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Self Introduction My NgaME
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» Name: ‘0‘

» Educational
qualifications:

> Job:
> Achievements: (@
> Special interests: ol v
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Course Etiquette

: &
» Feel Free to ask questions (9

» Sharing ideas Vs Parking Wil ok By v
Lot S Jas v
o MR (e il YV

» It’s OK to disagree in ideas ey
> Try to get benefit = ds ’d’;& Y
» Have fun gl v
& p




Day 1

Objectives:
. -alaa Y
. Introduction to F&B FaBiat o dadie s
service sial) () o
Gl e gl @
. Sexual Harassment Al Ggeall dass o
° Purpose of Training N Baga
4aalall) g jelaall @
. Quality guest service Luail

. Grooming & Hygiene



Introduction

* When serving food and drink

in the restaurant, one of the
most important tasks and
sometimes difficult task is
dealing with customers. For
some customers, you will be
the first and last person they
deal with, and for a few the
only one. Therefore the
impression you make on the
customer is important - make
it a good one!
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Continue...

Hospitality goes beyond the service
guests expect of servers. Hospitality
means creating a pleasant dining
experience for your guests with
small gestures like giving a friendly
greeting, smiling—even when very
tired, remembering names, hanging
up coats, pulling out chairs,
remembering a returning guest’s
favorite drink, knowing exactly what
is ordered, and anticipating what
the guest needs next.
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Sexual Harassment

"Sexual Harassment
is never pretty."

- " %w{ "

"Stop it, before it
gets ugly."

c. 2002 www.ideasandtraining.com




What is going on
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The purpose of food and
baverage

* The purpose of the F & B

Department: ; -
Selling food and drinks F & B: aed (0 g 2l
as much as possible at a
price that has been il g yiall g Landsd) o v

determined according

v Q) a8
to standard. e oA OBagl O

taall 188 g pauaa

providing the best

possible service to diSas dadd Juad) agali v

guests in order to make agdaa Jal (re i guall
the guests feel satisfied Jgaal) g La )L oy g midia
and get maximum Baild bl o

benefits to business s ¢
continuity. Jard) dg ) i



service

] Smile for everyone

1 Excellence in every thing
we do

1 Reaching out to every
guest with hospitality

] Viewing every guest as
special

1 Inviting guests to return

1 Creating a warm
atmosphere

1 Eye contact that shows we
care
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Attitude & Behavior
Standing during service

Maintain good posture.

Stand still, feet next to each
other.

Don’t lean on the wall.

Don’t block or stop guest
from walking.

Stand close to your table, in
sight of the guest.

Don’t use body language
with your colleagues.
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The Iceberg phenomena is also applicable on
human beings ...
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Let each letter of the alphabetic has a value equals to it
sequence of the alphabetical order:
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THE CAN DO ATTITUDE  aekaiod <l S Ll

You CAN DO everything, but not all at once.
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You CAN DO everything, if it’s important enough for you to do.
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You CAN DO everything, but there will be limitations.
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You CAN DO everything, but you’ll need help.
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You CAN DO everything, but you may not be the best at everything.
st US (A JamdV) () oK8 ) Gl g ¢ g 25 JS Jad Sy



Attitude & Behavior
Standing during service

Walk around with straight back

* Pick up feet when you walk, don’t
shuffle

* While walking, don’t look to
floor, look to the guests, as they
might

want to attract your attention

* While walking, see that you don’t
block or stop guests from

walking

* While walking, if you come across
with a guest, you wait and let

the guest pass first
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Attitude & Behavior
Standing during service

* Don’t run

* Don’t touch your hair, nose and

face ‘ oS 4 Y ¥
* Don’t cough or sneeze g g9 <ldil g ‘ﬂf-ﬁ" uali Y *
* Don’t chew gum or food U-"‘{‘”:‘ Sl Y *
* Don’t use the body language ?L"H‘ 3 ‘\f-w‘ @4"5 ¥
with your colleagues idla ) s dead) dad addiod Y ¥
* Speak clearly but don’t shout Frai ¥ (Slgrpag Qaad *
* Keep your hands out of your dhgia e Ly aa *
pockets hilall Jo . <iiy *
* Don’t lean against the wall daladly &1_.433‘ uhp\j ?’“‘:‘*‘ *

* Smile and look happy



Quality Guest Service
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Quality Guest Service

 Delivering Quality Guest

Service Ciuall 4add ayals
MEANS: 53 gall dille
« To Creating a Memorable o
Experience For Every i Y Ag yad 34
Guest J<
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How

Understanding and TREXR .
accept Each Guests Slalis) S d"jﬁj e oA
Needs and Hopes. el 5 u):.\féj\
Meeting and Jul jsladgdnli 2
Exceeding Guest canall claliiag g
Hopes and Needs. Jandl ¢33 s3ebias .3
Helping co — Workers CEF RV

To Exceed Guest -
Expectations . .8 guall



Benefits Of Quality

Guest Service
e Wl AadA 84 ¢a 45\35

When We Deliver
Quality Guest Service
Everyone

Wins
Al Ladic
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The Guest

Each Guest Arrives
With Certain Concerns
And Expectations

BY

providing Quality Guest
Service

YOU Have a Chance

To

Make The Guests day & stay
More Enjoyable
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The Property

If You Exceeds Guest Needs

il clabial @ glas 13)

They Well Be

More Likely To Return To The ,
Property G ) ) gagma O el e
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You Have Direct Impact Al A0 L
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Your Co- Worker

When You Do Your Job Well

JSdy cllary a o8 Ladic
You Make it Easier For Your KTEN
Co- Worker
Slalal Je) Adan Sli<ay
To DO
Their Jobs Well ) slazy S
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YOU

When You Do Your Job Well

You Show You Co-Worker &
Managers That You Are
Professional.

