i\

- Catering..

EDITION

Management

.
Nancy Loman Scanlon, PhD



Preface vii

Acknowledgments ix

CHAPTER ONE

Historical Banqueting 1

CHAPTER TWO

Styles of Catering Operations 25

CHAPTER THREE

Catering Business Development 51

'CHAPTER FOUR

Catering Sales and Marketing and Digital Support = 65

. ®
'CHAPTER FIVE

Catering-Menu Program 101

'CHAPTER SIX

Food-and-Beverage Operational Controls 121

s



vi

Contents

CHAPTER SEVEN

Catering-Menu Pricing and Controls 139

CHAPTER EIGHT

Catering-Menu Design 161

CHAPTER NINE

Catering Beverage Management 191

CHAPTER TEN

Quality-Service and Standards Training 205

CHAPTER ELEVEN

Managing Catering Equipment 221

Glossary 239
Endnotes 247
Bibliography 249
Index 251 -



Abbey Party Rentals, 236
About Thyme Catering Company, 187, 188
accent copy, 189
account history report, 96
accounting, 87
accounts receivable, 95-96
acquisitions. See purchasing process
action stations. See stations, action
actual-cost method, 14849
Adams, Pres. John Quincy, 17
advertising, 67, 77, 208. See also promotional activities
a la carte, 14647
alcohol-alternarives, 192, 193
alcohol service and liability
dramshop acts, 203
overview, 192, 193
ServSafe Alcohol program, 204
state liquor laws, 203
TIPS (Training for Intervention Procedures), 203—4
American cuisine, 15, 20, 105
American Marketing Association, 66
American service, 106-7, 118, 215
Angelus Book of Hours, 3, 5
Anglicus, Bartholomaeus, 3
appearance of food. See presentation controls

Index

Ashley Hotels, 169, 170
Atrium Café, 48
availability, in customer decision-making process, 58,

59-60

back-of-the-house equipment, 16, 224, 23235,
237-38
ballroom areas, 35
ballrooms
Hotel del Coronado, 58, 59
Royal Hawaiian, 35-36
banquet, origin of term, 2
banquet caprain, 210, 215
banqueting hall, 3-5
banquets
Colonial, 5, 11-12
Egyptian, 2
Eighteenth-century, 5-6, 14, 15
Greek, 3
Medieval, 3-5
Native American feasts, 11
Nineteenth-century, 6-10, 12-13, 15-20
presidential, U.S., 14-22
Renaissance European, 5
Roman, 2-3
Twentieth-century, 20-22

251



252 Index

banquert service equipment, 225
critical path of service, 212, 213-14 product information, 8384
policies, 211 staffing levels, 215-16
banquet specification, 117 table design, 227
banquet-specification form, 118 table setup, 226, 228-29
banquette for seating, 3 trends, 213
bars business development, 51-63
cash, 194, 195, 196 applying market-survey information, 62-63
hosted, 193-94, 195, 196 community considerations, 60
portable, 230 competition, analysis of, 58-60
standard catering, 136 competition, information on, 55-57
theme, 137 customer profile information and analysis, 53, 55,
Bartram, John, 11 63, 67
Baur au Lac Hotel, 39, 40 developing a catering business, 52
Bellagio Hotel, 168, 189 labor, availability, 60-61
Berry, Duc de, 5 location considerations, 61-62
beverage controls market-survey information, 53, 55, 56-57, 62-63
presentation, 137, 138 businesses, community, 55. See also conferences and
purchasing, 135-37 conventions; contract feeding
standard recipes, 134-35, 136, 138
beverage-cost percentage, 196-97 Café Anglais, 7
beverage management, 191-204 Caribe Hilton, 79-80, 146, 147
alcohol service and liability, 193, 2034 cash bar, 194, 195, 196
beverage menu planning (pairings), 200-202 catering halls, 4142
pricing, 193-99 catering operations, styles of, 25-50
beverage-pricing method, 196-98 catering halls, 41-42
bidding process, 138 2 contract feeding, 46-47
bid form, 123 full-service restaurants, 27-33
bill. See invoice gourmet food shops and delicatessens, 39, 4749, 56
Biltmore Hotel, 38, 39, 172, 173 hotel food-and—beverage facilities, 34—40
Blackstone Caterers, 67, 68, 85 independent caterers, 4243, 60
black-tie events, 81, 82 in-house or on-premise, 34, 61
Boathouse Restaurant, 144, 146 off-premise (See off-premise catering)
bookings, 87, 88, 96 private clubs, 4446
box lunch, 80, 81 catering service
break-even analysis, 14142 in customer decision-making process, 59-60
break-even point, 141, 142 critical paths of service, 206, 219
breakfast, 105 packaging, 84-86
brigade de service, 106 trends, 78-82, 115, 117, 213
Buchanan, Pres. James, 17 CaterMate software, 87
buffet service Cadin, George, 11
Caribbean-cuisine, 79-80 Caylabne Bay Resort, 145
characteristics, 1078, 118 certification, sustainability, 224

