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A
Absence, termination for, 167
Accidents, preventing, 193
À la carte menu, 9
Alcohol content, in wine, 141
Alcoholic beverages

flammability of, 122-124
legal aspects of serving, 150-151
overserving, 105
sales of, 156

Alcohol use, termination for, 167
Ales, 135

serving and storing, 136
types of, 137

Allergies, food, 191-192
Amber rum, 132
American dry gin, 132
American service, 8-9
American-style coffee, 153
Anglo-Saxon banquets, 7
Aperitifs, low-alcohol, 188
Apologizing, 102-103
Apprenticeship, kitchen, 23
Atmosphere, creating, 169-170
Attilio, 164
Automats, 8

B
Background music, 15
Back waiter, 10
Balance, in wine, 142
Baldridge, Letitia, etiquette books by, 84
Bananas Foster, 120-121
“Band-Aid dessert,” 104
Banquets

Anglo-Saxon, 7
French, 7

Bargain prices, 187
Bar sales, 39
Beacon Restaurant, 17
Beer, 135-137

glassware for, 136-137
pairing with food, 137
serving and storing, 136

Before-dinner menu, 188
Belgian-style beer, 137
Benefits, employee, 169-170
Beverage program, managing, 175-177

Beverages
controlling, 175-176
inventorying, 177-179
purchasing and receiving, 176-177

Beverage sales, 156
Beverage service, 126-156

cocktails, 126-129
coffee, 153-154
responsible, 150-151
tea, 154-155
water, 126

Black tea, 155
Blended scotch whiskeys, 134
Blood alcohol content (BAC), 151
Blue Ribbon Restaurant, 162
Body, of wine, 141, 143
Bonus structures, 173
Bottled water, 126
Bourbon whiskey, 133
Bread

controlling the cost of, 181-182
serving, 182

Breakage, cutting down on, 182-183
Breakdown list, managing, 67-68
Breaking down, 66
Brennan, Owen, 120
Brennan’s Restaurant, 120
Broken glass, 195
Bromberg brothers, 162
Burns, 194
Business

hospitality as, 172
logbook of, 161, 162-163
steady influx of, 48

Business decisions, foundation for, 24-27
Business management, proactive, 186-188
Business managers, involvement in restaurant

operation, 172
Bussers (guards), 9, 10

responsibilities of, 61
Butler service, 13
Butter, controlling the cost of, 181-182

C
Cabernet Sauvignon grapes, 139
Caesar salad, 116-117
Café Diablo set, 113
Caffè macchiato, 154
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Caffè Stanzione, 122-123
Campagna Restaurant, 31, 49, 84
Canadian whiskey, 133
Candidate skill level, testing, 159
Candles, hazards of, 198
Cappuccino, 154
Captain, 10
Cardini, Caesar, 116
Casual restaurants, 13
Chairs, placement of, 72
Champagne glasses, dropping, 195
Chardonnay grapes, 139
Chart House, 37
Check, delivering, 95
Check averages, increasing, 187-188
Chef

getting to know, 24
relationship with, 28
role in dining room operations, 31-33

China, controlling the use of, 183-184
Cleaning, responsibility for, 62-64. See also Breaking

down
Clientele

intended, 5
loyal, 49

Closing duties, 61
Coats and bags, taking, 53, 55
Cocktail menus, 129
Cocktails, 126-129

made with gin, 132
made with rum, 132
made with tequila, 133
made with vodka, 132
made with whiskey, 133-134
serving, 126-134
terms related to, 129

Coffee
American-style, 153
espresso, 153-154
flaming, 122-123

Communication, importance of, 85
Complaints, addressing, 99
Computer reservations programs, 42
Confidence, server, 81
Confusion, in order taking, 84
Consumables

controlling, 179-184
preparing, 64

Cooking
professional, 22
tableside, 108-114

Cook times, knowledge of, 22-23
Cooperation, staff, 33
Copper pans, 112-113

“Corkiness,” of wine, 150
Cosmopolitan cocktail, 129
Cost-cutting suggestions, 173
Costs. See also Labor costs

of bread and butter, 181-182
glassware, 183
linen, 180-181
product, 173-179

Counter service, 8
Courses

sequence of, 86
traditional sequence of, 86, 95

Covers
logging, 163
reservations and, 38

Covers per hour, determining, 48
Cream sauce, thickening, 114
Credit card numbers, for reservations, 45
Crema, 153-154
Crêpes Suzette pan, 113
Criminal behavior, handling, 105
Crises, surviving, 198
Culinary school, 23
Customer flow, estimating, 40
Customers, problems related to, 96-101
Cuts, 194