Good Works is Often
Reworded

With Complements
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GROOMING
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= During the s
=» After the shift

=» Hotel locker




What happens if we
don't care about

shower?
v Bad impressions on Cipadl (o A cile Ll
Egyptians. ea ) g b guall da

Al g gl g culBtatl
v" Repel guests and P GITEED

colleagues

v" Negative comments and
complaints



What else do we do other than
showering

BRUSH TEETH
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COMB HAIR
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How many uniforms
are there for each?

3 for each

The hotel has usually 3

tops pihl 3 o Bule (3B 5 giny
49X 4 dal g
>X oneyou are wearing Ciaitl) dles b aalg
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>¢ onein the cleaning
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Make-up. & Nail polish
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Day (2)

Obijectives:

Serving guest w/ special
needs

*Basic Food Preparation and
Cooking, Terminology and
Timing

*Reservation system in dining
room

Room Service

. Types of Breakfast
. Working as a Team
. Solving problems

Telephone Manners
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Working as a Team
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TELEPHONE ANSWERING TECHNIQUES
clallgall o a0 aa gall sl

Example /&
Good morning
Lia
- good afternoon LAY C‘i*"
- good evening lileca ilhs -
Main Restaurant Al ploaa -
(Ahmed) - speaking iy - ()
How May | help you? felise b (AiSay S
S
Remember FLIN) s J¥) pLLN
The first impression is a last SAY
impression gLl 4l dua b Y
No second chance for the Cz ds¥)
J V.

first impression



Restaurant Reservation System
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Table No. Aima 33le 8 e 5 Jaendl IS 1) _
Date-Time . a1 (s gl -

No. of Pax . seaad) e B}

Special Requests .Aala cillla 443 cllia il L 1) -

Room/Tel No. (il Lagie IS 13) 48 je o8 ) 5f Caal) Caila a8 ;
Smoking or Non Smoking.ssaxill axe sl guaill oSkl 8 331l 3 e 5 1) ]
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Online Restaurant Reservations
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Online Restaurant Reservations
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PROVIDE ROOM SERVICE
9 )| Qo> pylii
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Set up trays and trolleys

The equipment found on individual trays should match the
needs of the particular order.
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Basic set up for dinner
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Collecting the food and beverage

Check the item against
the guests order

Hot food in a heated
container

Cold food in a cold
container

Check any special
requests

Visual check

order
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Provide room service
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Delivery of the order

When positioning items on the tray:
Weight
Height
Balance
Overcrowding
Temperature

Consider the location of hot
items
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Entry into Guest room

Knock and announce
“Room Service”

Hotel policy will dictate
actions if the guest doesn’t
answer a015" olels Sybl -
Verbal contact with guest . Sl
social dialogue 93l Al Modiaws =
5,0 pd 15] wlel,>VI
all
&0 bl JlasV| =
wall seloisVl lesdl
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Entry into Guest room

Position tray or trolley Iin
normal place

There is usually a
standard position in the

room to place the tray but @< 9l Quino 809 ©
the guest may want it S\2ub Vo 9
somewhere else Jld vgsy b ddle o
. S\ S\wl gog
Re arrange furniture awinall gogl 49,2l
ol w29 S
=l UlSo 9
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Position the tray or trolley

Set the order

Explain the Items to the

guest —

Confirm special requests
bl g0 O
Equipment usage e.g. hot ol _a,.wl Q
box ol
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Serve the order

Food service;:

Maintain Restaurant
standard

Assemble dishes, add
garnishes

Explain where the tray is
to be placed when the
guest has finished with it
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Present Room service accounts

Method of payment Q 9| aau,b
Account documentation \ wlbw=dl (ilg
Information included i Wlogleall
Room number a9,2)l pd,
Name ool
Account type :
Delivery tiyrge /date uL..quI &?J
List of items plus cost - — p“'L“""” &)U /__w?
Total cost ]| a8Vl joliell aoild
Receipt of order and method of aalscll
payment aJlox>VI aslsill
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Process room service payment

Charge to Room .
account
Cash V> e gogi v
a9 2|
q.a.u..JI Aol v
ol UlowiVIl adly v/

sl @8y
pilwd v

Credit card or debit
card

Vouchers
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BREAKFAST

CONTINENTAL
ENGLISH
AMERICAN
LOCAL

Healthy
(BUFFET)



meals and breakfast.ppt-1,3,
meals and breakfast.ppt-1,4,
meals and breakfast.ppt
meals and breakfast.ppt-1,6,
meals and breakfast.ppt-1,7,

CONTINENTAL BREAKFAST

Cold drinks: alia cily g i
orange juice, grapefruit juice, milk, etc & e qula ¢ gd quoa mas  JW p juac

A L) ey g pudial)

Hot beverages: Al ) Lag ¢ AL SISl g LAl g 3 gl
coffee, tea, hot cocoa, etc ¢ gliad ¢ Ay 4818 ¢ g ) ¢ LIS
Cappuccino, espresso, café latte, Mint, camomile, etc. H sl

s edal) Ga

From the bakery: ¢ b ¢ oy gud g S ¢ S il
rolls, buns, croissants, muffins, & ¢ panaall jaidl g dadll
doughnuts, toast, etc ¢ U ¢ o Al el ¢ pgae i) t:':;

Bread: pan-loaf, French baguette, pita, cciappata - Lal 36-5‘
Spreads: ¢ Qs ¢ anadl) JulB ¢ Cpam gl B

