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This Unit covers

• Attributes, attitude and etiquette of a food service personnel

• Points to be observed while laying the cover

• Types of cover - À la Carte Cover and Table d’hôte Cover

• Preparation for service – Briefing, Mis en scene, Mis-en-Place

• Taking orders

• Service procedure

• Do’s and don’ts during service 



F&B Services – Definition
Food and Beverage Services can be broadly defined as the process of preparing, 
presenting and serving of food and beverages to the customers.
F&B Services can be of the following two types −

On Premise − Food is delivered where it is prepared. The customer visits the premise 
to avail the food service. The premises are kept well-equipped and well-finished to 
attract customers to avail F&B service. For example, restaurants, pubs, etc.

Off Premise or Outdoor Catering − This kind of service includes partial cooking, 
preparation, and service at customer’s premises. It is provided away from the F&B 
Services provider’s base on the occasion of major events which call for a large number 
of customers.



Food and Beverage Services come only after preparing what is to be served. Most 
food and beverage service businesses operate in the following cycle −



Food and Beverage Service Objectives
The food and beverage service is looked as a means of achieving satisfaction and making 
yourself feel comfortable in today’s world. The main objectives of this service are −

• To satisfy the following needs −

Physiological − The need to taste different varieties of food.

Economical − The need to get F&B Services at the invested cost.

Social − The need to find friendly atmosphere.

Psychological − The need to elevate self-esteem.



• To provide high quality food and beverages.

• To provide friendly and welcoming atmosphere.

• To provide professional, hygienic, and aUenVve service.

• To impart value for money.

• To retain the exisVng customers and to bring in new ones.



















Organisation structure of F&B Services Department
The F&B Services personnel are responsible to create the exact experience the guests 
wish for. The department consists of the following positions −

Food & Beverage Service Manager
The Food & Beverage Service Manager is responsible for −
• Ensuring profit margins are achieved in each financial period from each

department of F&B service.
• Planning menus for various service areas in association with kitchen.
• Purchasing material and equipment for F&B Services department.

Assistant Food & Beverage Service Manager

The Assistant Food & Beverage Service Manager is aware of and is tuned to all the
work the F&B Services Manager performs and carries out the same in the absence of
his superior.



Restaurant Manager

The Restaurant Manager looks after the overall functioning of a 
restaurant. The responsibility of this staff member include −

• Managing the functions in the dining room
• Ordering material
• Stock-taking or inventory checking.
• Supervising, training, grooming, and evaluating the subordinates
• Preparing reports of staff and sales
• Managing budgets
• Handling daily sales and coordinating with cashiers



Room Service Manager

• The Room Service Manager is responsible for −

• Selecting, training, encouraging, and evaluating all junior 
employees

• Ensuring that cultural values and core standards of F&B 
department/establishment are met

• Controlling labor expenses through staffing, budgeting, and 
scheduling

• Handling guest complaints
• Providing special requests



Banquet Manager
The Banquet Manager is responsible for −
• Setting service standard for banquets
• Forecasting and allocating budgets for various types of events 

such as conferences, meetings, etc.
• Achieving food and beverage sales
• Controlling chinaware, cutlery, glassware, linen, and equipment
• Handling decorations and guest complaints
• Providing special requests
• Purchasing required stock by following appropriate requisition 

procedures
• Following up each function by receiving guest feedback and 

submitting it to F&B Manager
• Participating in departmental meetings
• Planning and pricing menu
• Training, grooming, and development of staff underneath



Bar Manager
The Bar Manager is responsible for −

• Forecasting the daily flow of customers
• Allocating right number of staff according to customer influx
• Managing and monitoring bar inventory from store to bar
• Tracking all types of drink sales
• Allocating cleaning and tendering tasks

Food Safety Supervisor (FSS)
A Food Safety Supervisor is a person who is trained to recognize and
prevent risks associated with food handling in an F&B Services business.
He holds an FSS certificate that needs to be no more than five years old.
He is required in an F&B Services business so that he can train and
supervise other staff about safe practices of handling food.