D
DeGroff, Dale “King Cocktail,” 129
Delays, problems with, 101
Deliveries, beverage, 176-177
Delmonico’s, 8
Dining experience, pleasant, 18
Dining out, rise in, 15
Dining room(s)

chef visits to, 33
comfort level of, 20
dark, 100
problems with, 100-101

Dining room conditions, problems with,
99-100

Dining room employees, injury to, 194-196
Dining room-kitchen relationship, 27
Dining room manager, role of, 22
Dining room staff, operation of, 24
Disasters, preventing, 22
Dishes, suggestions concerning, 80
Dishonest employees, 176
Disorderly conduct, handling, 106
Door(s)

injury from, 194
leaving unattended, 53
maintaining, 50

Drinking age, 150
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Drink orders, 76
Drug use, termination for, 167
Drunken guests, handling, 105-106

E
Edward Moran Bar and Grill, 163
Efficiency. See also American service; Peak efficiency

menu/staffing changes and, 48-49
seating and, 54

EJ’s Luncheonette, 161
Elderly guests, 99
El Dorado Bar, 122
Electronic pagers, 42
Emergencies, 189-198

employee, 193-196
facility, 196-198
guest, 190-193
medical, 192-193

Employee benefits, 169-170
Employee emergencies, 193-196
Employee manual, termination policy in, 167-168
Employee theft, 176, 177
Employees. See also Manager entries; Middle 

management; Staff
assessing personalities of, 18, 19
cost-cutting suggestions by, 173
dishonest, 176
feeding, 169-170
hiring, 18
nontipped, 186
rewarding, 173
salaried, 186
termination and suspension of, 167-168
as trainers, 160

English service, 13
Entertainment, 20
Entrance, maintaining, 50
Entrées, 9
Equipment

defective, 92
hot, 194
for tableside cooking, 110-113

Espresso, 153
serving, 154

Espresso pods, 154
Etiquette books, 84
European wines, 143-144

F
Facility emergencies, 196-198
Fact sheet, for phone questions, 46
Fairness, in applying rules, 168
Falls, 190-191
Family service, 13

Fault, admitting, 28-31
Financial goals, 173
Financial information, sharing with middle 

management, 172
Fine dining, appearance of, 7
Fire, 196-197
First aid, 193
Fitzgerald, Denis, 27
Fixed menu, 9
Flammables, injuries from, 195. See also Alcoholic 

beverages
Flatware

controlling the use of, 183-184
loss of, 184
polishing, 68-70
transporting, 94

Flavored vodkas, 132
Flavors, wine, 142-144
Floods, 197
Floors, slippery, 194
Food

delivering on trays, 90
disappointment with, 96-98
injury from foreign objects in, 192
matching wine to, 143
pairing beer with, 137
tableside preparation of, 108-114

Food allergies, 191-192
Food and beverage problems, 96-98
Foodborne illness, 191
Food poisoning, 191
Food service, respect for, 7
Foreign objects, in food, 192
Formal dining rooms, 9
Formal restaurants, 8

staff-to-guest ratio in, 94
French banquets, 7
French service, 9-11
Fresco by Scotto, 17, 99, 188
Front desk, arranging, 53
Front house-back house relations, 33
Front office, management of, 22
Front-of-the-house manager, 173
Front waiter, 10
Fruit flavors, in wine, 140
Full-bodied wine, 143

G
Gin, 132
Glass racks, 183
Glassware. See also Wineglasses

for beer, 136-137
broken, 92, 195
carrying, 93-94
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Glassware, con’t.
controlling the use of, 182-183
costs of, 183
handling, 92-94
polishing, 68-70

Good service, training for, 15-18. See also Service
Greek society, dining in, 6
Guards. See Bussers (guards)
Gueridon, 111
Guest emergencies, 190-193
Guest names, using, 53
Guest questions, answering, 80-81
Guest recovery procedures, 96-98, 102-105, 197

follow-up in, 105
Guests

appreciating, 20
comfort of, 4
difficult, 105-106
ensuring the safety of, 150
expectations of, 98
eye contact with, 53
feelings and experiences of, 15-18, 20
first sale to, 76-77
greeting, 5, 50-53
initial contact with, 36-37
interaction with, 78
reading, 78-79
responsibility to, 106
satisfying, 18
seating, 54
sensing uneasiness in, 98
welcoming, 20
wine tasting by, 149