critical path of service, 213



certification, sustainability, 224
chair covers, 229
chairs, 224, 229
charges. See fees; invoice
charitable organizations, 54
charity activities, 223, 235
Chicago Hilton, 35
The Churrasco, 127
City Harvest, 235
Classic Party Rentals, 236
cleaning products, 223, 225
clubs. See country clubs; private clubs
Colonial American banquets, 5, 11-12
color, and menu design, 187
common-law rule, 203
community
businesses in the, 55
economic health, 54, 60
market-survey information, 53
organizations, fundraising events, 54, 60
competition
in development of pricing structure, 63
market-survey analysis, 55-56, 58-60
market-survey information, 53, 56-57
quality customer service to maintain advantage, 208
complaints, 209, 210
complimentary food, 210
computer-software systems
accounts receivable, 95-96
CaterMate, 87
characteristics, 87, 99
cost analysis, 94
event information and reports, 90-91
forecasting, 96-97
function-space planning, 226
letter writing, 87, 88
menu layout, 179, 185
purchasing, 92-93
reports and forms, 97-98
sales-contract information, 88-89
staff training, 217
Concord’s Colonial Inn, 44, 45
conferences and conventions, 55, 227

[ndex

contract feeding, 46-47
contract food-service operator, 44
contracts
event-order, 90-91
guarantee policy, 131
rental, 237
sales/catering, 88, 89
signed, with a deposit, 75
contribution rare, 142
contribution to profit (CTP), 153-54, 197
copy, 188-89
correspondence
e-mail, 67, 68
thank-you letter, 87, 88
cost analysis, 94
cost card, 93
COSts
for contingencies, 29, 130
fixed, 141, 142
food (See food—and-beveragc COosts)
labor, 91, 140, 141, 215
operating, 140
overhead, 140, 141
and profit, 14041, 148
three major categories, 140
total, 141, 142
variable, 141, 142
of waste food, 123, 129
country clubs, 44
coupons, discount, 210
critical path of service, 208-9, 211-14
Cryovac method, 125
cuisine
American, 15, 20, 105
British, 105
Caribbean, 79-80
development, 29
ethnic or regional, 47, 119, 187, 234
French (See French cuisine)
Italian, 110
nouvelle, 15
selection, 109-10
Spanish, 110

