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Introduction to the tenth edition

Aim of the hook

Food and Beverage Service covers the knowledge and skills necessary for those studying an
variety of levels in food and beverage service. The book also provides a framework on
studies and to relate further acquired knowledge and experience.

in-company training programmes.

Trends in the food service indus
The demand for food and beverages away fro
also continuing to diversify to meet the deman
Expansion of the industry has generally meant
and drives for efficiency, has seen_a streamlining

relationship betwee ing, requirentents, cultural and religious influences, vegetarianism,
and customer acceptar i i tion and genetically modified foods. Ethical and
environmental con ' important. The food service industry is a substantial user of
resources. There are achieve sustainable and respon51ble sourcmg, save energy, reduce

e thére are many examples of operations working with the highest levels of competence,
tely, operations that believe food and beverage service is something anyone can do.

meal is tly enhanced, as the service staff have the confidence and time to be genuinely welcoming.

Any successful food service operation requires all elements to work as a whole: service personnel working together
with chefs and the menu and wine and drink lists being in harmony with the food. The essential contribution by
food and beverage service professionals cannot be underestimated. Michelin Stars or AA Rosettes, for instance,

are awarded to restaurants as a whole, not to individuals. Service managers and service staff, and their skills and
professionalism, should therefore have the same focus of attention as any other industry professionals. However,
food and beverage service represents the ultimate paradox: the better it is, the less it is noticed.
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The tenth edition

The content of the book has been structured to follow a logical progression from the underpinning

knowledge of food and beverage operations, service areas and equipment, menus and beverages, through to
interpersonal and technical service skills, advanced technical skills and then on to key supervisory aspects.
An explanation of how information can be found in the book is given in the section ‘How to use

The actual operation of the service will follow the style and business
John Cousins and Suzanne Weekes, March 2020

John Cousins is a recognised international authority on food

awn upon a variety of experience and literature.
dividuals and organisations who gave their

ext. In particular we would like to thank our guest
College and John Dunning of Sheffield Hallam University,
ok, Dennis Lillicrap, for his many years of contributions.

We would like to express our since
assistance and support in the update

Soctety International (FCSI) UK and Ireland; David Foskett, author and consultant and
spitality Studies; Simon Girling, Food and Beverage Director, The Ritz Hotel, London;
anaging Director, Gleneagles Hotel, Auchterarder, Scotland; David Graham, principal
management, Sheffield Hallam University; Amy Hollier, author and hospitality consultant;
IFS Pub ; The International Coffee Organization; International Organization for Standardization;
Alexandros Kaloudas, Restaurant & Executive Lounge Manager, Hilton Bankside; Thomas Kochs, Managing
Director, The Corinthia, London; Louvet Turner Coombe Marketing; Meiko UK Ltd; National Checking
Company; Maidaid Halcyon; Operations Team at the London College of Hospitality and Tourism, Ealing; The
Restaurant Association of Great Britain; Russums; Six Continents Hotels, London; Louise Smith, Flowers by
Louise, Birmingham; Royal Academy of Culinary Arts, UK; Snap Drape Europe Limited; Sodexo UK and Ireland,
Steelite International; The Tea Council, Uniwell Systems (UK) Ltd/Palm TEQ UK; John Williams, Executive Chef,
The Ritz Hotel, London; Williams Refrigeration,; Wimpy UK; Wine-Searcher.com; WorldSkills International.
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How to use this book

The information in the book can be accessed in the following ways:

B Using the detailed contents list at the front of the book (pages iii—vi)
B Using the index at the back of the book (page 401)

B Using the master reference chart (pages ix—xii).

The master reference chart takes account of the various examining and awarding bod
assessment requirements. The chart lists aspects of food and beverage service and identi
section where that information is detailed.

Because of the wide variety of hospitality operations, the chart indic

requirement, as well as a means of finding information.

To use the chart, first select the aspect you are interestg

Chapters/sections and

Tasks and duties page numbers

Industry knowled
Define food and be! 1.1, page 1
1.1, page 2
1.1, page 3
1.2, page 5
1.2, page 6
1.2, page 7
1.3, page 8
1.4, page 10
Differentiate between levels and standards of service 1.4, page 11
Describe food production methods 1.5, page 12
Distinguish between the service sequence and the customer process 1.5, page 12
Outline the relationship between the different operating systems in a 1.6, page 13
food service operation

300156_FM_FBS_10E_BP_00i-xii.indd 9
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Tasks and duties

Chapters/sections and
page numbers

Describe food and beverage service methods 1.6, page 15
Identify the main job titles and roles within food and beverage service 1.7, page 18
Contribute to protecting the environment 1.8, page 23

Personal skills

Identify factors for success in food and beverage service

Develop attributes necessary for food and beverage service

2.2, page

2.3, page 28

Develop competence in essential technical skills

2.4, page 31

Develop good interpersonal skills

Be able to deal with:
adults
children

Comply with key service conventions and know the reasons for them
those with mobility difficulties
those with communication difficulties

2.5, page
2.5, page 40
2.5, page 41

12.3, page 361

customer complaints Q

2.2, page 25 and 2.7, page 46

2.7, page 46

2.7, page 46

2.7, page 48

2.7, page 50

customer incidents
Work within legal requirements
Health, safety and security
Maintain personal health and hygiene
Maintain a safe environment
Observe food safety requirements
Avoid hazards

2.7, page 50

2.7, page 52

2.7. page 53

2.7, page b4

2.7, page 54

2.7, page 53

knowledge of:

® service areas and equipment

® menus

® menu knowledge and accompaniments
® wine and drinks lists

@ non-alcoholic drinks, including hot drinks
® wine

@ other alcoholic beverages

Chapter 3, pages 55-84

4.1, page 85 to 4.4, page 92
4.5, page 96 to 4.17, page 121
5.1, page 123

5.2, page 127 t0 5.7, page 141
5.9, page 147

5.10, page 159 to 5.15, page 167

300156_FM_FBS_10E_BP_00i-xii.indd 10
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Tasks and duties

Know and apply the guidelines for safe, sensible drinking

Chapters/sections and
page numbers

5.8, page 145

Develop wine tasting techniques

5.16, page 169

Develop skills in matching food and wine/drinks

5.17, page 173

Service sequence

Take bookings for table service

Prepare service areas:
® table service
@ self-service, assisted service and single point service

7.1, page 240, 7.

Take orders for food and beverages and determine customer requireme

6.3, page 201

Serve food:

® plated service

® silver service

® self-service, assisted service and single point servic

Serve beverages:
® wine

@ other alcoholic beverages
@ non-alcoholic beverages

6.6, page 221
6.6, page 218
6.7, page 230

Clear during service:
® table service

6.8, page 233
7.4, page 253

Deal with billing and paymen

12.9, page 379

Clear service areas after service:

@ table service 6.9, page 237
® self-service, ag 7.5, page 254
Additional servi
Provide other meal
® breakfast 8.1, page 256
8.2, page 261
scribe the different s& 9.1, page 266
Provide
9.2, page 266
9.3, page 272

inting and filleting
® prepare, cook and serve food in a food service area

10.1, page 277

10.2, page 280

10.3, page 284 to 10.12,
page 324
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Tasks and duties

Events

Chapters/sections and
page numbers

Contribute to event administration

11.1, page 328, 11.2, page 330,

Contribute to event organisation

Prepare for and serve at events

Provide service at weddings

Supervisory responsibilities

Develop supervisory skills

Contribute to the development of teams and individuals

Maintain staffing levels

Ensure compliance with legal requirements

Maintain and improve customer relations

Contribute to pricing for food and beverages

Implement sales development activities

Maintain stock control

12.6, page 370

12.7, page 375

Maintain beverage control

Maintain practices and procedures for handling

12.8, page 377

12.9, page 379

Maintain cleaning programm

2.7, page 52

Maintain vending machine servic

3.13, page 82

Plan and deliver evgnts

Chapter 11, pages 328-349

Contribute to the

12.7, page 375, 12.8, page 377,
12.9, page 379, 12.10,
page 386

ote: A glossary of

ice terms is included in the book on pages 390-396.
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Chapter 1 The food service industry

sectors within the food service industry, categorised according to the type of
able 1.1 provides a list of industry sectors and identifies the prime purpose of
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Chapter 1 The food service industry

Table 1.1 Sectors of the food service industry

Industry sector

Purpose of the food service

operation

Industry sector — alternative
terminology

accommodation

Hotels and other tourist

Provision of food and drink
together with accommodation
services

Hotels, motels and other tourist
accommodation

Often referred to
industry

operations

Restaurants including
conventional and specialist

Provision of food and drink,
generally at a high price with high
levels of service

houses

Popular catering/casual
dining including cafés, pizza,
grills, specialist coffee shops,
roadside restaurants and steak

Provision of food and drink,

generally at low/medium price wi
limited levels of service and often
high customer throughput

and Burger King

Fast food including McDonalds

street market stalls

Takeaway including KFC,
snacks, fish and chips,
sandwich bars, kiosks and

Retail stores

Separate eating an

® extent of menu, e.g. limited
to full
® price range, e.g. low to high

Retail market

Leisure attractions
as theme parks, m

Event market

e of food and drink to
peopl&engaged in another pursuit

Leisure market

Provision of food and drink,
together with petrol and other retail
services, often in isolated locations

Highway (interstate) market

Provision of food and drink to
people at work

Business and industry (B&l)

300156_C01_FBS_10E_BP_001-024.indd 2
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1.1 Sectors of the food service industry

Table 1.1 Sectors of the food service industry (cont.)