H
Hazards

dining room, 194-196
kitchen, 193

Highball glass, 130
Hilltop Steakhouse, 42
Hiring, 158-160

process of, 158
Holidays, logging, 163
Holland (genever) gin, 132
Honey service, 155
Horn & Hardart Automat, 8
Hospitality

defined, 2-5
principle of, 2
training for, 15-18
using service to enhance, 18-19
versus service, 14-15

Hospitality business, 5, 172
aspects of, 14
preparation in, 58

Hosts, responsibilities of, 61
Hot equipment, 194
House style, 5
Hudson River Club, 98

I
Ice cubes, in drinks, 131
Identification, checking, 151
Ignorance, confessing, 28-31
Illegal actions, termination for, 167
Illness, guest, 191-192
Incident forms, 191
Incompetence, termination for, 167
Industrial Revolution, food service during,

8
Injuries

dining room, 194-196
from foreign objects in food, 192
kitchen, 193
preventing, 196
reporting, 92
from walking, 194

In/out doors, injury from, 194
Internet, in the restaurant world, 36-37
Intoxicated guests, serving alcohol to,

151
Intoxication, legal definition of, 151
Inventory, 186

accuracy in, 179
beverage, 177-179
controlling, 175-176
timing of, 178-179

Inventory documents, validity of, 178
Irish whiskey, 134
Italian restaurants, 13

J
Job, effectiveness in, 28

K
Kitchen

design and organization of, 27
hazards in, 193
influence of, 22
injuries in, 193
logjams in, 54
problems with, 100-101
relationship with, 26-31
safety precautions in, 193-196

Kitchen apprentices, 23
Kitchen labor costs, 165
Kitchen operations, understanding,

23-27
Kitchen scheduling, 165
Knife handling, safe, 193
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L
Labor costs, 158, 161, 184-186

kitchen, 165
Lactic acid, 142
Lagers, 135

serving and storing, 136
La Grande Taverne de Londres, 9
Large parties, 48
Latte, 154
LaVarenne, François, 7
Le Cuisinier François, 7
Light-bodied wine, 143
Light rums, 132
Linen(s), 71

controlling the use of, 180-181
dressing tables with, 72

LiPuma, Dwayne, 198
Liqueurs, flamed, 122-124
Logbook, 161, 162-163

noting injuries in, 191
London dry gin, 132
Loose tea service, 154-155
Low-alcohol aperitifs, 188

M
Madeirization, of wine, 150
Madison Salad, 31
Maître d’

importance of, 54
responsibilities of, 61

Malic acid, 141, 142
Malolactic fermentation, 142
Malouf, Waldy, 11, 17
Management

maximizing the use of, 186
proactive, 186-188
profitable, 186

Management team, structure of,
173

Manager-chef meetings, 31
Managers on duty (MODs), 62

logging, 163
Manners, phone, 46
Margaritas, popularity of, 133
McCaffree, Mary Jane, 84
McLaughlin, Paul, 79, 160
Medical care, for guests, 190-191, 192
Medical emergencies, 192-193
Medici family, dining habits of, 7
Menu(s)

before-dinner, 188
changes in, 48-49
clear and understandable, 98
faxing, 46
opening, 77

questions about, 80-81
updating, 36

Merlot grapes, 139
Middle Ages, dining in, 7
Middle management, sharing financial information

with, 172
Milk, foamed, 154
Minors, serving alcohol to, 151
Mise en place, 115
Mixed drinks, 129

shaking or stirring, 131
Money, watching the flow of, 188
Morale, 169-170
Multiple-use items, controlling, 182-184
Music, background, 15
“Mystery meat,” 81

N
New employees, training, 159-160
New World wines, 143-144
Niche clientele, developing, 162
No-reservations policy, advantages and disadvantages

of, 39, 41-42
No-show problem. See also Overbooking

employees, 166-167
guests, 39, 40

Nontipped employees, using, 186
Numbers, gauging, 161-162. See also Inventory

O
Oceana Restaurant, 79, 160
Off-season events, 187
Old World wine, 143-144
Olive oil, controlling the use of, 182
On-line restaurant directories, 36
Ordering process, 78
Orders, placing, 85
Order taking, 83-85

correct, 83-84
Organization chart, 25
Outdoor cafés, staffing of, 163-165
Outdoor seating, problems and solutions for,