Headwaiter
The headwaiter has overall charge of the staff team and is responsible for seeing
that all the pre-preparation duties necessary for service are efficiently carried
out and that nothing is forgotten.
Station waiter
The station waiter provides service to one set of tables (between about four and
eight) known as a station within the restaurant area.
Waiter/server
The waiter mainly fetches and carries, may do some of the service of either
vegetables or sauces, offers rolls, places plates upon the table and so on, and
also helps to clear the tables after each course.



F&B Staff Attitudes and Competencies









Each member of the F&B department hierarchy needs to have the following
aUributes, traits and skills −
1. Knowledge
Awareness of one’s responsibiliVes and roles, appropriate knowledge of food items,
food and beverage pairing, eVqueUes, and service styles is a great way to build
confidence while serving the guests. The staff must have sufficient knowledge of all
the items on the menu and wine and drink lists in order to advise and offer
suggesVons to customers. In addiVon, they must know how to serve correctly each
dish on the menu, what its accompaniments are, the correct cover, and the make-up
of the dish and its garnish. For beverage service the staff should know how to serve
various types of wine and drink, in the correct containers (e.g. glasses, cups) and at
the right temperature. In the interest of customers the staff should have a certain
knowledge of the area in which they work so they may be able to advise the guests
on the various forms of entertainment offered, the best means of transport to
places of interest and so on.



2. Appearance
It creates the first impression on the guests. The F&B staff members must maintain 
personal hygiene, cleanliness, and professional appearance while being on duty.

3. Attentiveness
Attentiveness is paying sincere attention to details, memorizing the guests’ needs 
and fulfilling them timely with as much perfection as one can put in.

4. Body Language
The F&B Services staff needs to conduct themselves with very positive, energetic, 
and friendly gestures.

5. Personality
Staff must be tactful, courteous, good humoured and of an even temper. They 
must converse with the customer in a pleasing and well-spoken manner and the 
ability to smile.



6. Effective Communication
It is very vital when it comes to talking with co-workers and guests. Clear and correct
manner of communication using right language and tone can make the service
workflow smooth. It can bring truly enhanced experience to the guests.

7. Punctuality
The F&B Services staff needs to know the value of time while serving the guests.
Sincere time-keeping and sense of urgency helps to keep the service workflow smooth.
If staff are continually late on duty it shows a lack of interest in their work and a lack of
respect for the management and customers.









Attitude to customers
The correct approach to the customer is of the utmost importance. Staff must
provide service but should not be servile, and 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.
Memory
A good memory is an asset to food and beverage service staff. It may help them
in various ways in their work if they know the likes and dislikes of customers,
where they like to sit in the food service area, what are their favourite drinks, and
so on.
Honesty
Trust and respect in the triangle of staff, customer and management relationships
leads to an atmosphere at work that encourages efficiency and a good team spirit
among the food and beverage service operators.



Loyalty
The staff’s obligations and loyalty are firstly to the establishment in which they are 
employed and its management.
Conduct
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 
senior members of staff.
Sales ability
All members of staff reflect the image of the establishment. They are sales people 
and must therefore have a complete knowledge of all forms of food and drink and 
their correct service, and so be able to contribute to personal selling and 
merchandising. 
Sense of urgency
In order for the establishment to generate the maximum amount of business over 
the service period, with as high a net profit as possible, staff must develop a sense of 
urgency in their work.



Complaints
Staff should have a pleasant manner and show courtesy and tact, an even temper and 
good humour. They should never show their displeasure even during a difficult 
situation. Staff should never argue with a customer and if they are unable to resolve a 
situation, it should be referred immediately to a senior member of the team who will 
be able to reassure the customer and put right any fault. Remember, loss of time in 
dealing with complaints only makes the situation worse.

Honesty and Integrity
These two core values in any well-brought-up person are important for serving the
guests in hospitality sector.

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