Industry sector Purpose of the food service Industry sector — alternative
operation terminology

Welfare catering Provision of food and drink to Social caterer/foodservice (student,
people in colleges, universities, healthcare, institution

the armed forces and to people military)
through established social need

Licensed trade including public | Provision of food and drink in Separate dg
houses, wine bars, licensed an environment dominated by some unit

clubs and members’ clubs licensing requirements separate eati
places shown a

Transport catering including Provision of food and drink to
railways, airlines and marine people on the move

Transportation mark

Event catering (or ‘off-premises | Provision of food and drink away
catering’) from home base; supplier;
associated with a maj

ing market

Note on definitions

‘catering’ is often used to refer to all food an
understood one-word term ‘foodservice’ whi

here is also the more internationally
an the same. However, the term

provision as ‘foodservice’.

Sector variables
Each sector of thed

B Historical backg
B Reasons for custg
B Size of sector:

State of sector development

Primary/secondary activity
Types of outlets

Profit orientation/cost provision
Public/private ownership

300156_C01_FBS_10E_BP_001-024.indd 3 06/06/20 4:46 PM



Chapter 1 The food service industry

These variables enable a comprehensive picture of sectors to be compiled and provide the basis for
comparison between the different sectors.

Sectors where food service is part of the main business include hotels, independent and chain restaurants,

popular catering, pubs and wine bars, fast food and banqueting. Sectors where the food service is provided
as part of another business include transport catering, welfare, clubs, education, industrial feediag and the
armed forces.

Some sectors provide food and beverages for profit, whereas others work within the cq
budget, often called cost provision (for example, welfare catering and industrial categ
some sectors provide services to the general public whereas others provide them
people.

It is useful to define these different types of market as follows:
B General market

O Non-captive: customers have a full choice.
B Restricted market

O Captive: customers have no choice, for example, welfarg

be used. For example, in captive markets
p-captive markets this is unlikely to be

customers might be asked to clear their own &
successful.

Cost provision

Restricted market Restricted market

Transport cateri
Clubs

Institutional catering
Schools

Business and indus
(contr

Universities and colleges

Retail stores Hospitals

[fare

Events/conferences/exhibitions Armed forces

Leisure attractions Prisons

Motorway service stations Business and industry/industrial
(in-house)

Pubs and wine bars

Event catering (off-premises catering)

300156_CO01_FBS_10E_BP_001-024.indd 4 06/06/20 4:46 PM



1.2 Food service operations

1.2 Food service operations

Food service (or food and beverage) operations in the hospitality industry provide food and drink ready for
immediate consumption (excluding retailing and food manufacturing).

The various elements that make up a food service operation can be represented as the eight stages of the food

service cycle:

1 Consumer and market: existing and future consumer needs and the potential market
the operation.

2 Policy and objectives: these guide the operational methods that will be used.

3 Customer service specification: includes the range and type of menu and bevera
as well as other services, and the service levels offered and prices to be charged.

4 Facilities: the planning, design and operational capability of the facilities and the plant
required to support the customer service specification.

5 Purchasing: developing purchasing, storage and stock control me
production, beverage provision and other services provided.

6 Production and service: using efficient food production and

8 Monitoring of customer satisfaction: continually 8 i t to which the operation is meeting

The eight stages of the food service

cycle follow a logical sequence, from
determining the market needs the ! Cdonsu:uir
L and marke
operation is intended to meet, \
checking whether this is actua
. . S 2 Policy and
achieved, as illustrated in Figure o
objectives
The food service cycle helps us to \
understand how a
works. Difficulties 3 CL.JStomer
] i 7 Control of service
cycle will cause dif costs and specification
revenues
[
: and control of _ 4 Planning
difficulties 6 Production and d'e.s[gn
and services of facilities

N |~

5 Purchasing

Figure 1.1 The food service cycle

adequate stock control,
equipment shortages, poor room layouts or
staffing problems.

The food service cycle can also be used to analyse and compare how different food service operations work.
It provides a standard checklist so that information about a specific operation can be collected and organised
in a specific way. This information can then be compared with the equivalent information about other food
service operations.
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Chapter 1 The food service industry

Types of food service operations

Table 1.3 shows some of the wide range of food service operations available.

Table 1.3 Types of food service operations

Description

Type of operation

Bistro Often a smaller establishment, with tables and bentwood ¢
decor and friendly informal staff. Tends to offer honest, b
cooking

Brasserie Generally, a fairly large, styled room with a long bar, T

Caféteria Primarily self-service operations with
counter or counters in varying designs

Casual dining Term mainly associated with g of styles,
serving a range of meals main meals,
can also be

Destination restaurant 5
erages and service. Usually table
personal and highly attentive. Generally

Fine dining

ommercial fast-food and takeaway operations but
Delivery can be to the home or to locations such as

Home delivery

Health food and i lisation of operations into vegetarianism and/or health foods
restaurants vegetarian food is not necessarily healthy) to meet lifestyle needs

Indian, Oriental, Asian, Spanish, Greek, Italian, Creole and Cajun are just
some of the many types of cuisine available, with establishments tending to
reflect specific ethnic origins. Many of the standard dishes may also appear
within a range of other menu types

Slick modern interior design coupled with similar approaches to
contemporary cuisine and service. Busy and bustling and often large and
multileveled

Food service operations that appear for a limited time, which can range
from a day to several months. Can be established restaurant operations in
a different location or new talent showing off their skills without long-term
financial risks. Cuisines vary from street food to high end dining. Heavily
reliant on social media for success

300156_C01_FBS_10E_BP_001-024.indd 6 06/06/20 4:46 PM



1.2 Food service operations

Table 1.3 Types of food service operations (cont.)

Type of operation Description

Public houses/licensed Licensed environment primarily for drinking alcoholic beverages. May be
premises/bars simply a serving bar with standing room for customers or may have more

restaurant service (sometimes called gastropubs)

Restaurant Term used to cover a wide variety of operations. Pric
service, décor, styles, cuisines and degree of choice
the range of types of operation. Service ranges from fu
assisted service such as carvery-style operations

Street food Specialising in a variety of local and international food offeringsy

souvenir and food markets and tempo

markets
Takeaway and fast-food Providing ‘grab and go’ se
outlets kiosks, takeaways and g

coffee outlets and
well as providing a Va
restaurants

Themed restaurants i in orient for example, Icelandic hot rock with food

Wine bars [ rie-style operation, commonly wine

t necessarily the type of customer demand being
otorway service stations, in airline terminals, at railway

B Nature of market being met B Production methods

B Legislative controls B Type and capability of equipment
B Scale of operation B Service methods

B Marketing/merchandising B Dining arrangements

B Style of menu and drinks list W Seating time

B Range of choice B Number of covers available

B Opening times/service period B Capacity

300156_C01_FBS_10E_BP_001-024.indd 7 06/06/20 4:46 PM



Chapter 1 The food service industry

Staff working hours

Staff organisation

Staff capability

Number of staff

Specialised service requirements
Provisioning and storage methods

Billing methods

Checking (order taking) methods
Clearing methods

Dishwashing methods

Methods for control of costs/revenue

Customer experience variables
Food and drink available

B Level of service and other services
B Price range/value for money
|

Cleanliness and hygiene

Performance measure variables

Seat turnover/customer throughput
Customer spend/average check

Revenue per member of staff

Productivity index

Ratio of food and beverage sales to total sales
Sales/profit per sq m (or ft)/per seat

These different groups of variables enable the
beverage operation and can be used to draw
(page 5) also provides a useful checklist when

Performance measures are considered again in
are discussed in Section 1.3. T

type of people they a on may be a business customer during the week, but a member
may want a quick lunch on one occasion, a snack while travelling and a

or example, going out with friends or business colleagues; attending a function to meet others

m psychological: for example, the need for enhancement of self-esteem; fulfilling lifestyle needs; the need
for variety; as a result of advertising and promotion

m convenience: for example, as a result of being unable to get home (shoppers, workers) or attending some
other event (cinema, theatre); the desire for someone else to do the work; the physical impossibility of
catering at home (weddings and other special functions).

300156_C01_FBS_10E_BP_001-024.indd 8
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1.3 The meal experience

As the reasons for eating out vary, so too do the types of operation that may be appropriate at the time.
Differing establishments offer different service, in both the extent of the menu and the price, as well as
varying service levels.

The experience economy
Customers do not buy service delivery, they buy experiences; they do not buy service quality,
memories; they do not buy food and drink, they buy meal experiences. The service produ
being managed solely by the traditions of the service economy. Instead it has to offer uni
experiences as part of the delivery interaction, now termed the ‘experience econom

Customer satisfaction

one person fails to turn up or behaves in a disagreeable way, then the
meal even though this is not the fault of the operation.

The customer who is unable to satisfy their needs will be a d
be dissatisfied with unhelpful staff, cramped conditions g
the responsibility of the food and beverage operation,
being dissatisfied are beyond the operation’s contro
transport problems.

on, the weather, other customers or

Customer choice

Not all customers have a full choice. Those wh as the non-captive market; those who

and drink to be consumed a of operdtion to which they wish to go. While certain
types of food service operation pes of customer, this is by no means true all the
time. The same i ifferent operations depending on their needs at a
given time, fo : i t, a quick office lunch or a wedding function.