253



254 Index

cuisine bourgeois, 15
customer comment form, 70
customer expectations, 206, 208-10, 211
customer interest, 58, 65, 67-68, 69, 71
customer needs
for entertainment, 77
healthy menu options, 117
identification of, 71
for package time-saving services, 99
role in the marketing cycle, 66, 67
variation in the menu, 113
customer profile
catering hall, 4142
contract feeding, 47
full-service restaurant, 28
gourmet food shops and delicatessens, 48
hotel food-and-beverage facility, 38
market-survey information and analysis,
53, 55, 63, 67
customer response/satisfaction, 70, 87, 208—10.
See also value, perceived
customer service, critical path of, 208-9, 211-14

dance floor, 230
decision-making, by the customer, 59-60,
162-63
decoration, table
to establish quality, 207
pieces montées, 5, 15
delicatessens, 39, 4749, 56
Delmonico’s, 9-10
demographics, 54, 55, 67
descriptive copy, 189
design
menu (See menu design)
plate, 132-33
sales presentation, 162-63
table, 227
Web site, 71
desktop publishing, 87, 99
die cuts, 170
dinner
black-tie events, 81, 82
menu formats, 1034

discounts, 210

dishwashing, 234

donations, of leftover food, 234, 235
dramshop acts, 203

drunk-driving laws, 193, 203

economy, local, 60
Egyptian banquets, 2
Eighteenth-century banquets, 5-6, 14, 15
e-mail, 67, 68
emergencies or contingencies, 29, 130
energy conservation, 222, 223, 225
Energy Star label, 225
entertainment
to increase quality, 207
marketing, 77
in a package, 99
at a themed buffet, 79, 80
trends, 78
environmental considerations. See sustainable practices;
waste management
Environmental Protection Agency, 225
equipment, 221-38
back-of-the-house, 16, 224, 232-35, 237-38
dishwashing, 234
front-of-the-house, 224, 225-32, 238
ice machines, 235
managing, 39, 85, 111, 224-25
off-premise catering, 29, 39
overview, 111
packing sheet, 97
rental, 39, 85, 111, 235-37, 238
sustainable, 224, 225
used by independent caterers, 42
European menu presentation, 9-10
events
black-tie, 81, 82
catering halls for, 4142
conferences and conventions, 55, 227
fundraising, 54, 60
“green,” 223-24
hotel food-and-beverage facilities for, 36-38, 39
information and reports in computer system,

90-91



market-survey analysis, 54, 55
promotional activities, 77
scheduling in the computer system, 98
specialty items, 23031
tents for, 59, 80, 85
themed, 79-80, 137, 229, 230-31
trends, 78-82
See also weddings
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Hortel del Coronado, 58, 59, 155
Hotel DuPont, 15658, 167, 174, 184
hotel food-and-beverage facilities, 34—40
customer profile, 38
for events, 34—38
locarion, 34-36
off-premise, 30-33, 34, 36-37, 39
outlets for, 34

staffing levels, 215
humor, 189
“Hyatt Green” meetings program, 224
Hyatt Regency Albuquerque, 171
Hyatt Regency Scottsdale Resort and Spa, 165, 166
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index, menu, 176, 177
individual-course pricing, 14647
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Inn at Morro Bay, 165, 167
interactive activities, by the guests, 38, 39, 78
Interactive Luncheon Event, 38, 39
InterContinental New York Barclay’s, 201
Internet
advantages, 69
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“green” Web sites, 224, 225, 235
marketing campaign on the, 67-74, 75, 76
marketing cycle on the, 67, 68
searching process, 69, 71
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reliable part-time employees, 63

layout, menu, 174, 179-82, 183
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levee (reception), 17

liability and alcohol service, 192, 193, 203—4

lighting, table, 225

Lincoln, Pres. Abraham, 18-19

linens, 229

Llangoed Hall Hotel, 170

location
catering hall, 41
in customer decision-making process, 58
full-service restaurant, 28
gourmet food shops and delicatessens, 48
hotel food-and-beverage facility, 34-36
market-survey analysis, 61
private clubs, 44

