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clearing 212, 213 allergens 100

for desserts 163 C allergies 100

directory 146-9
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for fish dishes 154 American Scale 180
for game 155-6

, anaphylactic shock 100

for high tea 136 Angostura bitters 184

laying 237, 238 anti-discriminatory legislation 84-5
for meats 154, 155 ants 106

for potatoes 156 aperitifs 142, 204, 247-8
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preparation for service 224, 237-8, 245
for salad 156, 157
for savouries 162
serving 249, 269
for sweets 162, 249
after-service duties
general 301-2
specific 302-4
afternoon tea 166
covers 235-7
full 134, 135, 235-6 N

high 134, 136, 236-7 Articles of Association 8
menus 134-6 . asparagus 150
reception/buffet teas 136, 243-4, 254 assault 109
service 253 assembly kitchens 34
afters 133 assistant station waiter 41
Age Discrimination Act (20006) 84 assisted service 37, 38
aioli 146 clearing techniques 294-300
airline catering 19 : laying covers for 231-8
alcoholic beverages 20, 51-6, 180-205 order of service 250-1, 253-5 -
alcoholic strength 180-1 preparation for service 231-8, 239-44, 251
alcoholic units 181-2 tea/coffee service 291-2
beer 54, 180, 182, 197-20() 288 . Asylum and Immigration Act 27
bitters 184 atmosphere 114
calorie content 182 automatic vending 39, 67-8, 255
cellar storage 53-4 average check 317-18
ciders 200, 234, 288 average spend per head 317-18
cocktails 182-4, 280-2, 319-25 avocado 150
and driving 182, 282
drunkenness 123, 181-2
cthyl alcohol 180, 194
intake calculation 182
liqueurs 196-7, 205, 279-80, 288-9, S19~2'§
matching to food 203-5
mathyl alcohol 180
mixed drinks 182-4, 319.25
order taking 200-1, 2634
overconsumption 123, 1812

appearance
customer 123
for job interviews 75-8
staff 69-70
appetisers 150-1, 275
see also starters
apple sauce 146
apprenticeships 28-9, 41
Aquavit 195
armed forces 16 -
arrack 195
arson 109

Bacillus cereus 101
back-of-house 47
- hotplate 48-9, 222, 301
~still room 47-8, 2234, 303
wash-up 49-§1

“bacteria 100-1, 1028
bacterial toxins 101

Dalsamie vinegar 116
bangueting yee events catering
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bar counter 38
bar lists 137
bar staff 42, 303
barista 42

barker 49
barley wine 198
barquettes 162
bars 39, 51-6
after-service duties 301-2
beverage control procedures 55-6
cellar storage 534
equipment 51-3
food items 52
hazardous substances 90
non-alcoholic beverages 177-9, 289-91
safety and hygiene 52-3
service preparation 225, 246
single-point service 255-6
stock levels 55
bavarois 161
Béarnaise 146
béchamel 145, 146
bed and breakfasts 9, 11
beef 154, 155, 277
beer 197-200
bottle-conditioned 199
cask-conditioned 199
cellar storage 54
draft containers 199, 288
draught.in cans 199
faults 199
and food 204
measures 199
mixed beer drinks 199-200
service 288
strong 182
types 198-9
Bel Paese 158
best before dates 105
beverages ’
definition 20
explaining items 117
food service operations 30-1
range 113
sales figures 316
service 35-8, 218
see also alcoholic beverages; non-alcoholic
beverages; specific beverages -
billing methods 309, 310-11
bird pests 106
bisques 152
bistros 32
bitter 198~ oo
bitter lemon 177 . -
© bitters 184 Sy
blenders 51 A

blind/partially sighted customers 117-18, 264-5

Blue Cheshire 159
Blue de Dresse 189
body language 7:3-4
boiled ety 154-5
bomb threats 11