Semi-captive ai i

identify these factors, which range from location to the acceptance of credit cards, and from attitudes of staff
to the behaviour of other customers. These factors are summarised in Table 1.4.
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Chapter 1 The food service industry

Table 1.4 Meal experience factors

Factor Description

Food and heverages on offer | Includes the range of food and beverages, choice, availability, flexibility for
special orders and quality of the food and beverages

Level of service The level of service required by customers depends on their nee
particular time. For example, a couple on a romantic night ou
quiet table in a top-class restaurant, whereas a group of y
be seeking more informal service. This factor also takesd
importance to the customer of other services, such as
facilities, acceptance of credit cards and the reliability of t

Level of cleanliness and This factor relates to the premises, equipment and staff. Ovi
hygiene few years, this factor has increased in importance in customer
Media focus on food production and isks involved in buying
heightened awareness of health and h

Perceived value for money | Customers have perceptions @ end and
and price relate this to differing type =Stae i 0 see note on

Atmosphere of the This factor takes aa i r, lighting, heating,
establishment

B meeting or exceeding custo
knowing the benefits and featu
being able to listen actively

being friendly e
being able to ad@pt mnre
customers, for ex ¢ anouage or learning difficulties, health issues, disabilities, different
age groups, cultu 2 cular dietary requirements

idimg, the use o

For individuals working in food and beverage service, the benefits of providing good customer service include:
B recognition by management for promotion and monetary reward
B achieving job satisfaction, which leads to increased motivation and loyalty.

Defining the customer service of an operation
In order to meet the customer’s expectations and to enhance their meal experience, a food service operation
will determine the level of customer service the customer should expect within the operation.
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1.4 Customer service

Customer service in food service operations is a

combination of five characteristics:

m Service level: the intensity of or limitations
in, the individual personal attention given to
customers.

m Service availability: for example, opening
times and variations in the menu and
beverage list on offer.

m Level of standards: for example, the food
and beverage quality, décor, standard of
equipment being used and level of staffing
professionalism.

m Service reliability: the extent to which the
product is intended to be consistent and its ~ Figure 1.2 A formal
consistency in practice. Hotel, Scotland)

m Service flexibility: the extent to which alternatives are avail
the standard products that are offered.

A food service operation will determine the customer sejg
these five customer service factors.

Use of resources
Although a food service operation is designe
of resources. The three resources used in foo
m Materials: food, beverages and short use eq
m Labour: staffing costs

m Facilities: premises and p

The management team must alwa ship between the level of business and the ability of
equirements while also ensuring all resources are

carried out. Procedures include meeting and greeting, order taking, seeking
dealing with complaints, payment and meeting any special needs of customers. The

usually have written statements of both technical and service specifications (often called a
customer service specification). These may also be detailed in staff manuals that outline expected standards
of performance.

Level of service and standards of service

There can be confusion when referring to levels of service and standards of service:

m Level of service in food service operations range from very limited to complex, with high levels of
personal attention.

m Standards of service measure the ability of the operation to deliver the service level it is offering.
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Chapter 1 The food service industry

An operation might therefore offer
low levels of service, such as a fast-
food operation, but may do this

at a very high standard. Similarly,
an operation may offer a high level
of service, such as a full-service
restaurant, but may do so with low
standards.

Further considerations
Good customer service also
depends on the interpersonal skills
of the staff (see Section 2.5, page
37) and the attention to issues that
affect customer service (see Section

124, page 364).
Hotel, Scotland)

1.5 Food production method

on the way the food is prepared, processed (& 2 erved. Using this approach, nine standard
production methods can be identified, as sho

Table 1.5 Food production methods

Method

Conventional

Convenience i ainly convenience foods

Call order is cooked to order either from customer (as in cafeterias) or

Continuous flow

uction process may be separated (e.g. fast food)

roduction not directly linked to service. Foods are ‘held’ and distributed to
parate service areas

d production storage and regeneration method using the principle of low
temperature control to preserve qualities of processed foods

Cook-freeze Production, storage and regeneration method using the principle of freezing to
control and preserve qualities of processed foods. Requires special processes to

assist freezing

Sous-vide Method of production, storage and regeneration using the principle of sealed
vacuum to control and preserve the quality of processed foods

Assembly kitchen A system based on accepting and incorporating the latest technological
developments in manufacturing and conservation of food products

In practice, many food service operations combine a number of these food production methods to meet the
needs of the operation.
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1.6 Food and beverage service methods

1.6 Food and beverage service methods

The service of food and beverages may be carried out in many ways, depending on the following factors:

B Type of establishment B Type of customer to be served
B Time available for the meal B Turnover of custom expected
B Type of menu presented B Cost of the meal served.

B Site of the establishment

In food and beverage service the customer is central to the process and is also an activ
Understanding the customer’s involvement in the process, and identifying the expetg
have and should expect, have become critical to the business success of food service

Systems operating within a food service operation
There are four systems operating within a food service operation:
B food production

B beverage provision

B delivery (the service sequence)

B management of the customer experience (the customez

This modern view of a food service operation can be g own in Figure 1.4.

Food and
Food
production
Customer < > Customer
process
Beverage
provision
The service sequenca e e customer process (or customer experience) and the food

on. The {06d and beverage service sequence may consist of eleven or more

7 Clearing during service

8 Billing

9 Dealing with payments
10 Dishwashing

11 Clearing following service

reparation for servig
Taking bogl

ges may be carried out by a variety of methods and these methods are described throughout
the book. The method chosen for each stage depends on the factors listed at the start of this section and the
process that the customer is to experience.

The customer process

The customer receiving the food and beverage product is required to undertake or observe certain
requirements: this is the customer process. Essentially, a customer enters a food service area, orders or selects
their choice and then is served (they may pay either at this point or later). Food and beverages are then
consumed, following which the area is cleared.
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Chapter 1 The food service industry

Bringing these approaches together, it is possible to summarise the relationship between the various systems
within a food service operation, as shown in Figure 1.5. This model identifies the key stages of a food service
operation: for the customer, for the food and beverage service staff and for those involved in food production
and beverage provision.

Customer Service Food production and
process sequence beverage provision
- . Purchasing and
et S > stoma faoi
q and beverages
Preparing Preparing
for service or service
- P _ Welcoming/
Arriving < > directing
_ Ordering/ _ Taking/
” selecting 7| receiving ord
eparing foods
v and/or <
beverages
Receiving food |
and beverages |

v

Consuming food
and beverages

\4

Clearing
during service

v
Dishwashing Dishwashing
Clearing Clearing
after service after service

relationship between the different operating systems within a food service operation
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1.6 Food and beverage service methods

Categorising service methods
When considering food and beverage service from a customer process perspective, five basic types of
customer process can be identified (see Table 1.6).

Table 1.6 Simple categorisation of the customer processes in food and beverage service

Service Service area Ordering/ Service Dining/

method selection consumption
Table service Customer From menu By staff to
enters and is customer
seated
Assisted Customer From menu, Combination Usually at laid
service enters and is buffet or of staff and
usually seated passed trays customer
Self-service Customer Customer Customer
enters selects items
onto a tray
Single point Customer Orders at single Various
service enters point takeaway
Specialised or | Where the Served where By staff or
in situ service | customer is the customer is | customer
located located
All modern food and beverage service methods tnder the five customer processes
summarised in Table 1.6, as fo,
A Table service: The custome i . Thi e of service, which includes plated service

,in cafés and in banqueting.
eal at a table and is required to obtain part through

ervice in situ): The food and drink is taken to where the customer is. This

split into groups
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Chapter 1 The food service industry

Table 1.7 Food and beverage service methods

Group A: Table service

Service to customers at a laid cover

Waiter Silver/English Presentation and service of food by waiting staff, using oon and
fork, onto a customer’s plate, from food flats or dishe

Family Main courses plated (but may be silver served)
placed in multi-portion dishes on tables for ¢
themselves; sauces offered separately

Plate/American Service of pre-plated foods to customers. Now
banqueting

Butler/French Presentation of food individual

Guéridon Food served onto customer’s pl

Bar counter Service to cug
stools; also
the food

nd in sushi op@ations with a cOAveyor belt delivering

Group B: Assisted service

Combination of table service and self-servi

Assisted Carvery 1 ed to seated customers; other parts

Buffets

Group C: Self-se

Self-service of ¢

8tomers queue in line formation past a service counter and
choose their menu requirements in stages before loading them onto
a tray (may include a ‘carousel’ — a revolving stacked counter, saving
space)

Cafeteria

Selection as in counter (above) but in a food service area where
customers move at will to random service points; customers usually
exit the area via a till point

Series of counters at angles to the customer flow within a free-flow
area, thus saving space

Supermarket Island service points within a free-flow area

Note: Some ‘call order’ production may be included in cafeterias
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1.6 Food and beverage service methods

Table 1.7 Food and beverage service methods (cont.)

Group D: Single point service

Service of customers at a single point — consumed on premises or taken away

Takeaway Takeaway Customer orders and is served from a single point, at a
hatch or snack stand; customer consumes off the pr:
takeaway establishments provide dining areas

Drive-thru Form of takeaway where customer drives vehi
payment and collection points

Fast food Term used to describe type of establishment of
menu, fast service with dining area, and takeaway

Vending Provision of food service and
automatic retailing

Kiosks

Food court Series of a
e Group A above) or buy from a
a separate eating area, or takeaway

Tray

Trolley &fViee of food and beverages from a trolley, away from dining

ood delivered to customer’s home or place of work, e.g. ‘meals on
wheels’, sandwiches to offices or delivery through services such as
Just Eat, Uber Eats and Deliveroo

Service of a variety of foods and beverages in a lounge area, e.g.
hotel lounge

Service of a variety of foods and beverages in guest bedrooms or in
meeting rooms

Customers park their motor vehicle and are served at their vehicles

Note: Banquet/function is a term used o describe catering for specific numbers of people at
specific times in a variety of dining layouts. Service methods also vary. In these cases, banquet/
function catering refers fo the organisation of service rather than a specific service method -
see Chapter 11.
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Chapter 1 The food service industry

In groups A-D, the customer comes to where the food and beverage service is offered and the service is
provided in areas primarily designed for that purpose, such as a restaurant or takeaway. In group E, the
service is provided in another location which is not primarily designed for the purpose, for example, in a
guest room, lounge or hospital ward.

service. These may be identified using the service sequence (see page 13).