) ¢ JUd )
butter or margarine, low fat spread, honey, B e JUi) (e ¢ e

jam, marmalade, etc.



meals and breakfast.ppt-1,2,
http://images.google.es/imgres?imgurl=http://www.timberhavenlodge.com/continental breakfast.jpg&imgrefurl=http://www.timberhavenlodge.com/amenities.htm&h=210&w=150&sz=20&tbnid=VFE86D0fPRprvM:&tbnh=100&tbnw=71&hl=es&start=5&prev=/images?q="continental+breakfast"&svnum=10&hl=es&lr=&sa=G
http://images.google.es/imgres?imgurl=http://www.timberhavenlodge.com/continental breakfast.jpg&imgrefurl=http://www.timberhavenlodge.com/amenities.htm&h=210&w=150&sz=20&tbnid=VFE86D0fPRprvM:&tbnh=100&tbnw=71&hl=es&start=5&prev=/images?q="continental+breakfast"&svnum=10&hl=es&lr=&sa=G

ENGLISH BREAKFAST

Continental breakfast +

Bacon and eggs

Sautéed mushrooms

Baked beans

Sausages
Poached tomato

+ g

Uz § M aal
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(&l
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meals and breakfast.ppt-1,2,

EGGS FOR BREAKFAST

Fried eggs

Hard boiled eggs

Poached eggs .
€8 Bolea pan

dadi gy pan



meals and breakfast.ppt-1,4,
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AMERICAN BREAKFAST

CONTINENTAL + ENGLISH + + o plad) 4 JUi ¢
Potatoes: hash browns, wedge C9l e udalay 1 ulaldall)
potatoes, etc & g G

. U
Cereals: pancakes and waffles 22l odl 9 hill) 1 gaad)

with maple syrup Bl @l i aa
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HEALTH BREAKFAST

Cold drinks: datia ey g pdia
Fresh Orange Juice, Grape fruit g qua ot JW y as

Al il g piia
Glée] L& i<l de g 3ia 3 ggd
ol B (5335 — ol S

Hot drinks:
Decaffeinated coffee Herbal tea

Skimmed milk low fat yogurt Cr
Cottage cheese B ) g Cranadl g el g Cll) o sa
Diet Jam , Marmalade & Butter margarine CHos

43 a1 aildl g adlall
Porridge A S o8

Muffins and cinnamon rolls
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EGYPTIAN BREAKFAST

Cold drinks: orange juice, grapefruit juice. omas 133 k) il g pdiall
S92 cuoadl yuas g JU )

Hot beverages. coffee, tea with mint ng 3 “3 : JGALL il g pieall

From the bakery: Baladi bread, Pita g Ladlly
Foul,Falafel,white cheese,labneh, pickles ) U « Lf‘f-‘ = :?P.-J‘ uA
A ¢ play Al g ¢ Jgb

Haa




Cold Meat: Ham , Luncheon meat,, Salami, Pastrami,
Turkey & Pepperoni etc.
Smoked fish: Salmon, Mackerel, Trout, Herring, Ell,
etc.
Dairy Product : selection of Milk, Cheese, Yogurts etc.
Selection of Bread :
Selection of fresh vegetables w/ dressing
Hot section: hash browns, wedge potatoes, Bacon and
eggs , Sautéed mushrooms
Baked beans , Sausages , Poached tomato
Selection of juices
Selection of jam s, marmalades , honeys,
Selection of fresh fruit, fruit cuts & dried fruit
Egg station : omelet , fried, poached, scrambled &
boiled
Oriental corner
Healthy corner
Others : porridge etc.

badl g O 9l g HAD) aad 13 ) o galll
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BREAKFAST BUFFET




METHODS OF COOKING
el )k

Baked Al

el Sy O ) ele Alia] (50 s Bl a8 08 B el
. laally juall el

Boiled sl

A8S Bae &y g 4 | sare (5805 )Osn(Jl o) sle (S aladall o S

Grilled e) pull
Al mha o) and (5 5<0 Le WlLe 3 380 3 ) pa ) aladall g a3 S
Roasting sl

O o) sle ddliza) (o0 juall Jla A8 3 ) ja A 3lae ) B S gl
e e alakall O S5



METHODS OF COOKING
wtall 3k

Pan Fried Akl A )

oanll A Jie duldall aladall Blaill aiad G gaall o AS )8 & gLl
Deep Fried Gand) Y

cosballadl (B Jia g | ) sara aladall (505 0 sall (103 S 4S8 Il
Sautéed 4 gual)

i gl Jlmdl) 8 LS pineall Caill e ) (e AL e 3 )
Poached AL el & sl
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i) clendl s 538 )53 Gl Jie Gl



METHODS OF COOKING
el )k

steaming ol

pany 8 LS pald cle 5 A b 50 o) lara Cad AL el
Aaa¥ 5 il g pmall g ilaall

Stewing a0l

&M\é&cbjéew\&ud&cLA\uAdﬂﬁjmuss@H\
_AJ,ULMAJMJ\A J\_m

Braising Slial) 455l
eSMcLGJ‘;‘UJ}L:oM cw\jmﬂ\wmmgcﬁs@ﬁ\
Gl

Smoking Ol

Ll (3oa Aalh A )5 e ae il 2y Glall aSae 86 B gl
el ia AL sk 50 Ases



IDEGREES OF
STEAK DONENESS

BLUE RARE

SEARED ON THE OUTSIDE, COMPLETELY RED THROUGHOUT

MEDIUM RARE

SEARED OUTSIDE WITH S0% RED CENTRE

MEDIUM

SEARED OUTSIDE. 25% PINK SHOWING INSIDE

MEDIUM WELL

A SLIGHT HINT OF PINK

WELL DONE

BROILED UNTIL 100% BROWN




Handling complaints
G Il dalla

: : People complain to front
Complamts are like liners about 45% of the time

medicine — nobody for service related issues.