bone china 59
bookings 305-8
booking sheets 305-6
by email 307
by post 307
by telephone 307
larger party 307-8
books, bar beverage control 55-6
Bortsch 152
bouchées 162
Bouillabaisse 152
Bovril 177
brands 9
brandy 195, 279
brasseries 32
new-wave 32
bread 48, 146, 150
bread items 48, 134, 224
bread substitute items 48
break-even point 3
breakfast
American Buffet Breakfast 254
buffets 234, 254
continental 133, 134, 234
covers 234-5
full (British) 133-4, 235
menus 133-4, 137, 139
room service 137, 139
serving 253, 254
breakfast cereals 48, 134
Brie 158
broths 152
buffet assistant 42, 3034
buffet cloths 58
buffets 38
buffet teas 136, 243-4, 254
cold 132, 134
display 225
preparation 225, 240-4, 246
service 253-4
burglary 109
Burton 198
business objectives 30-1
business types 7-9 ;
butter 48, 224
alternatives 146
butter dishes 223
byrrh 184

cabernet sauvignon 186
Caerphilly 158

café complet 133

café simple 133

~ cafeterias 32, 39

order of service 251
service preparation 23940, 2458
staft 43

Ccafteine 164, 173

call order 3+, 39
calorde intake 182
Calvados 19§
Camembert 158




Campari 184, 279, 319, 323

Campylobacter 101

canapés 150, 162

cancellations 307

Carlton Club service 270

carousels 251 '
Carré de I'est 158

carver 41

carvery-type operations 38, 240, 253
carving 275-8

carving trolleys 278

cash 110-11, 311, 314

cashiers 42, 309-10, 314

casinos 17

* tatering 1, 6-7

caviar 150

cayenne 146

CCTV (closed-circuit television) 110
cellar storage 534
chain organisations 12
chamberyzette 191
Champagne 282-3, 287
Champagne cocktails 182, 319, 320, 322
charcuterie 151
Chardonnay 185
charge cards 312-13
Charlottes 161
check pads/bill pads 259, 260, 261
Cheddar 158
cheese 132, 157-61
accompaniments 159
blue 159
categories 157-9
covers 159, 160
equipment 160
fresh 157
gueridon service 275
hard 159
semi-hard 158-9
service 159-61
soft 158
storage 157
and wine 205
chef de buffet 42
chef de rang 41
chef de salle 42
chef d’étage 41"
chemical contaminants 100, 105
chenin blanc 185
cheque guarantee cards 312
cheques 311-12
Cheshire cheese 158
chicken 155, 277
children
dealing with 117
Tost 123-4
taking orders from 204
chilll sauce 146
chilli vinegar 146
China 164
Chip and PIN 312+13
chives 146 -

chocolate (drink) 176-7, 293
chopping boards 103
chowder 152

chutneys 147

cider 200, 234, 288

cider vinegar 147

cleaning

automatic vending machines 68
and food safety 103
glassware 65

programmes 94-5
silver 62
cleaning products 95
cleanliness
level of 113
see also hygiene
clearing techniques 294-304
clearing stations 255
crumbing down 299-300
general after-service duties 301-2
importance 294
joint plates 296-8
self-clear 300
self-service 300-1
side plates 298-9
single-point service 300-1
soup plates 295-6
specific after-service duties 3024
closed-circuit television (CCTV) 110
Clostridium botulinum 101
Clostridium perfringens 101
clothing-up 226-7, 240-2
clubs 17
cobblers 183
cock-a-leekie 152
cockroaches 106
cocktail gherkins 147
cocktail lists 137
cocktail onions 147
cocktail sauces 147
cocktail shakers 184
cocktails 51, 182-4
. making 1834
non-alcoholic 325-6
service 280-2
types 182-3, 319-26
coffee 168-76
-producing countries 168
Americano 175
bad 170
bitterness 169, 170
blend 168 :
bulk 168, 169-70
calé créeme 178
caft latte 175
caft® mocha 175
cappuccino 172, 175
decofteinated 173, 176
Egyptian 174, 176
Espresso 172-3, 178
Lilter 3712, 178