The level of complexity of food and beverage service, in terms of staff skills, tasks an
from Group A (the most complex) to Group D. Group E contains specialised forms 0
considered in more detail in Chapter 9.

Note: Apart from fast-food operations, there is no particular link between a specific
method and a specific food production method. It is also po that the production
service may be separated by distance or time, or both, as for e le in off-premises caf

Typical organisation charts for small and larger hotels 4 res 1.6 and 1.7. In both charts,
erage operations not set within hotels,
he hotel organisation charts. However,

various food and beverage job roles are ideng
the organisation often resembles the food an

these job roles may be combin

Front of house
manager

Restaurant

Head receptionist Housekeeper
manager

Figure 1. el organisation chart
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1.7 Food and beverage service personnel

General
manager
[ |
Deputy
manager
Food and Personnel Control Marketing and
beverage manager office sales assistant
manager

Assistant food and

Assistant front of
beverage manager

house manager

-~ Restaurant Floor service gueting
manager manager ¢ Bnage

eption Head
manager cashier

Figure 1.7 Large hotel organisation

Job roles
A hospitality team
organisations, senio
m Operational staff 3 ;
| support the work of the operational staff.

for making sure the operation runs smoothly and within budget.

age manager

the size of the establishment, the food and beverage manager is either responsible for the

implementation of agreed policies or for contributing to the setting of the food and beverage policies. The

larger the organisation, the less likely the manager is to be involved in policy setting. In general, food and

beverage managers are responsible for:

B ensuring the required profit margins are achieved for each food and beverage service area in each
financial period

B updating and compiling new wine lists according to availability of stock, current trends and customer needs
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Chapter 1 The food service industry

compiling, in liaison with the kitchen, menus for the various food service areas and for special occasions
purchasing all materials, both food and drink

ensuring that quality in relation to the price paid is maintained

determining portion size in relation to selling price

ensuring staff training, sales promotions and maintenance of the highest professional standards

employing and dismissing staff
holding regular meetings with section heads to ensure all areas are working effectively
are well co-ordinated

B ensuring all legal requirements are met.

Food production job roles
Head chef/maitre chef de cuisine

The sous-chef is the second in command to the chef d j C act as head chef when the head is off-
quired. They often have responsibilities
for staff training and staff rotas as well as ove ol. In smaller operations, there might not

be a sous-chef, while larger operations may ha

Chef de partie/section ¢
ly in charge of a specific area of the food
larder. In larger kitchens, each chef de partie might

anager/supervisor
The restaurant manager or supervisor has overall responsibility for the organisation and administration

of particular food and beverage service areas. These may include the lounges, room service (in hotels),
restaurants and possibly some of the private function suites. It is the restaurant manager who sets the
standards for service and is responsible for any staff training required, either on or off the job. They may
make out duty rotas, holiday lists and hours on and off duty, and contribute to operational duties (depending
on the size of the establishment) so that all the service areas run efficiently and smoothly.
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1.7 Food and beverage service personnel

Reception head waiter/receptionist/host/greeter
The reception head waiter or receptionist is responsible for accepting any bookings and for keeping the
booking diary up to date. They will take reservations and work with the head waiter to allocate these
reservations to particular stations. A restaurant is usually split into sets of tables (between about four and
eight) which are known as stations. Staff are allocated to serve on individual stations. The reception head
waliter or receptionist greets customers on arrival, takes them to the table and seats them.

Head waiter/maitre d’hdtel/supervisor/senior captain
The head waiter has overall charge of the staff team and is responsible for seeing tha
duties necessary for service are efficiently carried out. The head waiter will aid the r
during the service and may take some orders if the station waiter is busy. The head wai
compilation of duty rotas and holiday lists and may relieve the restaurant manager or rece
on their days off.

Station head waiter/section supervisor/service captain

section of the restaurant area. The station head waiter will 2
help with the service if required.

Station waiter/chef de rang/captain

waiter will take food and beverage orders a
de rang.

The assistant station waiter or i ext in seniority to the station waiter and
assists as directed by the stati

Waiter/server/commis de ran ' bus boy/runner

The waiter or comig i i e chef de rang. This person mainly fetches and
carries, offers rollS3pla ; helps to clear the tables after each course. They may also
ring the pre-preparation period, much of the cleaning and

aration periods. During the service, this person will keep the sideboard well
ay help to fetch and carry items as required for the bar or kitchen. They will

The carve plate up each portion and serve with accompaniments as appropriate.

Floor or room service staff/chef d’étage/floor waiter/room waiter/butler

The floor or room service staff are often responsible for a complete floor in an establishment or, depending on
the size of the establishment, a number of rooms or suites. Room service of all meals and beverages throughout
the day is usually only offered in a first class establishment, while smaller establishments may be limited to
early morning teas and breakfasts with the provision of in-room mini bars and tea and coffee facilities. In
addition to the service of food and beverages, butlers can also provide valet and concierge services.
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Chapter 1 The food service industry

Lounge staff/chef de sale
Lounge service staff may be employed only for lounge service within larger establishments. In a smaller
establishment it is usual for members of the food service staff to take over these duties on a rota basis. The
lounge staff are responsible for the service of food and beverages, for setting up the lounge for service and
maintaining its cleanliness and presentation throughout the day.

Wine butler/wine waiter/sommelier
The sommelier is responsible for the sales and service of all alcoholic and non-alcoholic
needs a thorough knowledge of all drink to be served, the best wines and drinks to
and of the liquor licensing laws in respect of the particular establishment and area.

Bar staff/bar tender/mixologist

Barista
The word barista is of Italian origin. In Italian,

behind a counter, serving both hot and cold

>

and its service. This staff men?

Cashier
The cashier is respg

ing up bills from food and drink checks or, in a cafeteria for

and beverage oper@tik may include

example, charging Susi electiong@f items on a tray.

n cafeterias where they will stock the counter and sometimes serve or portion
ay also include some cooking of call order items.

nd 1n seating areas where the service is not waiter service. They are responsible for
lleys specially designed for the stacking of crockery, glassware and cutlery, etc.

In establi nts with function catering facilities, there will normally be a certain number of permanent
staff. These will include the banqueting and conferencing manager, one or two assistant managers, one

or two head waiters, a bar person and a secretary to the banqueting and conferencing manager. All other
banqueting, conferencing and events staff are usually engaged as required on a casual basis. In small
establishments, where there are fewer events, the manager, the assistant manager and the head waiter will

undertake the necessary administrative and organisational work.
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1.8 The food service industry and the environment

Porters
Porters are some of the most valuable people in any operation. They help with general cleaning duties and

assist with moving equipment and stock.

Staffing requirements

The staffing requirements in various establishments will differ for a number of reasons. Table
examples of the food and beverage staffing that might be found in different types of operat

Table 1.8 Examples of staffing requirements for different types of food service operatiog

Cafeteria

Medium class hotel

Hotel manager Catering manager

Assistant manager Supervisors
Head waiter Assistant supervisg
Counter service staff

Waiters
Wine waiter

Cashier

Popular price restaurant

Restaurant manager/supervisor
Waiting staff
Bar assistant

nter service staff

Cashiers

¥a substantial consumer of resources. Many organisations have introduced
(CSR) objectives which state their ethical business aims. These can include

For many organisations, having a clear ethical policy is seen as good for the business. Increasingly, many
businesses will only seek to trade with other businesses that have clear social responsibility policies. (Also
see notes on ethical influences on menu development in Section 4.4, page 96).

reducing pollution and avoiding causing damage to the environment.
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Transport

For the food service industry, the environmental impact of transport includes:
deliveries to the premises

the need for specialised delivery systems, such as refrigerated vans

travel distances for food and beverages — often referred to as ‘food miles’

removal of waste from premises
staff travel costs
how customers travel to and from the premises.

Reducing the need for transport, especially by reducing food miles, has become a p
service industry. Greater emphasis is being placed on local sourcing and the use of mo
transport.

Energy
The hospitality industry is a huge consumer of energy. Saving energy is
The costs of energy can be a large expense for a business, so controlling e
profitability.

A business may reduce energy usage by:
B ensuring equipment is turned off when not requj
B reducing the amount of energy used during slowe
B using energy-efficient equipment.

Waste and recycling

Significant actions that food service operations include:
B efficient stock management ghich reduces st d over ordering
B not providing oversize por

B efficient food production and i oduce consistent

outcomes and less spoilage
maintaining a

Reduce

ave space and reduct

5

reduce th ss’s 1f

ammie should also aim to encourage reduction,

s is sometimes known as R3, and is shown in Figure 1.8 R3: Reduce, Reuse,
Recycle

The food service industry is a large employer. Contributing to sustainability also includes a responsibility to:
B adopt fair labour standards
B protect against human trafficking and modern slavery.
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and knowledge

ustomers and the menu, beverages and other
n important role in a noble profession, with

reflection of the hygiene standards of the establishment and the quality of service to come.

Professional and hygienic appearance

All members of staff, including supervisors and managers, should be aware of the factors listed below and

should ensure they put them into practice.

B Staff should be clean and should use deodorants (but not strong smelling ones).