Loews Giorgio Hotel, 231

logos, 164, 184, 187

lost leads, 87

Louis XVI, King of France, 14

luncheon
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menu formats, 104
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marketing
computer-software systems for, 87-89, 96-97, 99
cross-marketing, 169
definition, 66
desktop publishing for, 87, 99
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objectives, 67, 99
marketing campaign, Web, 67-74, 75, 76, 87
marketing cycle, 66-69
marketing mix, 7678
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competition, 58-60
customer demographics, 55
location, 61-62
overview, 52, 53
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Marriott International, 46
marrying foods and wines, 200—-202
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Meeting Planners International, 222, 224, 235
meetings, 134, 224, 227, 231
menu-course format, 2, 4, 8, 14, 21
menu design
copy, 188-89
with desktop publishing, 99
formarts, 175-78
illustration and graphic design, 171, 187-88
layout, 174, 179-82, 183
paper and color, 187
typefaces, 182-86
for Web page, 174
menu duplications, 4243, 130
menu formars, 8, 103-5, 118
menu index, 176, 177
menu-item selection
local and seasonal foods, 115
overview, 109, 119
sales-mix evaluation for, 131
staff input, 134, 147
menu pricing and controls, 139-60
break-even analysis, 141-42
catering-menu pricing methods, 148-51, 160
costs and profit, 14042 (See also food-cost
percentage)
maintaining food-cost percentages, 143, 151-54, 160
menu pricing, 143-47, 160
package pricing, 15459
price range, 108, 148
menu program, 101-19
banquet specification, 117, 118
basic menus, 102
cuisine selection, 109-10
food producrion, 111-12
greening the catering menu, 115-16
healthy choices, 117-18, 119
menu formats, 8, 103-5
menu-item selection, 109, 115, 119, 131
price range, 108
seasonal menus, 113-15, 116
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styles of service, 105-8 Italian-cuisine wedding-dinner menu, 110
menus Jefferson White House menu, 16
About Thyme Catering Company, 188 Kennedy White House menus, 21
Archbishop of Milan, dinner for (1529), 5 Lincoln inaugural ball menu, 18
Atrium Café off-premise menu, 48 Lincoln White House menu, 19
ball and game supper menu (1884), 13 Loews Giorgio Hotel meeting-break menu, 231
Baur au Lac Hotel takeout menu, 40 luncheon formats, 104
Bellagio Horel dessert menu, 189 Medieval three-course menu (1393), 4
beverage bars, 137 Nineteenth-century nine-course menu format, 8
Biltmore Hotel Interactive Luncheon Event menu, 39 Nixon White House menu, 20
black-rie gala dinner, 82 off-premise menus, 37, 43, 4849
Boathouse Restaurant station upgrades menu, 146 Park Hyatt Beaver Creek Resort and Spa buffet
Boathouse Restaurant wedding package dinner clambake menu, 181
menu, 144 Pine Tree Market & Café off-premise menu, 49
breakfasc (1901), 105 Plaza Hotel catering menu, 179
breakfast formats, 105 Plaza Hotel single-panel menu, 175
Buchanan inaugural ball menu, purchasing Queen Victoria dinner menu (1894), 9
requirements for, 17 Ritz-Carlton Coconut Grove catering menu, 180
buffer menus, 79, 108, 110, 181 Roosevelt White House luncheon menu, 20
Café Anglais menu (1867), 7 The Sagamore Resort wedding-dinner menu, 37
Caribe Hilton 2 la carte menu, 147 seasonal menus, 113-15, 116
Caribe Hilton box lunch menu, 81 Spanish tapas buffet menu, 110
Caribe Hilton Caribbean hors d’ocuvres menu, 80 takeout menu, 40
Caribe Hilton Puerto Rican Fiesta Buffer menu, 79 Toulouse-Latrec menu (1896), 8
catering beverage menus, 194-96 Washington White House menu, 15
Caylabne Bay Resort lunch and dinner menus, 145 merchandising copy, 189
Colonial American menus, 5, 12 % MGM Grand Hotel, 163, 164
Concord’s Colonial Inn catering menu, 45 Michael’s Genuine Food (Schwartz), 39
Delmonico’s menu (1866), 10 Milan, Archbishop of, 5
dinner formats, 103—4 mixed pricing (semi 2 la carte), 14546
Duke de Richelieu dinner menu, 6 M. Boston Bartender’s Guide, 193
food-beverage marriage menus, 200, 201, 202 MTS Seating, 224
German cuisine six-course menu, 112
Grant White House menu, 20 National Association of Catering Executives (NACE), 69
Greenbrier Resort menu layout, 180 Native American feasts, 11
Greenbrier Resort wine-marriage menu, 202 Nineteenth-century banquers, 6-10, 12-13, 15-20
healthy-dining menu, 117 Nixon, Pres. Richard, 20
Holiday Inn Garden of Gods single-panel menu, 176  nonalcoholic beverages, 192, 193
Horel del Coronado wedding-reception-menu nouvelle cuisine, 15
packages, 155
Hotel DuPont electronic menu page, 174 off-premise catering
Hotel DuPont menu typefaces, 184 alcohol service and liability, 203
Hotel DuPont wedding-reception menus, 156-58 catering hall, 42
independent caterer’s menu, 43 challenges, 50, 61
InterContinental New York Barclay’s beverage contract feeding, 47