S at white 178
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flavourings 169

forms 168

good 170

the grind 169

gueridon service 275

iced 174, 176
individual filter 172
instant 168, 169, 171, 176
Irish 174-5

la cafetiere 171, 175
latte macchiato 175
making 169-70, 171-6
pour-through filter 172
purchasing 168

roasting the beans 168-9
service 291-3
speciality 174-5, 205
still-set 173
storage 169
Turkish 174, 176
coffee shops 32
cold food
buffets 132, 134
service 218, 254
Collins 183

colour-coding equipment 103
commercial sector 6
commis 41
commis de rang see waiter
communication 73-4, 116-19
barriers to 74
body language 73-4
difficulties 118
Companies Acts 8
Companies House 7
complaints 124
cemputerised systems 309
consommé 152, 267
Constitution 8
consumer needs 30-1
Consumer Protection Act (1987) 83
Consumer Protection from Unfair Trading
Regulations (2008) 83
Consumer Protection (Northern Ireland) Order 83
consumption control 315
contaminated food 99-105
contract foodservice sector 15, 22
contract workers 109
contracts 84
of employment 25-6, 110 - :
. tendering for, 15-16 R
control methods 308-9
bars 55-6
billing 309, 310-11
hotplate 49 '
linen 58-9 ;s
order taking 257-61 © ‘
performance measures 33, 315-17 -
“sales summary sheets 314 15; 316
still room 48
“Control of Substances Hazardous to Health
(COSHHY) Regusations 89-90

convenience foods 34
cook-chill 34
cook-freeze 34
‘CookSafe’ 107 g
coolers 183
corks
natural 193-4
synthetic 194
technical 194
corn on the cob 151
corn oil 147
corporate hospitality 13
cost percentage 317
cost provision sectors 7, 23
costs 315-17
control 30-1, 239-40
of disposables 65, 67
fixed 3
overheads 315, 317
variable 3
cottage cheese 157
counter assistant 42, 303-4
counter service 39, 251-2
cost control 239-40
layouts 239

order of service 252, 254
portion control 239-40

preparation for service 239-40, 244-5

counter types
echelon 251
free-flow 251
straight-line 251
supermarket 251
coupes 161
courses 131-3, 248-9
cover plates 232
covering letters 75, 77
covers
a la carte 232-3, 237-8, 299
adjustment 248
for afternoon tea 235-7
for appetisers 150
and bookings 306
for breakfast 234-5
- for cheese 159, 160
classic/basic 232-3
definition 231
for fish dishes 154
laying 216, 231-8, 248-9
for pasta dishes 153
removal of spare 250
“ for rice dishes 153
for savouries 162
table d’hote 232-3, 238, 299
cranberry sauce 147
craylish 277
cream cheese 157
creamers, non-dairy 146, 244
creams 161
credit cards 312~13, 3144
crémes (soup) 152
crime prevention 100- 10
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criminal offences 27
crockery 5961
dirty 49-51
disposable 66
flatware 59, 61
holding 217
hollow-ware 59, 61
hotplate 49
preparation for service 222
sizes 60
storage 61
types of 59
see also dirties
cross-contamination 102-3
croiites 162
croutons 147
cruets 223
cruise liners 18
crumbing down 212-13, 249-50, 299-300
crustas 183
cucumbers, pickled 147
cultural diets 129-30, 265
Cumberland sauce 147
cups (cocktails) 183
cups and saucers 211, 212, 292
curry 155
customer process 35, 36-7, 215
customer service/relations 112-24
customer service specifications 114
dealing with incidents during service 119-24
good customer relations 116-19
good customer service 114-15
and the meal experience 112-14
and resource use 114-15
customers 4
with additional needs 117-=18 217, 264-5,
313
appearance 123
choice 112-13
complaints 124
contracts 84
dealing with 116-18
debt 84 -
dissatisfaction 113
drunkenness 123, 181-2
experience 4, 33
illness 122-3 .
mobility 117.
needs 112-13
property 84, 109, 121-2
satisfaction 30-1, 112-13
and service 35, 36
staff attitudes to 71
cutlery 61-3
carrying 211, 212
clearing dirty 212-13, 296-9, 301
disposable 65 j
holding 216, 237
laying 231-8
preparation for service 222
cutlery stands 239 i
CV (curriculum vitae) 75, 76