B Aftershave and perfumes should not be too strong (as this may have a detrimental effect on the customer’s
palate).
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Chapter 2 Staff attributes, skills and knowledge

B Sufficient sleep, an adequate and healthy intake of food and regular exercise are essential for good health
and the ability to cope with the pressures and stress of work.
Particular attention should be paid to the hands. They must always be clean, free of nicotine stains and

with clean, well-trimmed nails.
Teeth should be brushed immediately before coming on duty and breath should be fresh smelling.
Males should normally be clean shaven or with a neatly trimmed moustache or beard.
Females should only wear light make-up. If nail varnish is worn, then it should be clear
Earrings, if worn, should normally be studs/sleepers.

Piercings and tattoos must comply with the establishment rules.

Excessive jewellery should not be worn and any policies relating to jewellery mu
Uniform must be clean, starched as appropriate and neatly pressed. All buttons mus
Hair must be clean and well groomed. Long hair must be tied up or back to prevent hat
and drinks and to avoid repeated handling of the hair.

Shoes must be comfortable and clean, and of a plain, neat design.
and foot comfort.

B Cuts and burns should be covered with waterproof dressings
B Any colds or other possible infections should be reporteg
B Hands should be washed immediately after using th i e. Hot water
and soap must be used.
B Staff should avoid any mannerisms they may have
chewing gum or scratching their face.

Knowledge of food and beverag
Staff must have enough knowledge of the men
suggestions to customers. For each dish on the
its accompaniments are, the c
staff should know how to serve

now how to serve it correctly, what
e dish and its garnish. For beverage service,

Local knowledge
Staff should have
for example, the va i fered or the best means of transport to places of interest.

Punctuality
Bei i aff are continually late on duty it shows a lack of interest in their work and a

the team as well as for management and customers.

urteous, good humoured and of an even temper. They must converse with

the Customer in a pleasing and well-spoken manner. The ability to smile at the right time pays dividends.

The staff represent the establishment’s values and attitudes. Staff conduct should be impeccable at all times,
especially in front of customers. The rules and regulations of an establishment must be followed, and respect
shown to all colleagues and managers.

Attitude to customers

Staff must provide good service but should not be servile. They should be able to anticipate the customer’s
needs and wishes. A careful watch should be kept on customers during the service (but without staring) to
check the progress of the meal. Be attentive but not intrusive.
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2.2 Attributes of food and beverage service personnel

Cultural awareness
The cultural diversity of customers for food and beverage operations is increasing. This is reflected

in factors such as language, dress and traditions, as well as dietary requirements (see Section 4.4,

pages 93-95 for more information on specific dietary requirements). Service staff need to be open-minded,
non-judgemental and flexible, and able to appreciate and communicate respect for other people’

backgrounds, values and beliefs.

Memory
A good memory is an asset to food and beverage service staff. It may help them in t
likes and dislikes of customers, where they like to sit in the food service area, what t
and so on.

Honesty

Trust and respect in the triangle of staff, customer and manageme
atmosphere that encourages efficiency and a good team spirit among
operators.

Loyalty

The staff’s obligations and loyalty are firstly to the eg

department’s aims and objectives.

Sales ability

personal selling and merchan i -375 for more information on personal
selling and merchandising.)

Sense of urg
In order for the e
generate the maxi
of business over the

Above all, staff should be able
to work as part of a team within
and between departments.

Being a team member means

communicating, co-operating

and being reliable, to enable Figure 2.1 Staff working as a team
a successful service to be

delivered.
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2.3 Key service conventions

In food and beverage service there are traditional ways of doing things that have become established over
time. These are known as the ‘service conventions’ and they contribute to effective and efficient service.

The use of service conventions ensures standardisation of the service sequence and the customergprocess (see
Section 1.6, page 13), both for staff and for customers. These conventions are also used to cormg
manuals known as ‘standards of performance manuals’. Examples of general service convex

rationale for them are given in Table 2.1.

Table 2.1 General conventions for food and beverage service

Convention Rationale

General requirements

Always work as part of a team To ensure a smooth, well-org and disciplined operatid

Work hygienically and safely To protect all sta

Pass other members of staff hy
moving to the right

and mouth or hair is unavoidable, hands
ice continues. Always wash hands after

Avoid contact between fingers and
mouth or hair

Cover cuts and sores [ es with waterproof plasters or dressings is

Use checklists for all the tasks a s ensures all required tasks are carried out in the
duties required

Preparation tas

Prepare service akgas ef] Service areas are laid out and housekeeping duties have
ecn completed before the preparation for service begins. This can
ave time and unnecessary duplication of effort

Lay one initial full place setting (cover) to use as a model for all staff
to measure against

ase or This is hygienic practice. Service staff should not hold glasses or
cups by the rim

dle at the This is safer, makes for more accurate placing of items on the table
mb and and helps to prevent finger marks on the clean cutlery items

Consider using white gloves In some establishments, members of staff wear white cotton gloves
when carrying out various preparation tasks. The gloves help to
prevent the soiling of clean service items and avoid finger marks
on cleaned and polished service equipment. White gloves are also
sometimes used during service, instead of service cloths, when
serving plated foods that are presented on hot plates

300156_C02_FBS_10E_BP_025-054.indd 28 06/06/20 4:50 PM



2.3 Key service conventions

Table 2.1 General conventions for food and beverage service (cont.)

Convention ‘ Rationale

Place items on tables consistently This looks neat and presents a professional image. Make sure any
crested or patterned crockery or glassware is always placed the

Use trays Using trays improves service efficiency. Smaller

Order taking

Take food, wine and drink orders This is common courtesy. Th
through the host of the table the meal so their agreem

Be able to explain to a customer what
the food and beverage items are

Always ask customers about food identify allergens and foods to which
allergens and food intolerances 8Sential that the customer’s requirements
punicated to the kitchen and beverage

Use order notation technique i elp the server to identify which customer at

Always be aware of customers wh deal with people with sight, hearing, mobility and
may have additiong i ifficulties. Also be prepared and be able to deal

This ensures hot food does not go cold while customers are

waiting for cold items to be served. When the hot food is served
the service is complete and customers can enjoy the meal without
waiting for additional items to be served. For the same reason,
accompaniments should be offered and served at the same time as
the main food items

Customers want to enjoy the wine or drinks with their meal. They will
not want to wait for the wine and drink service as their hot food goes
cold

Use underplates (liners) These are used (cold) to:
® improve presentation on the table
® make it easier to carry soup plates, bowls and other bowl-shaped
dishes
® isolate the hand from hot dishes
@ allow cutlery to be carried along with the item
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Table 2.1 General conventions for food and beverage service (cont.)

Convention Rationale

Use service salvers or service plates | Service salvers or service plates are used to:

(with napkins or mats on them to ® improve presentation of items to be served

prevent items slipping) ® make carrying of bowl-shaped serving dishes easier ore
secure (also avoids the thumb of the server being a service
dish)

® allow more than one serving dish to be carg
@ isolate the hand from hot dishes

Hold flats, food dishes and round This is a safe method of carrying items and ensur
trays on the palm of the hand

hot, the service cloth can be un
palm to protect the ha

Use doilies/dish papers on
underplates (liners)

al physical space. If it is necessary to reach
se the arm furthest away from them — no

Avoid stretching across customers

Table service

Place items on a table for the

convenience of the,customer i o the side. This makes items such as glassware

or teapots easily accessible for the customer and helps to
ccidents

Start service from
side of the host, witl

incipal guests are usually seated on the right of the host. During
ervice of the table, serve the principal guest first, then move
clockwise for plated service (and anti-clockwise for silver service)
to each customer. This ensures members of the serving staff are
always walking forwards (and seeing where they are going) to serve
the next person. The host is normally served last

This is sometimes done if it does not slow the service. However, there
are potential cultural issues here. In addition, particular care needs
to be taken so as not to confuse things when the host is a woman. A
host of either gender is still the host and should be served last

Silver serve food from the left-hand This ensures the service dish is nearer the plate for ease of service
side of a customer and prevents food being spilt onto the person. Customers can more
easily see the food being served and make choices if necessary,
and members of the service staff can see and control what they
are doing. Foods should be placed consistently on each plate —
otherwise it can look messy
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2.4 Essential technical skills

Table 2.1 General conventions for food and beverage service (cont.)

Convention Rationale

Use separate service gear for Avoids different food items or sauces being transferred from one
different food items dish or plate to another and prevents messy presentation of foods
on the customers’ plates

Serve plated foods from the right- Plates are placed in front of the customer with the
hand side of a customer stack of other plated food is behind the custom

and so the

also be placed so that the food items are in the
customers, and as the chef designed them to be

Serve all beverages from the right-
hand side of a customer of beverages follows from thi

beverages, the tray is held beh
left hand. Other beverages such

Clear from the right-hand side of a

customer
€ plates, which are on the left-hand side of
easily cleared from the left
Separate the serving at table from This e i eone in the room to attend to

food/drink collection and sideboard/
workstation clearing

overall service, while others are
verage orders or clearing items from the
proach also allows for the training of new

es customer contact is primarily through experienced

Note: For a gl@§8§ary of service terms, see pages 390-396. J
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Table 2.2 Technical skills and their application

Technical skill Examples of application

Holding and using a service spoon and For the service of food at a customer’s table, especially for

fork, and other service equipment silver service, and for serving at a buffet
Carrying plates When placing and clearing plates from a custo
Using a service salver (round tray) For carrying glasses, carrying tea and coffe

under liner for entrée dishes and for pota

Using a service plate For carrying items to and from a table,
clearing side plates and knives, crumbing
accompaniments

Carrying glasses
dirty glasses from a ser:

Carrying and using large trays For bringing equipment or fo
area and for clegg

food on the plate well.
B The service fork should be positioned abo
B The key to developing this skill is locking t ice S and fork with the small finger and

the third finger, as illustrated,

Step 1 Lock the ends of the service spoon Step 2 Manoeuvre the spoon and fork Step 3 Alternatively, turn the service fork
and fork with the small finger and the with the thumb and the index and second to match the shape of the items being
third finger fingers served

Figure 2.2 Hand positions for holding a service spoon and fork
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2.4 Essential technical skills

There are occasions where two service forks may be used. For example, when serving fillets of fish, the two
forks are held side by side, as this makes the service of this food item easier.