menu, 201 full-service restaurant, 29



gourmet food shops and delicatessens, 48-49
hotel food-and-beverage facility, 34, 36-37, 39
kirchen, 36, 44, 80, 234
menus, 37, 43, 48—49
organizational guide, 30-33
packing sheet, 97-98
privarte clubs, 45
table setup, 42, 81
trends, 80
waste removal, 235
one-stop shopping, 85

online activities. See Internet; Web site, of the caterer

on-time sales, 216

operating procedures. See standardization of
procedures; standards of operating procedure;
sustainable practices

operational controls, food-and-beverage, 122-23, 138

operational styles. See catering operations, styles of
opportunity, window of; 58
orders. See purchasing

organizational guide, for off-premise catering, 30-33

overage, production, 131
overhead costs, 140, 141

packages
beverage pricing, 198-99
marketing, 28, 74, 77, 84-86
per-hour, 193, 198
pricing, 84-86, 154-58
weddings, 78, 85-86, 144, 154-58
packing sheet, 97-98
pairings, wine/cordial and food, 200-202
The Palms Hotel & Spa, 68, 73-74, 76, 172, 173
paper stock, for menu, 187
Park Hyatt Beaver Creek Resort and Spa, 181
parking, 208
parties, private, 29, 41, 47, 203
party food, takeout, 39
payment, 131. See also accounts receivable
perceived value. See value, perceived
per-hour price, 193, 198, 215
per-person price
and menu layour, 182
in a package, 154, 157, 158, 198-99
staffing charges, 215
per-person space, 228
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pests, 234
piéces montées, 5, 15
Pine Tree Market & Café, 48, 49
plate architecture (plate presentation), 123, 132-33
plarter service, 215
Plaza Hotel, 175, 179
Poached Chicken Breast Princesse, 128
policies, banquet-service, 211
population group, 54, 55
portion size
on banquet-specification form, 117, 118
to calculate volume of food purchase, 93
and presentation controls, 132
and yield, 125, 127
potlatch, 11
presentation, sales
design, 162-63
folder covers, 163-71, 172, 187
Web pages, 172-74
presentation controls, 123, 132-34, 137
presidential banquets, U.S., 14-22
price range, 108, 148
price sheet, 83
price war, 207
pricing considerations
application of market-survey information, 62-63
beverages, 193-99
in customer decision-making process, 58
and customer profile, 28, 38
labor costs reflected in price, 215
menu items (See menu pricing and controls)
packaging catering services, 84—86, 154-58
peak and off-peak, 82
perceived value (See value, perceived)
per-hour price, 193, 198, 215
periodic review of prices, 152, 160
per person (See per-person price)
price and assumption of quality, 207
rentals, 237
strategy development, 77, 94, 102-3, 108
primary customer group, 52
private clubs, 4446
facilities, 45, 46
location, 44
nonprofic status, 44
off-premise catering, 45
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vs. country clubs, 44
private parties, 29, 41, 47, 203
problems. See complaints
production controls, 122, 125-32, 138
production schedule, 111, 112
production sheer, 129-31, 138
product or service, concept development, 67, 7677
Professional Golfers Association Championship, 80
professionalism
creativity and flexibility, 103, 117, 119
quality assurance, 85
reputation, 59
staff coordination and cooperation, 111, 134
trust, 71
profit
contribution to profit (CTP), 153-54, 197
and costs, 140—42, 148, 160 (See also food-cost
percentage)
definition, 140
gross, 154
net, 154
percent of revenue which goes to, 192, 193
sales mix and contribution to, 153-54
See also menu pricing and controls; pricing
considerations; revenue
profit margin, 94, 97
promotional activities, 67, 77, 78. See also advertising
proof, 192
props, for themed event, 230, 231
public-relations activities. See presentation, sales;
promotional activities
publishing, desktop, 87, 99
purchasing controls (purchasing specifications), 122,
123-25, 138
purchasing process
alcoholic beverages, 135
in the computer system, 92-93
meetings to discuss, 134
quantities, 123, 124
sustainable practices, 115
purchasing-specification form, 93
purchasing-summary form, 92