likes them but they They complain to
management about 5%, and

make us better. 50% just go away

Al da gladl) ) il <
il Ul L] Ly 50 ¢ Sidy asaly Adlesal

Customer
complaints create
profit




Course Objectives:

By the end of the course you will be able to: :ulc \jj_g Ujs-‘-“‘ g)jdj\ 2\_,1_@_, Gg

e iS o J<3L Gl eyl v
Asliall 4yl G peatll v/

» Recognise complaints as opportunities

» Act in the appropriate manner and :\J-@T,\Ajﬂ\ ‘LSJ‘-:\AJ\ (e g
within the guidelines oo Jaladll aie 3Ll julae v
... . S‘ Ls S &

of the hotels’ Standards when handling a
guest complaint




A complaint = gift
a present, because:

LM = (5 S

oY ¢ Ao

YV VVYVY VY VV

We get a second chance.
We can find out what the guest really

Al R f Ui

wants s il oy La 48 e LiiSas

We find out what our strengths and
weaknesses are

We have the chance to improve
Complaints make us see reality

We have an opportunity to show our
professionalism

B o8l Jalds A La A
LAl Cdeaal) g

Craaill dua B Ll

Addall g, Lilad (g glSdl
L8 faf JlesY dua b Ll

May prevent that the guest leaves our Gl & 5 (e il aiay a8

hotel unhappy
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Handling complaints -

Listen to
the guest
-Listen with concern AT ot
aua e Llaia) Jac
*Glve undivided attention Jual sl e Luila
|
‘Maintain eye contact u@ujJ:i
*Avoid interruptions.




Handling complaints -

Stay
Calm

«Calmer you remain, the
better chances you have
to calm the guest

ua 8y sl g gaa S|
Ciucal) Lingll Ll Juad



Handling complaints -

Apologise
for the
problem

*Some problems calls for (= i JSlial) (a2

an apology. L ij:zy
_ _ | P G Y S 1)
*Even If you disagree with aglaay HIXieY) (b ¢ iyl
guest, apologies make Ly (9

them feel better.




Handling complaints

Empathize
alalill

Empathy means knowing how guest
feels.

Communicate the understanding of the
problem.

*Use guest’s name & take complaint
seriously.

*Do not argue or defend.

Sefa

43 pa Jay cabaladll o

Al agh JiL .

A g Ciuall ?’“‘ edﬁu\ .
Jaaa o (g gl
)

PRV 9 sy .



Handling comp[ain_

Learn details about the probl
*Take notes, if complicated.

*Do not jump to conclusion, till
all the information.

Blama CWS
PNy C\.ﬁ.ﬁu‘){\ G.“ B
ol glaal)



Handling complaints -

«Tell what you can do. A alll) iy L jd] v
*Suggest several options, if possible. S O @l b 7 ) v

| . Al il Y Ly 3 YV
*Do not promise what you cannot deliver. e Gl Alad iy La o i v/
*Emphasise what you can do, and not Alnd AiCay Y
what you cannot.
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Role Play for Restaurant

arhaall Liad g3 cunl

Guest Complaints from slaad) (e b guiall (5 glsi
the Soup 5 Jl.g.u:
SCENARIO A3AS aalaa b Jars

You work for a restaurant A 9 4d) ¢ land) aa) o
as a server. One customer oslua 2 ) ad

says he found a hair in his
soup.






Day 3

Obijectives:

Beverage Training
Beverage classification
*Alcoholic drinks
*Non alcoholic drinks

*Measurements

Y

Gl g pdial) S
Gl g pdial) i

Al gas iy g peiae
Adgas b clygpdia e
Juilaall @



Beverage Training




Bar

Classification
iy pial) it

Non Alcoholic 4 sas sl
- Nourishing ZERE)
- Refreshing A lmidl)
- Stimulating Aiall

- Wines

- Beers 5l
- Aperitifs 4l =) 58
- Spirits 4a o))
- Digestives ~ lacagdll




‘ Non Alcoholic Drinks }

Nourishingdall
Milk-Juices sbas - ol

~Refreshing 4dais

Carbonated drink 43)\&

Stimulating  4xia
Tea-Coffeeb 52 - sl




Alcoholic

- Wines
- Beers
- Aperitifs
- Spirits

- Digestives










bl aba 45,

A 220 65 uad 3l Basa (5 sl Ao Bliall dagal) il gSal) (e Blal) slal)
Aaall A cile 3 e dblil ot o Jgaall (aalad) gl agandlSll (e dsadie

Ol s S () LA (st s 591 (on Al ALl B ) e
B _madl) Z\,\M ejﬁ\

881} andall GilusS) | Cppeaill B Lgaladiina) ally Al 93 sl 8 4 g3 Ul gSal) (e
Bl (A Anlaa) Ll JUS) (e adal Lgdl LaS dadil ) jlgdil e

e JS Qua Ao W 8 g Joas ) sadall Sl Jgadi 5 juadld)
dl) B el £1 5 (e e 54 LA
(Aadiia paadldn o 5d) A3 g (Aadije sadd A jd 5d) Bl B el

sla



bl aba 45, a

g nl) Sal) ey 330 sl
Anilllg padall s LAl 385 o
S () Sl dyeas 5 add)
(peiill adiia g ypedill adi ye)
2 %090 e S e B pedll (5555 13 jpaddl 0 BN slal) 1
ralaall 8 ¢y gadaall el sl