When using a serving spoon and fork to serve at a sweet or cheese trolley or at a buffet or guéridon, the
spoon and fork are held one in each hand.

Other service equipment that may be used includes serving tongs, fish slices and gateaux slice
spoons, scoops, small sauce ladles and larger soup ladles.

Figure 2.3 Examples @
and ladles; bottom ro

p,row: sets of tongs; middle row: various food slices, serving spoons
3ht, service™spoon and fork, ice tongs, cake tongs, gateau slice, sauce ladle and

ied th a stack using both hands or on a tray. When carrying clean plates that are to
er’s table, a single hand is used to hold the plates (usually the left hand) and the right
plate at each cover on the table. If the plates are hot, they are held with a service cloth

When carrying plates of pre-plated food and when clearing plates from a customer’s table, a single hand is

used to hold the plates (usually the left hand) and the right hand is used to place and remove plates from the

table. Special hand positions are used as follows:

B Figure 2 4a illustrates the initial hand position for the first plate. Care must be taken to ensure the first
plate is held firmly as succeeding plates are built up from here. The second plate will rest firmly on the
forearm and the third and fourth fingers.

B Figure 2.4b shows the second plate positioned on the left (holding) hand.
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(a) First plate cleared (b) Second plate

Figure 2.4 Hand positions when clearing plates and carrying pre

allows dirties to be stacked neatly and safely, i 2 prkstation. (See also Section 6.8,
page 234.)

Clean cutlery is placed on the service

salver after the final polish and carried

to the table on the tray. When placing

cutlery from the service tray onto the

table, hold each piece of cutlery between

the thumb and forefinger at the side, to

reduce the possibility of finger marks. Figure 2.5 Carrying clean cutlery on a service salver
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2.4 Essential technical skills

Carrying cups and saucers
Tea and coffee cups are carried using a service salver, by stacking the saucers, cups and teaspoons separately.
Then, before the cup, saucer and teaspoon are placed on the table, the cup is put onto a saucer, together with
a teaspoon, and then the whole service is placed in front of the customer. This is a speedier and safer method
(especially when larger numbers are involved) than carrying individual cups, saucers and teaspoons to the

table one by one.

As an underflat

When silver serving food dishes, potatoes or vegetables and at the table, an underfla

either one large vegetable dish or a number of smaller ones, depending on the custo

Section 6.5, page 216). Using a service salver as an underflat:

B adds to the presentation of the food being served

B gives the waiter more control when using a service spoon and fork to serve from the food
customer’s plate

B provides greater protection in case of spillage, therefore not detracti
on the plate or the overall table presentation

B gives the waiter added protection against heat and possik

(For more information on silver service see Section 6.5

Using a service plate
A service plate is a joint plate with a napkin it. per of uses during the meal service:
B for placing clean cutlery on and removin
W for clearing side plates and side knives

B for crumbing down after the main course, o C eal if necessary
B for clearing accompanimen the table a

Carrying clean cutlery
When placing on or removing clean the items can be carried on a service plate. The

and 2 (page 32), the side plates may be stacked above the service plate and all
together with the side knives laid flat upon the service plate (see Section 6.8,
ich safer and speedier method, especially when larger numbers are involved.

ebris in a separate |
ages 235-2 is is a

The service plate is used in the crumbing down process. The purpose here is to freshen up the appearance of
the tablecloth before laying the sweet covers and serving the sweet. (For further information see Section 6.8,
page 236.)
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Carrying glasses
There are two basic methods of carrying glasses in food and beverage service areas: by hand or on a service
salver.

Carrying by hand

Wine goblets should be positioned between alternate

fingers as far as is possible. The wine goblets should
only be carried in one hand, allowing the other hand to
remain free to steady oneself in case of emergencies.

Figure 2.6 provides a close-up of wine goblets held in
one hand and shows how the base of each glass overlaps
the next, allowing the maximum number of glasses to
be held in one hand. This method allows wine goblets
that are already polished to be handled. They can be
carried about the room and set in their correct positions
on the table without the bowl of the glass being
touched. Clean glassware is always handled by the stem
or, for non-stemmed glassware, by the base.

Carrying glasses on a service salver

Figure 2.7 shows the method of carrying cle e restaurant using a service salver.

Figure 2.8 shows the use of a service salver fi goblets from the table.

Figure 2.7 Carrying clean glasses on a service salver Figure 2.8 Carrying dirty glasses on a service salver

Carrying glasses using glass racks

Glass racks are usually made of plastic and are often used to carry glasses during the setting up of the service
areas. These racks enable the transportation of glasses in bulk once they have been washed and polished at a
central point. Glass racks are also used for used glasses and many can be put through a glass wash machine.
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2.5 Interpersonal skills

Figure 2.9 Carrying clean glasses in a rack arrying dirty glasses in a glass rack

Carrying and using large trays
Trays are used for:

carrying food from the kitc
service in rooms and loun

]
]
]
B carrying equip

The method of holdt
to position it length

ry an oblong tray. The

Figure 2.11 Carrying a loaded oblong tray

personal skills

In a food and beverage operation there are interactions between two types of customer:

m External customers: interaction with the people who buy food and beverages and the other products on
offer.

m Internal customers: interaction with staff outside the service areas, such as kitchen staff, bill office staff,
dispense bar staff and still room staff.
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Communication

There are three main types of communication:

m Face-to-face: The key skills required are maintaining eye contact and active listening. Eye contact may
differ across cultures; active listening is about head nodding, gestures and repeating back phrases to
confirm understanding.

m Telephone communication: The communication skills for telephone conversations differ b
the member of staff is not face-to-face with the customer. It is important to speak clear
(particularly if reception on the phone line is not perfect) and to adapt your speech
needs of the customer. It is also important to make sure the customer is informe
is looking for information and if they are to be placed on hold.

m Written communication: for example, letters, emails, memos and reports. Written co

necessary when a formal response is required. The organisation will provide guidelines
and how to use written communication.

Dealing with customers

The starting point for all good interpersonal skills is good m3

explicitly indicated that this is acceptable.
If the customer has a title, appropriate use sh grrect form of address (for further

information on forms of address, see Section 1

Interpersonal skills in food and interactions between the customer and

the food and beverage service i ndary to, and the result of, the prime
interaction between customers a : i ications Tor the way customers are treated.
Conversations between customers a ersations between staff. When in conversation with

customers, staff shg
B talk to other - i xcusing themselves from the customer
B interrupt intera

catch the attentio St ber so they can excuse themselves from the customer first
B serve customers
o each other or to customers.

made to feel that they are being cared for and not that they are an intrusion into

Greetings such as ‘Good morning’ and ‘Good evening’ should be used when receiving customers or when the
member of staff first comes into contact with the customer.

The list below identifies examples of interpersonal skills needed at particular points during the service.
m Showing customers to their table: Always lead and walk with them at their pace.

m Seating customers: Women first, descending in age unless the host is a woman.

m Handling coats/wraps: Handle with obvious care.
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2.5 Interpersonal skills

m Handing menus/wine lists to customers: Offer the list the right way round and open for the customer
and wait for the customer to take it.

m Opening and placing a napkin: Open carefully, do not shake it like a duster. Place it on the customer’s lap
after saying ‘excuse me’ to the customer.

m Talking to customers: Only talk when standing next to them and looking at them.

m Offering water or rolls: Say, for example, ‘Excuse me Sir/Madam, may I offer you a bread r

or creamed or purée potatoes instead of mashed. Do not use abbreviations, for e
m Being culturally aware: The needs of customers from other cultures will affect t

finished with each customer.
m Offering accompaniments: Only offer them if you have them at the
not readily available usually means, ‘T will get them if you re

Also see Section 12.4, page 364.

Dealing with children
If children are among the customers arrivin,
them from the parents, guardian or accompa
considered:

Need for highchairs/seat cushions.
Restrictions on the service g

e food a then take the lead in how to care for
plicable, the following factors should be

Requirement for children’s
Portion size required if items andard menu.

Provision of children’s ‘give awa olouring books, etc.
Awareness of chi oth children and others.

exits and fire exits.
Offer a wheelchair user the opportunity to transfer to a restaurant chair.

Never move a wheelchair without asking the customer first.

Place crutches/walking sticks in a safe but readily accessible position for the customer.

Assist customers with manual dexterity difficulties by first asking the customer how best they can be
helped. Assistance might include, for example, ensuring all items served or placed on the table are near
to the customer; offering to fillet/bone fish and meat items or to cut up other food items and offering
alternative cutlery.
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Blind and partially sighted customers

The following considerations should be taken into account for blind and partially sighted customers:

B Be prepared to accept guide dogs into your premises.

B Describe the route to the table, including stairs, changes in floor surfaces, location of walls and potential
hazards such as pillars.

Seat customers away from excessive noise, which can be distracting and potentially distre
Offer to read menus or wine and drink lists.

Consider having larger print menus and menus in braille.

Be prepared to fillet/bone fish and meat items and to cut up other food items.
Never overfill cups, glasses or bowls.

Consider using bowls instead of plates for specific food items, but always ask the cu
Be prepared to provide alternative cutlery.

Ask if you should describe where the food items are on the plate. Use the clock method to
location of food on a plate, for example, six o'clock for meat, ten t
potatoes.