e

(Inisio.\. (cocktails) 183
Danish Blue 159
Data Protection Act (1998) 85
Data Protection Registrar 85
deaf customers 264-5
debarrasseur 41
debit cards 312-13
debt 8, 84
declined transactions 313
delicatessens 12-13
demand 30-1; 33

fluctuations in 4, 5

patterns 4, 5
demi-chef de rang 41
design, equipment/facility 46-7
dessert wines 143, 205, 249, 282
desserts 132, 133, 163

see also sweets
detergents 95
diabetes 129
dictary requirements 128, 265
digestifs 142
dill pickle 147
dining arca attendants 302
dirties

clearing 210-14, 218-19, 248-9, 252,

294-304
and trolley service 272, 275
wash-up 49-51

Disability Discrimination Act (1995) 84

discrepancies, dealing with 314
discrimination 26-7

anti-discriminatory legislation 84-5

direct 84
indirect 84
through victimisation 84
dishwashing 50, 65
disinfectants 95
disposables 65-7
advantages of 66-7
costs 65, 67
disadvantages of 67
environmental issues 66, 67
necessity 65
types 65
distillation 194
doilies/dish papers 217, 221-2
Dolcelatte 159
Dorset Blue 159
drinks lists 137, 142-4
after meal (digestifs) 142
bar 137
cocktail 137
contents 142-4
events 142
lounge service 142

‘. restaurants 137

-room service 142 .

G Dnve-ms 12, 39

Drive-thrus 12, 39
drunkenness 123, 181-2

_dry ginger 177




dubonnet 191
duck 155, 277
‘due diligence’ 108

E. ¢coli 0157 101
earthenware, hotel 59
eau de vie 195
echelon service 39
Edam 158
education 16-17
egg dishes 131, 134, 150, 153, 275
egg nogg 183
electricity supplies 92, 97
electronic cash registers 309
electronic point of sale (EPOS) 49, 309, 311
Emmenthal 158
employees
definition 26
health and safety responsibilities 86-9, 99
rights and responsibilities 26
employers
health and safety responsibilities 86-7, 89-90,
95-6 .
rights and responsibilities 25-6
Employers’ Liability Act (1969) 82
Employers’ Liability (Northern Ireland) Order
(1972) 82
employment in the hospitality industry 24-9
employment contracts 25-6, 110
employment levels §, 6
employment responsibilities 25-8
employment rights 25-8
employment tribunals 28
entrées 131
en\:ironmental health officers 106, 108
environmental issues 66, 67, 179
EPOS (electronic point of sale) 49, 309, 311
equal opportunities 84-5
equipment 46-68
bar 51-3
for carving, jointing and filleting 276, 278
for cheese 160
cocktail making 184
colour-coding 103
crockery 59-61
design and purchasing factors 46-7 .
disposables 65-7
firefighting 96, 97-9
glassware 63-5 -
as hazard 88
hotplate 49
linen 58-9
for liqueur trolleys 289
Personal Protective Equipment 90
for speciality coffee 174
still room 47-8
tableware 61=3 - X3
for tea/coffee service 291, 292 -
ethical diets 130-1
European Union (EU) 108, 178,192
Eurostar 19 PRl
event management 13