Bl aa 44y

o) Gt (M zlisg el O

Cliale s iy ja) caleall (pe i) Joad el s Joad -
(f\ﬁ,@_u.d\g_m}ml\

O 9l 9 Dl ga SI e IS o) 381 2y e Bl iy e
ujwj\ oﬁ\jﬂ\owd\y

4\_1)4.4;4\;)39 4u.ucj‘J.uaJ\);J\4;JJ o).\.d\J\.A.\;\ n
s ol 8 dleall o3el 3l (el 4a 2 48.2 39.2)

A..m.c JLA.\A\‘\AJ.J&.}\.JDJ.\.\MM\ALA\ &\.sj\‘; ).\AAJ\

20&\15UAOJ\J;‘—\AJJ@€D\6LA\MJ\UACL\M
(s 68 A 58) 4 s dx )



sl e iles
I I ———
M\Aﬂm}o‘}\.\j\&\y‘wdﬁm
‘\AJJ‘“—“JJMHM\?J:‘°JJ‘UA@AQ‘AAJJLA‘>JJMJD
A< oy 4]
Dball Adpda 30l 3 & 3l (8 ST 5 ) e e Jsanll
M\wjﬁs\e\m“\#g)ﬂ\oﬁujcdjm;ﬂg



da/ cull Ladic ddsall (daas (S g dudll | 348 e Jof Lic) 4l
| g M.tﬁ g Y ciinll e 'U{U/th.r LMLGL:{fa(J A
j&@‘ﬁuw[)ﬂ/ww/ /JA/J‘LMM.EAA.'
‘f./‘i.u/,&ﬁd ra.w}d/;l(-ule

Jﬁjc.u.uc_uS J/‘L'LMJ UISJLUS‘{J/J{HAA/ 39 g U giiao
.‘-'JJ““-/ 3¢ aga u“',)-'*-'u-uﬂ-' Llea o 4o g

aﬁ u.BAJLJuJAUM/ L'JJ < s/
& OV e o[



Cluill g Al CdsS

ziL

dﬁﬂ/w&,—rﬁ+ Jeallf= § pad + Lu




dulll 5aga L/




Sweet

Tongue map

4 Main tastes

-Sweet
-Salt
-Sour
-Bitter
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SPARKLING WINES

5 )1 gdl) 518/

Sparkling ) s
Champagne Lilwd




ALCOHOLIC BEVERAGE

Ll gas by g pudio

Aperitifs Lyd gl 48

Spirits Lia g

Digestives <lags




Aperitifs







Cordial Liqueur

Herbs

Q R L; Chocolate &

coffee

liqueur

Whisky & cherry
liqueur

Fruit liqueur
& fruit spirits
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ANGOSTURA
AMER PICON

ST. RAPHAEL
FERNET BRANCE
CAMPARI (BITTERS)
DUBONNET
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Fortified Wines
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)8 ) of Llpal) et 4,
Open a Bottle of Champagne or Sparkling Wine
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Lanson Black Label
Laurant Perrier
Gordon Rouge




SPIRITS
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Whisky
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Tequila GIN
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Scotch Whisky s LiliSuy) | Sewt gl

Irish Whisky Ll ¥l S gl
Canadian Whisky sl | S 5l

American Whisky S a¥! S ol
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Irish Whisky
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BOURBON WHISKEY
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Old Grand Dad.
Old smith

Old tailor
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- Beefeater dry gin

- Gordon's Gin
- Bombay

- Tanqueray

- Van Gogh




Vodka L5454l i i ]

Woda <alS e Ly g Rilgs (o aci) J30 Sl
slall G Juld | ina
udillail) o piald g I 1S2980) £ 9l gl
allly 8,40 e i LSy sl A Lal
ol ) ot bgd (edd | AN Laf okl il g pdiad] (pa LS9 9dl) - 6

ﬁﬂﬁ\/ﬁ“ﬁdk%/%@/@& R ¢
& ""‘,.'U/ubj‘)wd/uwl lg_rlﬁ/ﬂraaﬂ/w
LSl L) 4g<ilf aa ST Ll 4o 4 a4 adte] LA

_ auﬂ/#m,i@wmgjjw/y LS9 gdl) LIRS sale - o

4

4

> o

4

L)



(5.3 9dll £ 51 gl

Absolute
Finlandia:
Smirnoff:
Cossack:
Romanoff:
Moskovskaya
Krepkaya
Stolichnaya

. Sweden
. Finland
. American
. England
. England
. Russian

. Russian

: Russian
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Bacardi —  Captain Morgan
Tropicana =——. Jamaica
Daiquiri «~s~  Planters

Lemon Hart Rum Malibu coconut F.




Tequila
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DIGESTIVES
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Blue Curacao

orange-flavored liqueur
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CREME DE CASSIS
BLACK CURRANTS

......
CREME DE
CAssis
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KAHLUA
COFFEE BEANS

COCOA & VANILLA




BAILEYS

IRISH WHISKEY, CHOCOLATE AND CREAM
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Measurements

Drop
Dash =2 to 3 drops
Teaspoon= (tsp.) =1/6o0z
Tablespoon (tbs) =1/20z =

(3tsp)
Ounce = (oz) =2tbs=25ml

Shot=1 1/2 oz = (3tbs)
Cup=8oz
Pint = 2 cups = (160z.)
Quart = 4 cups = (320z.)