quality, 206
quality control, 122, 123, 127, 138

quality service and standards, 205-19
establishing quality, 207-10
establishing standards, 210-14
staffing levels, 215-16
total quality service (TQS), 211
training, 216-18

quick-chill method, 125

recipe cards, 98, 125, 138
recipes
alcoholic beverages, 135, 136
The Churrasco, 127
Poached Chicken Breast Princesse, 128
srandardized, 122, 125-28, 134-35, 136, 138
referrals, 71-74
refrigeration, 80, 234
Renaissance banquets, 5
Renaissance Esmeralda Resort and Spa, 86
rental
dance floor, 230
dishwasher, 234
equipment, 39, 85, 111, 235-37, 238
kitchen space, 42
linens, 229
policies, 237
pricing, 237
refrigeration unit, 234
specialty items, 230, 231
storage space, 42
tent, 85
reports and forms, 97-98
Request for Proposals (RFP), 69, 71, 74-76
restaurant service timing, 215
return on investment (ROI), 61, 217
revenuc
in calculation of break-even point, 142
in calculation of food-cost percentage, 131
estimation of, 61-62
maximum, management for, 82-87
ratio of food to beverage, 193
See also costs
Richard II, King of England, 3—4
Richelieu, Duke de, 6
Ridgewells Catering, 42
Ritz-Carlton Coconut Grove, 179, 180
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Roman banquets, 2-3 social media, 67, 69, 71-74
Roosevelt, Pres. Franklin D., 20 Sodexo Marriott, 46
Royal Hawaiian Hotel, 35-36 software. See computer-software systems
Russian service, 106, 118 soteltes, 5
sous vide, 125
The Sagamore Resort, 36-37, 71, 72,74, 75, 107 space allocation per guest, 226, 228
sales. See decision-making, by the customer; on-time Spanish cuisine, 110
sales; presentation, sales specialty items, 230-31
sales-mix evaluation, 131-32, 138, 153-54 staff
Sandals Resorts, 85, 86 banquet caprain, 210, 215
sanitation, 234, 235 bartender, 194
satellite kitchen, 36, 44, 80 benefits for, 217
scheduling considerations beverage and wine expert, 201
availability of catering services, 58, 5960 chef, 38, 111, 134
events, in the compurter system, 98 coordination and cooperation among, 111, 134
staff, 91 ¢quipment maintenance by, 239
schools. See contract feeding hiring (See labor pool)
Schwartz, Chef Michael, 39 job.satisfaction and retention, 208, 217
seasonal considerations labor costs, 91, 140, 141, 215
food availability for purchase, 109, 223 language considerations, 127
holiday functions, 77 liability and alcohol service, 203
seasonal menus, 113-15, 116 manager, 38, 111, 216
semi 4 la carte (mixed pricing), 145-46 meetings, 134
service, customer. See critical path of service; quality purchasing agents, 130, 134, 135
service and standards sales, 134
service gap, 209 scheduling report for, 91
service recovery, 210 supervisor, 209
service styles, 105-8 training, 203, 204, 210, 216-18, 219
American service, 106-7, 118, 215 two major classifications, 60
buffet service, 107-8, 118 wages and gratuities for, 61, 194
French service, 106 waitstaff, 29, 215-16
overview, 118 staffing level, 215-16
Russian service, 106, 118 standardization of procedures, 43, 122, 125, 132-34, 138
selection, 105-6 standardized recipes, 122, 125-28, 134-35, 136, 138
ServSafe Alcohol program, 204 standards, catering-service, 208-9, 210—14
settings. See table settings standards of operating procedure, 210
setup. See table setup . state liquor laws, 203
shelf life, 123, 125 stations, action
Sheraton Moana Surfrider, 41 for buffet service, 108, 213, 215
shops, gourmer food, 39, 47-49, 56 dessert, 226
67th Streer Fisheries, 211 hors d’oeuvres, 80
skirting, rable, 229 soup, 226
social functions, 78. See also catering halls; events; theme bars, 137 (See also bars)