events catering 13, 21, 39
drinks lists 142 4
menus 136
service 253, 269-70

events staff 43, 269

expenditure 3, 6

expenses, deductible 8

facilities
and customer service 114
planning and design 30-1
farm holidays 11
fast food 12-13, 21, 32, 39
fermentation 187, 200
Fernet Branca 184
filleting 275-7
fines 108
fire safety 95-9
fire alarms 96, 97, 98
fire detection 96, 97
fire drills 98
fire extinguishers 97-8
fire risk assessment 97
fire triangle 96
fire warnings 97
firefighting equipment 96, 97-9
firefighting signs 91
Fire Safety Order (2006) 82
Fire (Scotland) Act (2005) 82
‘first in - first out’ principle 105
first aid 94
first impressions 46, 305
fish dishes 154, 277
breakfasts 134
gueridon service 275
hors-d’oeuvre 150
menu order 131
service 267
smoked 151
and wine 204
fixes (cocktails) 183
fizzes 183
flambage 273
flans 161, 162
flatware 59, 61
flies 106
flips 183
floats 309-10
floor/room service 39, 41
breakfasts 137, 139
drinks lists 142
food service 270-1
menus 136-7, 138-9
floor/room service staff 41
flowers 225-6, 243
fond brun 145
food
" bar 52
definition 20
explaining items 117
high-risk 100, 103
local 130~1




matching to alcoholic drinks 203-5
range 113 .
returned 120-1, 262
sales figures 316
seasonal 130-1
service 269-78
food allergies 128
food and beverage manager 40
food courts 39, 255
food deliveries 104-5
food intolerance 100
food poisoning 99-101
food production 3, 30-1
methods 34-5 °
centralised 34
continuous flow 34
conventional 34
cook-chill/cook-freeze 34
‘partie’ system 34
process approach 34
system approach 34
food safety 99-109
and cleaning 103
and colour-coding equipment 103
contaminated food 99-105
cross-contamination 102-3
and hand washing 102
importance 99-100
legislation regarding 107-9
management systems 105, 106-7, 108
and personal hygiene 101-2, 103, 106
and pests 105, 106
and premises 105-6
and storage methods 104-5
and temperature 103-4, 253, 254
Food Standards Agency 99, 106-9
food-labelling codes 105
foodservice cycle 30-1
foodseryice industry 1, 20-3
forecasting 4
franchisees 9
franchising 9
franchisors 9
frappés 183, 288-9
fraud 109, 314
free-flow service 39 .
French dressing 147
fridges 104-5
fritters 161
front-of-house 46, 47
fruit
as appetiser 151
breakfast 134
dessert 132, 161, 163
fruit beers 198

fruit juices 134, 151, 179, 279, 290-1, 325-6

fruit teas 167
fruitarians 130
function catering see events catering
furniture 46, 56~8
dining arrangements 56
types 56-8

gamay 186
game 155-6, 205, 277
gas supplies 92, 97
gateaux 161
gazpacho 152
gewiirztraminer 185
gherkins 147
gin 195, 279, 320, 322-5
ginger 147
glass racks 214, 223
glassware 46, 63-5, 280
for beer/cider 288
carrying 209, 211, 213-14
cleaning 65, 223
clearing 213-14, 301
decoration 64
dirties 49, 65, 213-14, 301
holding 216
for non-alcoholic beverages 290
polishing 223
service preparation 222-3°
size 64
storage 65
types 64
for wine 63-4, 213, 223, 283
globalisation 2-3
Gloucester (cheese) 158
gloves, white 216, 220
goose 155
Gorgonzola 159
Gouda 158
grappa 195
gravlax 151
greetings 116, 247
grenache 186
grey rot 188
gros sel 147
groundnut oil 147
Gruyeére 158
gueridon service 38
approaches to 273
carving 275-8
cleanliness and hygiene 276, 278
definition 273"
filleting 275-7
flambage 273
food service 272, 273-8
food warmers 274, 278
jointing 275-7
lay-up 224
mise-en-place 2734
order taking 273
preparation for service 224
procedure 274-5
guesthouses 9, 11

ham 155, 277 :

hand washing 102

handheld electronic |).)ds 259
har¢ 185

Hazard Anatysls Critleal € Jottiol Point m ACLC l’:

a7



hazardous substances 89-90
hazards 87-92, 96, 97
headwaiters 40, 269, 302
Health & Safety Officers 93
health clubs/spas 14
health and safety 86-111
for bars 52-3
benefits of good practice 86
cleaning programmes 94-5
Control of Substances Hazardous to Heaith
89-90
costs of bad practice 86
electricity safety 92, 97
fire safety 95-9
food safety 99-109, 253, 254
gas safety 92, 97
hazard avoidance 88-9
legislation 81-2
maintaining safe environments 86-95
managing health and safety 87-9
manual handling 90-1, 110
personal safety checklist 110
responsibility for health and safety 86-7
RIDDOR 92-4
risk avoidance 87-8
safety signs 91-2