Gallon=4 quarts= (1280z.) =
(3.2liters)
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Bar & Lounge Set up




Drink service







Day 4

Obijectives:

. Waiter description
. Ala carte menus

. Menu knowledge

° Banquet &

conference shapes

° Service sequence
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Who is a Restaurant Server?
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Food & Beverage Service
Seguence

Objectives:- alaal)
> Set up and prepare a restaurant to the ‘-’J&:‘d 633:*49 pedan J-\éﬂ': .’J;fwm :;
required standard. Cilnall g (3l g Jedecl] paiiud

> Use the correct sequence, methods ) ‘:}” u’m‘ y
and equipment in setting up and preparing Aadll dawiud)

for service. pladalf (Jgli Lo @""‘3. daeloalic s v
> Explain the procedure used when (g pial) 5 g) 4l

Ga g dia gl L gl plak ulls B v

taking a food, wine or beverage order. :
=ua

» Take a food, wine or beverage order L s
from a guest. oy (o M\ ﬂﬁ'g\.cﬂ\ v
> Explain the procedure involved in ) sl fadaal) 2 cildlal)

placing orders to the kitchen and bar.



Y V V

Continue..

Place orders to the kitchen and bar

using the proper procedures to
ensure timeliness in service.

Serve customers using silver
service, plate service, or family

service to the required standard.
Operate a bar service.

Prepare a range of basic cocktails.

Prepare customers' bills correctly
and present for payment.

Receive various types of payment
and return receipt and change

correctly.

aladiady Jlll g feaaall sal gl udag
o eaidal dopaalial) il Yl
Aaal) b i gl

Jpdail) Aardl) aladialy ¢denl) Aard
dlilad) o) cila gl daas
sthall jlmally daadl)

e Ak s

NS g8 (Ao gana 2l o8

R IR

T JSdy ¢dlaad) ) b dlas)
@Aﬂ Lgaualll g

i g adall (pe ddlida £ 681 Al
Joa (Sl padl) g dlad)



What’s the menu?




What’s the Menu?




01.
02.
03.
04.
05.
06.
07.
08.
09.
10.
11.
12.
13.

Service Sequence

contents :-

Greet and seat the guests
Open the napkins

Serve the butter and the bread
Offer iced water

Describe and recommend dishes
Take the F&B orders

Transfer the check

Correct & remove covers
Serve beverage

Announce the starter

Serve the starter

Clear the starter

Announce the main course
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14.
15.

Service Sequence

contents :-

Serve the main course
Clear the main course

16.Crumbing down

17.
18.
19.
20.
21.
22.
23.
24.
25.
26.

Announce the dessert
serve the dessert

Take the coffee / tea order
Serve the coffee / tea

clear the dessert

Prepare and present the bill
Accept payment

See the guests leaving
Clearing and re-setting
During the service period &
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Service Sequence

i

1. Greet and seat the guests.




Service Sequence

2. Open the napkins

Some guests will open their own napkins
as soon as they sit down.

Stand at the right of the guest, pick up the
napkin with your right hand.

Shake the napkin from its fold into a
triangle.

Place the longest side of the triangle
closest to the guest.

Move anti-clockwise around the table
opening the napkins, the host at last. B
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Service Sequence

3. Serve the butter and the bread

Place the butter plate in the center of the
table, with the right hand.

Hold the bread basket on your left hand
and serve from the guest left side.

Hold the bread basket down over the
edge of the side plate.

Transfer the bread from the basket to the
side plate using service fork and spoon.

Move anti-clockwise around the table, the
host at last. Offer bread throughout the
meal ®
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Service Sequence

4. Offer iced water

Iced water is a valuable addition to the
meal experience, and it is appreciated by
the guest, although in some
establishments it may not be the practice.

The water glass is positioned to the right
of the wine glass above the table knife.

Water is poured from the guest right side,
with your right hand.

Move anti-clockwise around the table, the
host at last. Offer water throughout the
meal.
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Service Sequence

5. Describe and recommend dishes

= Allow time for the guest to make their
choice.

= When all the guests are seated, be alert
to the signs that the guests are ready to
order so they are not kept waiting.

= You must be able to describe dishes, how
they are cooked, accurately, and
attractively.

= You may also be asked to recommend
dishes. To say “Everything is good” is not
helpful. ®
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Service Sequence

6. Take the F&B orders

When you are sure the guests are ready
to order, a) introduce yourself and b) ask
what they would like to eat and drink ?

Start to take the order of the guest on the
right of the host, and work anti-clockwise
around the table, finishing with the host’s
order.

Take the order including the starter, the

main course, the dessert, and beverages.

Note any special requirements

Repeat the order to the guests to make
sure that the order is correct. &
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Service Sequence

Fllmay fur waitoe

7. Transfer the check




Service Sequence

8. Correct & remove covers




Service Sequence

9. Serve beverage

Take the beverages at the bar. Be sure to dd pa cpa 28U, L) B iy g pdial) J gl
know who drinks what. It is not Ui ) (Agadl (g I s (1
professional to ask the guest. il
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Beverage Service sequence. 94 i) (ulS cils 1) ¢ dua gl J) gha

Throughout the meal, if the guest’s glass “p GBI e el s e it

look nearly empty, ask if he/she wants LA Ly e

another drink. &

All glassware, whether clean or used,
should be carried upright on a drink tray,
held only by the base of the glass. Hold
the tray with your left hand, and use your
right hand to place the drink from the
guest’s right side.