Customers with communication difficulties
Communication issues may arise when, for example, cug pari airment or have
little understanding of the English language. The follg ith customers with
communication difficulties:
B Seat customers away from excessive noise, i g y uncomfortable for customers using
hearing aids.
Speak directly to the customer face to face
Speak normally but more distinctly.

Identify members of staff w
Listen attentively to what is bel ' eat back the food or drink order to the customer to
confirm all requests.
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B Talk to and trea : iti eeds as you would any other customer.
the person was not there.

customer makes a complaint, the following steps should be taken.
customer — let them have their say and make their point.
y for the specific problem or complaint.

unde

4 Agree by thanking the customer for bringing the matter to your attention. This shows you are looking at
the problem from the customer’s perspective.
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2.6 Dealing with incidents during service

5 1If you are unable to resolve the situation, immediately refer it to a senior member of the team.
6 Act quickly, quietly and professionally and always follow the establishment’s procedures for handling
complaints.

Never:
B lose your temper

B take comments personally
B argue
|
|

lie
blame another member of staff or another department.

Valid complaints provide important feedback for a food service operation and can be u
learning opportunities to improve service.

2.6 Dealing with incidents during servi

When an unforeseen incident arises, it must be dealt with proua g more
disturbance than is necessary to any of the other custome ¢ the irate
customer and ensure a return visit to your establishmep ould be referred
immediately to the supervisor. Delay will only causg alate if it is not dealt

with straight away.

Listed below are some of the incidents that
right any fault.

Spillages
If during the service of a cour
steps might be taken:

1 Check immediately that none
2

er being served. Apologise to the customer.
e customer to rub over the dirtied area with a clean

equipment removed should be returned to their correct positions on the tabletop.
11 Any meals taken to the hotplate should be returned and fresh covers put down where necessary.
12 Again, apologies should be made to the customer for any inconvenience caused.

Figure 2.12 illustrates some of these steps for covering spillages.
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fally involves changing the tablecloth so, where possible, the party of customers
wer table and allowed to continue their meal without delay.

All dirty items
7 All clean ite
8 The
possible.
9 A number of old menus should be placed on the tabletop under the spillage area of the soiled tablecloth.
10 A clean tablecloth of the correct size should be brought to the table. It should be opened out and held as
when laying a tablecloth during the pre-service preparation period. The table should then be clothed up
in the usual manner except that when the clean cloth is being drawn across the table towards the waiter,
the soiled cloth should be taken off the table at the same time. This will mean the customers cannot

see the bare tabletop at any time. The old menus will prevent any dampness penetrating to the clean
tablecloth.

1d be removed on a tray to the waiter’s sideboard ready to go to the wash-up area.
ould be removed and kept on the waiter’s sideboard for relaying.
should be mopped with a clean absorbent cloth to remove as much of the liquid as
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2.6 Dealing with incidents during service

11 When the clean tablecloth is in place, the table should be re-laid as quickly as possible.
12 The customers should then be re-seated at the table and the meals returned to them from the hotplate.

(Also see notes on laying a tablecloth in Section 6.2, page 186.)

Lost children

If a child is reported lost, the steps listed below must be taken.
1 Obtain a complete description of the lost child:
male/female

name

age

where last seen

clothing worn

any predominant features
colour of hair

OoooooOooOooan

whether any accessories were being carried, e.g. a doll.

N

Immediately inform the supervisor/security.

3 Put a constant watch on all entrances/exits.

4 Check all cloakroom/rest areas, play areas and thed
missing.

as been reported

Returned food
If, for example, a customer suggests their chic he following steps might be taken.
1 Apologise to the customer.
2 The dish should be remov
3 The customer should be as i tion of the same dish or would prefer to

choose an alternative.

he wallet may be returned to them.
eft the service area, the waiter should hand the wallet to the head waiter or

4 1f the customer concerned is a resident, then reception may ring their room, stating the wallet has been
found and can be collected at a convenient time.

5 If the customer is a regular customer, the head waiter or receptionist may know where to contact them to
arrange for them to collect the wallet.

6 If the customer is a regular customer but cannot be contacted, the wallet should be kept in the lost
property office until their next visit.
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7 1f the owner cannot be found or contacted immediately, the head waiter or supervisor should complete a
lost property record sheet as shown in Figure 2.13.

8 A copy of the lost property record sheet should go with the wallet to the lost property office where the
contents of the wallet must be checked against the list before it is accepted. The details of the find are
then entered in a lost property register.

9 Another copy of the record sheet should be given to reception in case any enquiries are recg

11 The steps described above should be carried out as quickly as possible, as this is in

number.
12 Any lost property unclaimed after three months may become the pri
it through the head waiter or supervisor.

Lost property record sheet

Date:

[tem description:

Found by:

Where found:

Checked by:

Where stored:

Claimed by:

Contact details:

Proof of identity see Customer signature:

er falling ill is a woman then a female member of staff should attend her.

3 The person in authority must enquire if the customer needs assistance. At the same time, they must
try to judge whether the illness is serious or not. If in any doubt it is always better to call for medical
assistance.

4 If required, an in date first aid kit should be easily to hand. If a customer experiences a severe allergic
reaction known as anaphylaxis, an EpiPen will need to be administered as a matter of urgency and the
ambulance service called. (An EpiPen is an adrenaline auto-injector (AAI) designed for the emergency
treatment of the symptoms of a severe allergic reaction.) Customers affected by this condition usually
carry their own EpiPens. It is possible to obtain first aid training in the use of an auto-injector.
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2.6 Dealing with incidents during service

5 TItisadvisable to offer to take the customer to another room to see if they are able to recover in a few
minutes. If this happens their meal should be taken back to the kitchen until their return.

6 1If the illness appears to be of a serious nature, an ambulance should be called for immediately.

7 The customer should not be moved until they have been examined by a qualified first aider or paramedic.

8 1f necessary, the area should be screened off.

9 Although this is a difficult situation to deal with in front of the general public, the minimu s should

be made and service to the rest of the customers should carry on as normal.
10 The customer may have had a sudden stomach upset and wish to leave without finis
Assistance should be offered in helping the customer to leave.
11 Payment for the part of the meal consumed and any ensuing travel costs would b
of the establishment.

Alcohol over-consumption
If a customer is suspected of having too much to drink j
1 If a prospective customer asks for a table and sta,

customer who is drunk.
2 1fa customer is thought to be drunk, thi
3 The customer should then be asked to lea
customers.
being objectionable, the remainder

of the meal should be serv pervisor must ensure no more alcoholic
beverages are offered or serv

5 On finishing, the customer sho hey have left the premises.

6 1If the customer b bers of staff may assist in removing the person

ishment policy, physical contact should be avoided).

ran®e does not meet the dress code policy of the establishment or is likely to give
y should be asked to correct their dress to the approved fashion required by the

er will not comply with the request, they should be asked to leave.

4 1f they have partly consumed a meal, then whether they will be charged or not depends on the policy of
the establishment.

5 Areport of the incident must be made and signed by the staff concerned.
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Recording incidents
When an incident occurs, it is essential that a report is made out immediately. The basic information that
should be recorded in the report is as follows:

B Place B Action taken

H Date B Name, address and phone number of the customer
H Time involved

B Nature of incident B Names of the staff involved

B Individual signed reports from those concerned

All reports should be kept as they provide evidence of what happened and what act

2.7 Health, safety and security

Maintaining a safe environment
Essentially, safety is a civil duty and negligence is a criminal offence. Wit
security, staff should:
B understand food hygiene regulations and that it is thej

rd to health, safe

nds of these
regulations
B notify management of any major illnesses
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make themselves familiar with all escape ire ¢ in the building
ensure that fire exits remain clear at all ti
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Food safety

Everyone consumi cpe hem BbWothers when they are away from home (for example, in

B elderly people
B pregnant w

High-risk foods

Some foods pose a greater risk to food safety than others and are called high-risk foods. Examples include:
B soups, stocks, sauces and gravies

eggs and egg products

milk and milk products

cooked meat and fish, and meat and fish products

any foods that need to be handled or reheated.
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2.7 Health, safety and security

Food handlers

Because humans are a source of food poisoning bacteria, it is
essential for all food handlers to receive formal training, take
care with personal hygiene and adopt safe practices when
working with food. Illnesses must be reported. Food handlers
must wash their hands thoroughly after using the toilet,
coughing or sneezing, after breaks (especially if they have been
smoking) and after handling raw or high-risk foods.

Avoiding food hazards

A food hazard is something that could make food unsafe or
unfit to eat. All food items should undergo Hazard Analysis
Critical Control Point (HACCP) analysis. HACCP is a way of managing food safety hazards.
is used to highlight where potential risk of food spoilage/contaminati
necessary precautions that must be taken to prevent incidents of food p

Figure 2.14 Wash ha

Records must be kept at all stages of food processes. These rece
which can be used as part of the defence if the business i

Colour coding in food preparation
Worktops and chopping boards will be in
contact with the food being prepared and necg
special attention to prevent cross-contaminab

Colour-coded chopping boards are a good wa
keep different types of food separate.

cloths, cleaning equipment, sto
and even staff uniforms to help pre
contamination.