164-165
Overbooking, 45-47
Overtime, 184-185

P
Pans

copper, 112-113
hot, 194

Pantry setup list, 67
Paramedics, calling, 190-191
Payroll costs, 184-186. See also Labor costs
Peak efficiency, achieving, 48
Perfection, importance of, 74
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Personality
of restaurant owner, 5
of staff members, 158-159

Personnel, skill and personality of, 158-159
Phone etiquette, 46
Physical violence, termination for, 167
Pilsner glasses, 136
Pinot Noir grapes, 139-140
Planning

joy of, 4
role of chef in, 31

Plates
clearing, 88
handling, 88, 89
hot, 194
stacking, 91

Platter service. See Russian service
Point-of-sale (POS) systems, 85
Polishing cloths, 68
Portion control, 188

Russian service, 11
Portion size(s), 20

in tableside cooking, 114
Positive atmosphere, creating, 169-170
Power failures, 197-198
Preparation. See Setup
Pre-service meetings, 31
Primitivo grape, 140
Proactive business management, 186-188
Problems

avoiding, 102
with delays, 101
with dining room conditions, 99-100
food and beverage, 96-98
remedies for, 104
with service, 100-101
steps in correcting, 103

Procedures, trainee learning of, 160
Product costs, 173-179
Productivity, maximizing, 186
Product knowledge, 27, 159
Products

controlling, 175-176
employee knowledge of, 159

Professional cooking
complexity of, 24
knowledge of, 22

Professional kitchen, observing, 24
Professionalism, 17, 28

lack of, 166
Programs, Web-site-design, 37
Protocol, order-taking, 83-84
Protocol: The Complete Handbook of Diplomatic,

Official, and Social Usage (McCaffree), 84
Purchasing, 176-177

Q
Quality, maintaining, 14

R
Raw food, unexpected, 81
Receiving, 176-177

of linens, 180
Rechaud, 112, 124
Recommendations, waiter, 80
Red-wine grapes, 139-140
References, checking, 160
Regular customers, as walk-ins, 49
Renaissance, dining during, 7
Replacement items, time frame for, 103
Reservation records, overbooking and, 45
Reservations. See also Walk-ins

confirming, 45, 53
credit card numbers for, 45
how many to take, 47-49
information needed for, 44
phone etiquette for, 46

Reservations book, 42
Reservations process, 20
Reservations system(s), 31, 37-49. See also Overbooking

advantages and disadvantages of, 40
considerations related to, 38-39
types of, 42-43

Respect, importance of, 28
Restaurant Bocuse, 111
Restaurant business, knowledge of, 22. See also

Product knowledge
Restaurant popularity, reservations and, 38
Restaurants

business manager involvement in, 172
evacuating, 196
facility emergencies in, 196-198
growth of, 7
house style of, 5
liability of, 55
routines of, 162
safety precautions in, 193-196
staffing of, 158
virtual image of, 36-37

Restaurant style
changes in, 49
reservations and, 38

Restaurant-themed retail items, 188
Riesling grapes, 139
Rocks glass, 129, 130
Roman society, dining in, 6
Rosé wines, 140
Rudeness, handling, 106
Rude surprises, categories of, 81
Rum, 132
Runners, 9, 10
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Russian service, 8, 11
Rye whiskey, 133-134

S
Safety, rules of, 92. See also Hazards
Safety precautions, kitchen, 193-196
Salad bowls, 111
Salads, tableside, 111
Salaried employees, using, 186
Sales, increasing, 187-188
Sautéing, tableside, 115
Sauvignon blanc grapes, 139
Scheduling, 160, 161-162

proper, 184
Scotch whiskey, 134
Scotto, Anthony, 17, 99, 158
Seasoning, tableside, 114
Seating

efficiency in, 54
intelligent, 54-56
keeping track of, 56
order of, 56
problems with, 99
reservations and, 38

Seating chart, 55
Security cameras, 176
Service. See also Good service

basics of, 87-88
history of, 6-7
improving, 31
interrupting, 196
problems with, 100-101
seating and, 54
sequence of, 86
standards of, 95
types of, 8-14
versus hospitality, 14-15