Beverage Order Pad:

TAKE ORDER LEFT - RIGHT CLOCKWISE

Z 3 2 3
2 1 4 2
t( 1

® @ (s

WAITER COVERS

Ahmed 4

Bloody mary /spicy

Pepsi /extra ice

Sakara beer / with the main course

Grand marquis white wine / glass

San Pellegrino sparkling water to share




Appetizer and Main Course Order Pad:

TAKE ORDER LEFT - RIGHT CLOCKWISE
2 3 2 3 , \ 4 3 4 5
1
4 @ (] 5

WAITER COVERS TIME TABLE

Ahmed 4 22:20 24

Lentil Soup / Mix Grill ( White rice- vegetables
1 | Sautéed)

2 | Chicken Cesar salad / Grilled chicken breast

3 | Mushroom Soup / Newzland Beef Fillet ( Medium)

|, Green Salad ( no onions- Italian Dressing) / Grinss
| Shrimp
5
6
7

G
METHOP




Dessert and Coffee Order Pad:

TAKE ORDER LEFT - RIGHT CLOCKWISE
2 3 2 3

4 2

@ <94 @b 3] @

WAITER COVERS TIME

Ahmed 4 22:55

Cheese Cake / Decaffeinated Coffee

Fruit Salad / Green Tea
Ice Cream ( Chocolate- Vanilla) / Turkish Coffee

No Dessert / Double Espresso




Service Sequence

10. Announce the starter




Service Sequence

11. Serve the starter

In modern plate service, plates are both placed
and cleared from the guest’s right side, as this
causes the least disturbance to the guest.

In modern plate service, serve the guest
immediately to the right of the host first, and
then move anti-clockwise around the table,
serving each guest in turn, regard-less of sex.
The host to be served at last.

In some establishments, you may be required
to serve ladies before gentlemen, or this may
be required by the guests. &
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How to carry food on plates.

Never more
than three.
Two in your
left hand
and one
with your
right hand.
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How to hold plates in your

hands.
Sl A Gl Jea 4




Service Sequence o
,‘?

12. Clear the starter

Guest usually indicate that they have
finished their course by placing the cutlery
together on the plate.

As they don'’t always do this, you must be
alert to other signs from the table that
everyone has finished, and if necessary,
you must ask guests whether they are
finished or not.

In modern plate service, it is usual to clear
at once, when all guest have finished,
from the right side of the guest, by using
your right hand. &
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Service Sequence

13. Announce the main course

When ready to serve the main
course, go to the kitchen and
announce the main course.

Say something like: “Please, main
course for table 4.

When you receive the food from the
kitchen, be sure to know who eats
what. It is not professional to ask the
guest. ®
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Service Sequence

14. Serve the main course

Plates are both placed and cleared from
the guest’s right side, as this causes the
least disturbance to the guest.

Serve the guest immediately to the right
of the host first, and then move anti-
clockwise around the table, serving each
guest in turn, regard-less of sex. The host
to be served at last.

In some establishments, you may be
required to serve ladies before
gentlemen, or this may be required by the
guests. ®
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Service Sequence

15. Clear the main course

Guest usually indicate that they have
finished their main course by placing the
cutlery together on the plate.

If necessary, you must ask guests
whether they are finished or not.

Clear at once, when all guest have
finished, from the right side of the guest,
by using your right hand.

Brush the crumbs onto the a dinner plate
using a folded service cloth held in your
right hand and adjust the dessert

cutlery. &
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Service Sequence

16. Announce the dessert

When ready to serve the dessert, go
to the kitchen and announce the
dessert.

Say something like: “Please, dessert
for table 4”.

When you receive the food from the
kitchen, be sure to know who eats
what. It is not professional to ask the
guest. ®
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Service Sequence

17. Serve the dessert

Plates are both placed and cleared
from the guest’s right side, as this
causes the least disturbance to the
guest.

Serve the guest immediately to the
right of the host first, and then move
anti-clockwise around the table,
serving each guest in turn, regard-less
of sex. The host to be served at last.®
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Service Sequence

18. Take the coffee / tea order

The coffee / tea may be served with
the dessert if requested by the guest,
therefore, you may be asked the take
the order before serving the dessert.

Start to take the order of the guest on
the right of the host, and work anti-
clockwise around the table, finishing
with the host’s order.

Transfer the top copy to the bar, the
third copy to the cashier, and the
fourth copy for you. ®
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Service Sequence

19. Serve the coffee / tea

Place the accompanying items (milk,
sugar) on the table.

Serve the guest immediately to the right
of the host first, and then move anti-
clockwise around the table, serving each
guest in turn, regard-less of sex. The host
to be served at last.

In some establishments, you may be
required to serve ladies before
gentlemen, or this may be required by the
guests. H
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Service Sequence

20. Prepare and present the bill

At this point. it is essential that you should
be ready to give the bill. Prepare it or
make sure it is ready.

Nothing is more irritating to guests than to
be slowness in the bringing of the bill.

Generally, bills should not be presented
until they are asked for.

When a bill is presented at the table, it is
placed in front of the host, or, if there is no
host, in the middle of the table. &
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Service Sequence

21. Accept payment

= |f the establishment requires

guests to pay at a cashier’s desk Oo ke A gall il 1Y)

as they are leaving, make this el il die adall (o guall
clear to the guest. —auall «5%55 7= 58 ¢ agh )aa

= Do not hover around waiting for &y ol Jalil Jgm ppai Y m
your guests to pay, leave them el g agS il ¢l g
alone. glaall Jalii g adall Jod m

= Accept payment and tender
exchange . &



Service Sequence

22. See the guests leaving

= Assist the guest departing by moving G At Jal )l ciuall saclua =
their chairs for them, collecting their U s ‘
o . 29 ¢ e agal S
personal belonging (not forgetting *&M‘&u . gi LAl
coats, hats and bags). (UHJMU ; Lol §
= |f you are too busy, at least s hla ‘.gz; N i m 13 m
acknowledge their departure with a nod Rabulil g 5 Ladly g sy S
and a smile ..'J_&‘ ;t:.." B .u.wi .
= Wish your guest “Good afternoon” and i i 1) da g u-“‘ b S g
thank them for coming. If your know ) plosa™ rdaddiodd ¢ agad
their name, use it: “Good afternoon Mr. gJ.« Sy, Y adkiinyz, S
xyz. We look forward to seeing you ) g Lg/ ﬁ.éjsi

again soon” . ®



Service Sequence

23. Clearing and re-setting

Remove dessert plates and coffee cups
by hand. Glassware should be removed
on a drinks tray.