weddings upgrades on menu pricing, 146
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storage space, 42, 80
style or concept
catering hall, 41
to create customer interest, 58
cuisine selection, 109-10
full-service restaurant, 28
hotel food-and-beverage facilities, 38
themed functions, 79-80, 137, 229, 230-31
trends, 78-82, 99, 213
styles of service, 105-8
subcontractors, 29, 85
success, evaluation of, 67, 68, 69, 70, 74—76
sustainable practices, 115-16, 222-25, 237
SynerGreen program, 224

table d’Héte (fixed price), 113, 14345
tables, 225-26, 227, 229
table settings
Eighteenth-century, 14
Sagamore Resort wedding, 37
sustainable, 224
table setup
buffet service, 107, 226, 228-29
catering function, 226
conference or meeting, 227
off-premise function, 42, 81
tableside preparation, 38, 106
tableware, 127, 224, 225
takeourt service
box lunch, 80, 81
full-service restaurant, 29
gourmet food shops and delicatessens, 48, 56
hotel food-and-beverage facilities, 3940
market-survey analysis, 56
menu, 40
target market, 52, 55, 69, 109
telephone communication, 208, 209, 210
tents, 59, 80, 85
thank you letter, 87, 88
theme. See style or concept

TIPS (Training for Intervention Procedures), 203—4

total quality service (TQS), 211
Toulouse-Latrec, Henri de, 8

training, staff, 203, 204, 210, 216-18, 219
training cycle, 217-18

trencher, 4

trends, 67, 78-82, 115, 117, 213
Twentieth-century banquets, 20-22
Twitter. See social media

Tyler, Pres. John, 17

typeface, 182-86

unit of analysis, 54-55
unit of measure (UOM), 93

value, perceived
and marketing, 67, 85
for nonalcoholic beverages, 193
and price, 77, 108, 148, 152
variable rate, 142
Victoria, Queen of England, 8-9
volatile organic compounds (VOC), 224

Waldorf=Astoria, 169
Walt Disney Company, 208
warehouses. See storage space
Washington, Martha, 14, 15
Washington, Pres. George, 14
waste food, the cost of, 123, 129
waste management, 80, 223, 235
water conservation, 223
Web site, of the caterer
customer interest and the search, 69, 70-71
examples, 71, 72, 73, 86
posting specials on the, 67, 68
sales presentation on the, 172-74
strategies and design, 71
sustainability certification posted on, 224
See also e-mail; Internet; social media
weddings
dinner menus, 37, 144
marketing, 72, 74, 77
packages, 78, 85-86, 144, 154-58
table setup, 37
See also catering halls; events
William Penn Inn, 77, 78
wine pairings, 200-202
“WOW opportunities,” 211, 219

yield, 125, 127



