	Narration: (1)
	Bullets: (1)

	Practical Units (PUs)
	 Bullets:
	 Bullets: (1)
	 Bullets: (2)
	 Bullets: (3)
	 Bullets: (4)
	 Bullets: (5)
	 Bullets: (6)
	 Bullets: (7)
	 Bullets: (8)
	 Bullets: (9)
	 Bullets: (10)
	 Bullets: (11)

	Trainer Notes
	Assessment Criteria
	Module Objectives (1)
	Learning Units (LUs) (1)
	Narration:
	Bullets:
	Narration: (1)
	Bullets: (1)
	Narration: (2)
	Bullets: (2)
	Narration: (3)
	Bullets: (3)


	Greeting and Seating Guests
	1. Introduction
	2. Greeting Guests: First Impressions
	Best Practices:

	3. Reservation Handling
	 If a booking exists:
	 If no booking:

	4. Cloakroom & Guest Comfort
	5. Guiding Guests to Their Table
	6. Seating Procedure
	7. Professional Etiquette During Seating
	8. Key Trainer Notes
	Practical Units (PUs)
	Trainer Notes
	Assessment Criteria
	Module Objectives
	Learning Units (LUs)
	Narration:
	Bullets:
	Narration: (1)
	Bullets: (1)
	Introduction to Entrepreneurship:
	Introduction to Environmental Issues:
	 Types of Environmental Hazards:
	 Impact of Human Activity:
	 Conservation and Sustainability:
	 Climate Change:
	 How to Contribute:
	Narration: (2)
	Bullets: (2)
	Narration: (3)
	Bullets: (3)

	Practical Units (PUs) (1)
	 PU6.1: Introduction to Sustainable Business Practices
	 PU6.2: Identifying and Reducing Environmental Impact
	 PU6.3: Waste Management and Resource Efficiency
	 PU6.4: Green Supply Chain and Procurement Strategies
	 PU6.5: Group Task and Assignment

	Trainer Notes (1)
	Assessment Criteria (1)

	Introduction to Entrepreneurship
	Types of Entrepreneurships
	Business Idea Generation
	Business Planning and Strategy
	Financing Business
	Entrepreneurship Challenges and Possible Solutions
	PU 6.3: Waste Management and Resource Efficiency
	PU 6.4: Green Supply Chain and Procurement Strategies
	PU 6.5: Group Task and Assignment
	Assignment:

	Introduction to Environmental Issues
	Type of Environmental Hazard
	The Impact of Human Activity on the Environment
	Conservation and Sustainability
	Key sustainability practices in the F&B industry include:

	Climate Change and Its Effects