Only when all the guests have left the
restaurant, remove the flowers on a tray
and put them in the refrigerator.

Then, remove the dirty napkins and
tablecloths.

Ensure that all the tables and chairs are
returned to their original positions. Do not
forget to check chairs for crumbs. &
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Service Sequence

24. During the service period

Offer bread throughout the meal. Z\_\;Jj\ J\JL J_\g\ ?"5 n
Offer water throughout the meal. Al Jigh slal) (ae) =
When you can, help your Al el ¢ padaid Ladic m
colleagues. 1) ol La g o Jad Cund 1) m
If you forgot to do something or if Aaaaaly Ph e ety cudd
you did a mistake, correct it. ) e e

, _ quM\:ﬁweA\umY'
Don’t forget the most important Gt

thing: smile and be kind. & -
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Day 5

Objectives:

e Set up the Restaurant for
Service

e Side Station Check list

e Suggestive Selling and Up
selling

e Task list restaurant server
e Deliver VIP Amenities

-8l Y
dadAll azaal) dlac) o
ddasall asd 4l e

Agailadl
Gl ) AL ) e
L)

_ea.b.d\
Aa) ) Jilug b o
Gluadddl sl



Service
Station stocked
according to

policy.

The service
associates has a
clean service
cloth, Note block,
Pen, Matches
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All condiments
have been
refilled and are
clean.
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Everything is
ready
according to
the opening
check list.
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SIDE BOARD LABEL
‘ES 16 1718

Service spoons and forks
Sweet spoons and forks

Soup spoons, teaspoons, coffee spoons O O
Fish knives and forks

Joint knives

Side knives N
Fish plates \/ " |
Sweet plates
Sideplates 3
Coffee saucers e —— ]
Undortt WV A AR\
Service salver
Dirty linen

Check pad on service plate ]
Assorted condiments ¥ B8 -1 1112

Ashtrays
Water jugs -+ - (|- W

-

Bread basket and butter

Hotplate \"-/
Trays 13

= |




8 _yd| Ué' a-al.g_“ Gluaddd) la Wia &.&3
Deliver VIP Amenities
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Up-selling for

Food and Beverage
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Suggestive Selling and Up selling

“Suggestive selling” T

means encouraging = ;Jf@‘.'c*‘».,

£l i Ao gual) Al

guests to buy Jdia] i o e o Aandal
additional food and TR RIS

. by 71 8YL Al
beverages. Suggestive ) aSal) g 4L

selling requires tact
and good judgment.




Who knows the most o 3 i
about the food and b ) g plakal
. ¢ \
beverage in a priae
restaurant?



L\"

70% of guests do not Oshas ¥ gl e 770
know what they will order o @5 Lasie Gl s

aakaall

when the come to a
restaurant



k\" —

It depends on you to
make a guest At Jead dlle adiny )
experience even P 0 Judl gzl
better by suggesting ‘”*”“‘:j “-‘“’Z\g‘eﬁé‘ﬂ‘
them food and e
beverages that they
will like



It i1Is YOUR

oy o @\9:9*"“ &SLQU-‘Q é:
responsibility to get il Lol o
the guest to order 2

what is right for
them.



Suggestive Selling

Increase a guest’s original order

=< : allal) Baly § eliga;
by giving therp suggestions and Dl (e Cisall Losd
ideas cial BY) pgais
This will oot
: : : 85 134
increase guest satisfaction and £33 Ly & 3

average spend. (Y Ja gia g



Guests love suggestive selling because
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Know Your product

The name and pronunciation
The ingredients

The method of cooking

The portion size

The sauces and sides

The substitutions

bl aaa
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Making the Sales Presentatlon
u\.suul\ L e )

v’ |dentify the Opportunities
v' Recommend dishes or sides
v’ Give the guest choices

v' Don’t push

v Mention a unique feature of ua Al Lt v
the product il gl o) Bl (aga v/
Ciual) e LA el v/

bl Y v

iiall 5.4y 48 5 jaa S v/



Use Descriptive Words

Speak with Confidence
480 Gt ddia ¢l clalsl) addiu|

Freshly prepared

Excellent

Home made

Delicious

Refreshing

Really Good!

Local



v Read the body language
of the guest not
interested then change
the recommendations, i il da dad 78
suggest something else Cla gil) g ad algall
A Uiz 381



Asking for the Sale

v’ Asking the guest if
the would like to
order the
recommended dish e S 1) casal) Sl v

“w‘&d‘éﬂ‘u&’gﬁ




Objections <l seY)

v’ Don’t take it Guaddi e 1Y v/
Personally if &l Y cipall Ju )
the guest says

no to the sale \'\('




Following Up 4Ll

v" Check back after everyone araall L o) g (5 AT 5 pa (58as
has a chance to take a bite il J .. aladall gl dua jd
...Is the guest satisfied? foaly

v" Thank the guest




/ i . R X a o o
Offer slow.movmg but LSl g A8 jall Ak oLl 235 v/
profitable items Ao g

v" Consider availability Calual) 3l g e fm AV

v’ Suggest beverages to go a9 ae Cladll il e ~ 8 V0

with their meal