Service area, setup of, 23
Service brigade

American service, 9
French service, 10

Service checklists, 61
Service staff

closing duties of, 61
hierarchy of, 11
responsibilities of, 61

Serviceware storage, 96
Setup, 58-64. See also Breaking down

managing, 62
process of, 62-64

Setup hierarchy, 62
Setup jobs, assignment of, 60
Setup lists

flexibility in, 64
managing, 67-68

Sick days, 166-167
Side stand, 96
Sidework checklist, 66
Sidework sheets, 68
Silver tequila, 133
Silverware transport plate (STP), 94
Single-malt scotch whiskey, 134
Single-use items, controlling, 180-182
Slippery floors, injury from, 194
Slips and falls, 190-191
Slow periods, making money during, 187
Small equipment, for tableside cooking, 113
Smoking policies, 56
Snowstorms, 197
Sommelier, 145

guest assistance by, 20
Sparkling wines

cooling, 149
opening, 147

Special events, logging, 163
Spirits, types of, 131-134
Spreadsheet reservations program, 42
Staff. See also Employees; Staffing

changes in, 48-49
hiring and training of, 158-160
maximizing the use of, 186
morale of, 169-170
scheduling of, 160, 161-162
testing, 159
treatment of, 169-170

Staffing, 157-170. See also Hiring; Training
kitchen scheduling and, 165
no-shows and sick days, 166-167
of outdoor cafés, 163-165
for outdoor seating, 164-165
of restaurants, 158

Staffing numbers, 161-162
Staffing plan, scrutiny of, 160
Staff relationships, 33
Staff roles/responsibilities, 61

understanding, 22
Staff training, to sell wine, 145
Standards, place setting, 72
Steak Diane, 118-119
Steaming, of glassware, 68-69
Stemware, 182-183

carrying, 94
handling, 92-94

Still wines, opening, 146
Strausman, Mark, 31
Success, dependence on guests, 19
Suspension, of employees, 167-168
Syrah/shiraz grapes, 140
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T
Table assignments, efficient, 40
Tablecloths, 72
Table linens, 71
Tables

arranging, 70
dressing, 72
movable, 111

Tableside cooking/cookery, 108-114
equipment for, 110-113
food for, 114
injuries from, 195
recipes for, 116-123
tips for, 115

Table sizes, 48
Tannins, in wine, 141
Tardiness, termination for, 167
Tartness, in wine, 141
Task list, 58-60
Tasks, assignment of, 58
Tea, serving, 154-155
Teamwork, 11
Tea strainer, silver, 155
Tequila, 133
Termination, of employees, 167-168
“Thank you” mailing lists, 20
Theft, employee, 176, 177
Thickeners, for tableside cooking, 114
Thomas, Jerry, 122
Three-strikes policy, 168
Tip pool, 100-101
Tips, potential for, 56
Training, 158-160. See also Wine training

planning and documenting, 160
Training manuals, 159
Trays

carrying, 91
clearing with, 91
delivering food on, 90

Trichloroanisole (TCA), 150
Trust, building, 31

U
Uncertainty, clearing up, 85
Underliners, 72
Unprofessional behavior, termination for, 167-168
Utensils, 6. See also Flatware

V
Valet parking, 20
Violence, termination for, 167
Volatile acidity, of wine, 150
Vodka, 131-132

W
Waiters, 9

advice from, 80-81
dividing business among, 56
number of tables for, 54
recommendations by, 78
responsibilities of, 61

Wait list, 37, 41
Wait times, estimating, 41-42
Walking, injury from, 194
Walk-ins, 49
Water

preference for, 76
serving, 126

Weather
logging, 163
outdoor seating problems and, 164-165

Web hosting, 37
Web site design, 36-37
Whiskeys, 133-134
White-wine grapes, 139
White Zinfandel, 140
Wine, 137-150. See also Wine grapes

at the table, 149
faulty, 150
flavors of, 140-142
matching to food, 143-144
opening, 145-147
recommending, 144
quadrant system of, 142-144

Wine bottles, injury from, 195
Wineglasses, 148-149

carrying, 93
extra-large, 148, 149
refilling, 149

Wine grapes, 139-140
Wine lists, 76, 145
Wine-oriented dinners, 187
Wine program, staff training in, 145, 188
Wine regions, differences in, 143-144
Wine service, 145-150
Work, inequities in, 60
Work habits, monitoring, 183, 184
Working relationships, 28
Workload, dividing, 56
Workplace

pleasurable, 17
stability in, 169

Z
Zabaglione pan, 113
Zinfandel grapes, 140
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