Use of persona

(PPE)
PPE should be worn

and aprons should
laundered

l aprons should be
ou¥chemicals. (See also
bstances hazardous to

To prevent the growth of food bacteria, the
temperature of food should be kept below

5 °C or above 63 °C. Temperatures between
5°Cand 63 °C are called the danger zone (see
Figure 2.16) because it is possible for bacteria
to multiply between these temperatures. The
most rapid multiplication occurs at around body  Figure 2.15 Colour code chart for chopping boards (image
temperature (37 °C). courtesy of Russums)
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100°C Boiling point of water

75°C Cook most food to this
temperature or above for at least
2 minutes to kill most bacteria
(spores will not be killed)

63°C Bacteria start to die: hold
hot food above this temperature

5-63°C
DANGER ZONE
Bacteria grow
particularly
quickly between
20 and 50°C

37°C Body temperature:
bacteria multiply rapidly

5°C Bacteria could start to
multiply slowly

0°C Water freezes

—-18°C A freezer should run at
this temperature or bel
Bacteria will survive
multiply

Figure 2.16 Important food safety temperatures

Food displays
Food displayed in restaurants o
control for a limited time. Howeve
this could cause a risk to health.

ed in shops, can be kept out of temperature
ot to exceed the maximum display times, because

Temperature ré
At every service sess
B fridges

ust be taken and recorded for:

Avoiding hazards

Employees have a responsibility to themselves, work colleagues and customers to know the procedures for
reducing the risks from hazards (see notes on risk assessment, page 54). Hazards can be caused by:

B equipment: incorrect use of liquidisers, food processors, mixers, mincers

m substances: cleaning chemicals, detergents, sanitisers

m work methods: carrying knives and equipment incorrectly and not following a logical sequence

m work areas: inefficient lighting, spillages not cleaned up, overcrowded work areas, insufficient workspace,
uncomfortable working conditions.
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Safety signage

The standard safety signs used to control hazards are shown in Table 2.3.

Table 2.3 Types of signage used in food service

Type of sign

Yellow warning signs These are warning signs to alert peopl
dangers, such as slippery floors, hg
CAUTION They also warn people about ha
corrosive material

§'such as a

WET FLOOR
Blue mandatory signs These signs info ple about precautions

Eye Protective
protection footwear

must be must be
worn worn

Red prohibition signs gnsSHEll people that they should not enter a

NO

ACCESS

se are route signs designed to show the location of
fire exits and emergency exits. Green is also used for

+ Sire “ first aid equipment
First aid | it L'.A,

Green safe signs

gup and carr
loads can lead to ag@idlents if not done

is to ha cet slightly apart and to
bend your knees rather than your back
(see Figure 2.17). This will help to prevent
straining and damage to your back.

For heavy items, it is better if two people
lift together, rather than one person trying

to do it on their own. Figure 2.17 How to lift correctly
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Moving goods on trolleys, trucks or other wheeled vehicles
You may be required to use a trolley, truck or other wheeled vehicle to move goods. To ensure safety:
B load the goods carefully

B do not overload the trolley or vehicle

B load the vehicle in a way that allows you to see where you are going.

Tips on ensuring proper manual handling

In store areas, stack heavy items at the bottom.

If a stepladder is needed to reach higher items, use it with care.

Take particular care when moving large pots of liquid, especially if the liquid is
Do not fill pots to the brim.

Use a warning sign to let people know if equipment handles, lids and so on might be hd
Take extra care when removing a tray from the oven or salamander to avoid burning somed

Control of substances hazardous to health

In food service establishments, there are many substances

that can be harmful if not used correctly. Warning signs
for substances that are dangerous to health are shown izg
Figure 2.18. Hazardous substances can enter the bogd

correctly. They must also wear protective clo

goggles, gloves and face masks.
Procedure in the even [ ‘
All employers must be able to id i

In the event of an accident, the f1 i Figure 2.18 Hazardous substances symbols
(top row: explosive, flammable, oxidising;
middle row: gas under pressure, corrosive,
acute toxicity; bottom row: health hazard,
hazardous to the environment, serious
health hazard)

Employers must
workplace. If you 2
be required to give

B details of witnesses
B treatment administered.

e of a fire

e given fire drill training during their induction programme. This initial training

W fire procedures in each area of work

W fire drill instructions for both customers and staff

B the location of fire points (safe places where staff and customers should assemble after an evacuation)
nearest to a particular area of work

B the location of fire exits

B the correct type of fire extinguisher to be used for each type of fire (see Table 2.4 below)

B the employee’s specific responsibilities in the event of fire.
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In the event of the fire alarm ringing employees must be aware of the following rules.

Follow the fire instructions as laid down for the establishment.

Usher all customers and staff out of the work area promptly and calmly.

Pay special attention to customers with special needs such as those with mobility problems.
Walk quickly but do not run. Display a sense of urgency.

Do not panic; remain calm as composure will be imitated by others.
Proceed as promptly as possible to the nearest assembly point.

Ensure someone watches to see that there are no stragglers.

Follow the exit route as laid down in the establishment’s fire instructions.
Never use a lift.

Never re-enter the building until told it is safe to do so.

Do not waste time collecting personal items.

Table 2.4 Fire extinguishers and their uses

Contents Wet Dry powder co
chemical

2

Label colour* White on red Black on red
Class A v X
Combustible materials
Class B v
Flammable liquids
Class C X
Flammable gases
Class D X
Flammable metals
Electrical fire X v v
(formally Class E)
Class F v X X
Cooking oils and

* Under European U of every extinguisher must be coloured red. However, a colour

inguishing medium (i.e. water, foam, powder, etc.). The colours used in these
S the previous whole-body colour coding system.

ity to assist in fire prevention, control and safety.

s are observed at all times

ossible, all electrical and gas equipment is switched off

all doors and windows are closed when not being used for evacuation purposes

fire doors are not locked or wedged open

sufficient ashtrays/stands are available for the disposal of cigarette ends and used matches
the procedure for making an emergency fire call is known.
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Cleaning programmes
All food and beverage service staff should be aware of the importance of cleaning programmes. Maintaining
clean work areas and equipment is important to:

control the bacteria that cause food poisoning

reduce the possibility of physical and chemical contamination
reduce the possibility of accidents (e.g. slips on a greasy floor)
create a positive image for customers, visitors and employees
comply with the law

avoid attracting pests to the kitchen.

The cleaning schedule needs to include the following information:
B What is to be cleaned.

Who should do it (name if possible).

How it is to be done and how long it should take.
When it is to be done, i.e. time of day.

to be worn.
m Safety precautions that must be taken.
m Signatures of the cleaner and the supervisor checl

A cleaning programme should be set up for any clea
daily or even twice daily, for instance, the wasai
Other tasks might be done weekly, monthly
immediately after each service period is finis

ertain items of equipment must be cleaned
ing tasks are given in Table 2.5.

Immediately after use

Damp dusting chairs

Polishing sideboard tops
Cleaning brasses

Silver cleaning

Cleaning pictures

Defrosting fridges

Wiping down doorframes and all high ledges
Washing cellar/crockery store floors

Monthly plus Shampooing carpets

Dry cleaning curtains

Maintenance checks on still set, chilling units, fridges, air conditioning systems
Cleaning all lighting
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Points to note:

Always use the correct cleaning materials for the task in hand.

Clean frequently.

Rinse all surfaces well.

Use dusters only for dusting, not for other cleaning tasks.

Use cleaning procedures that are adequate and efficient.

Cloths used for cleaning toilets must not be used for any other purpose.
Clean and store equipment safely and in its correct place.

Do not use cleaning cloths to wipe down food preparation surfaces.

Ensure vacuum cleaners are emptied on a regular basis.

Consider safety at all times and do not stretch or stand on chairs to reach high poin

Maintaining a secure environment
Security measures may vary considerably depending on the nature o
should be aware of all measures relating to their own work environment
B The importance of wearing some form of recognised identi
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be taken.
Ensuring external fire doors are kept shu

B Ensuring all areas have been vacated whe
be carefully checked and at the same time a
locked.

B Keys should not be left un

credit cards.
B Being alert and
superior.

is a real threat. The establishment’s policy for dealing with terrorism incidents
ensure all managers and staff know how to react to protect themselves and

one’trom entering or leaving) should be in place. Staff must also be trained to follow
curity services and the police if an incident occurs.

ust be on the alert for suspicious-looking people.

If a person is identified as potentially suspicious (for example, they have no reason to be there), this must
immediately be reported to the security officer or senior manager.

Unless authorised to do so, do not approach a suspicious person but try to monitor their activities.

Dealing with threatening behaviour and violence
No staff member should have to deal with threatening behaviour or violence. Staff should remain calm and, if
possible, try to create a space between themselves and the person causing the issue.
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B Stand behind the bar, a counter or a table to create a safe space. Do not shout. Speak slowly and clearly to
try and calm the person down.

B Report the behaviour to a senior member of staff — if security staff are employed, they should be
summoned to assist. The customer should then be asked to leave and escorted away from the premises.

B Record the incident as per the establishment’s procedure, including any witness statements.

Threatening behaviour or violence within the workforce itself cannot be tolerated and shoul
disciplinary proceedings or even dismissal.

Dealing with a suspicious item or package
All employees should be constantly alert for suspicious items or packages.
B If an object is found, it must immediately be reported to the security officer, manager
B Do not touch or attempt to move the object.
B If there are customers in the immediate vicinity, discreetly try to esgablish ownership of the
B If the ownership is established then ask the customer to keep the
safekeeping.
B If no immediate ownership is established, the area should be
without delay.

Dealing with a bomb threat
Immediate action needs to be taken as a bomb could
B be aware of and follow the establishment péhi

ent. As a result, staff should:
reats and evacuation procedures

B evacuate the immediate work area

B search the work area to ensure it is cleare

B evacuate the premises and usher all custom est usable exits to specified
assembly areas

B count all persons present i i ise the risk of accidents.

o there is a formal record that can be checked.
assessments with ‘spot’ checks to see if the required standards are being complied

be actively aware of possible hazards and risks and how to take action to minimise them.
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