Health and Safety at Work Act (1974) 82, 87, 88

109
Health and Safety Executive (HSE) 87, 88, 92

Health and Safety (First Aid) Regulations (1981)

94
healthy eating 127-9
heat, for cleaning 95
herbal teas 167
herring, grilled 154
high-risk foods 100, 103
highballs 183
Hindus 129
historical buildings 14
HM Revenue and Customs (HMRC) 7, 8
holiday centres 13
Hollandaise 145, 146
hollow-ware 59, 61
home delivery services 39
Horlicks 177
hors-d’oeuvre 131, 150-1, 232, 275
horseradish sauce 147
hospitality 1
hospitality industry 1-29 .
employment in 24-9
foodservice industry 20-3
foodservice operations 30-43 -
forecasting 4
international 2-5
key influences on 3
professionalism 4
sectors 9-19 .
size'6 o
UK 5-9 SETH
unigue characteristics 4
hospitality product 3-4
hot food 218, 244, 254

’

hotels 9-11, 21 ¢
budget 9, 10, 11
business 10
country house 11
floor/room service 136-7
food and beverage provision 10-11
management staff 25
marketing consortia 10
staff 24, 43
types of 9-10
hotplate/pass 48-9, 222, 301
housekeeping 221
HP sauce 147
HSE see Health and Safety Executive
Human Rights Act 27
hygiene
and bars 52-3
and carving, jointing and filleting 276, 278
and chocolate drinks 176
and disposables 66
and gueridon service 276, 278
level of 113 '
staff 69-70, 101-2, 103, 106, 216
Hygiene Emergency Prohibition Notice 108
Hygiene Emergency Prohibition Order 108
Hygiene Improvement Notice 108

ices 161

illness, customer 122-3

in-cup systems 67

Incident Contact Centre (ICC) 92

incidents during service 119-24

income, disposable 5

incorporation 8

India 165

India Pale Ale 198

Indian pickles 147

Indonesia 165

industrial catering 15, 22
catering for business and industry 15, 22
contract foodservice sector 15, 22
staff 43

injuries 86, 92-4

interpersonal skills 116-19

Irish stew 155

Jarlsberg 158

Jews 129

job advertisements 26-7
job applications 27, 74-8
job descriptions 25

job interviews 27, 75-8
job offers 28

joint plates, clearing 296-8
jointing 275-7

juleps 183

just in time (JIT) approach 5§

kasundi 147

_ketchup e

mushroom 148
tomato 148



kiosks 39, 255

kitchen percentage/profit 316

knives 212-13, 276 ,

knowledge and skills 45-124 .
customer service/relations 112-24
health and safety 86-111
legislation 81-5
personal selling techniques 256-7
personal workplace skills 69-80
secure environments 109-11
service areas and equipment 46-68
technical skills 208-15

labour 114, 315, 317
lager 182, 198, 288
lamb 154, 277
Lancashire (cheese) 158
lay-ups 237-8
classic/basic 232-3
model 216’
sideboard 224
standard 216
trays 270
Le Shuttle train 19
lead crystal 64, 65
LEAs (local education authorities) 16-17
legislation 26, 81-5
anti-discriminatory 84-5
data protection 85
employee 26
enforcement bodies 81
food safety 107-9
health, safety and security 81-2
legal compliance 81
licensing 82-3 .
sale of goods 83-4
Leicester (cheese) 158
leisure sector 5-6, 13-14, 21
lemon 148
liability 7, 8
limited 8
licensed trade (pub) catering 17, 22, 32
*-Licensing Act (2003) 82
licensing legislation 82-3
lighting 110
lillet 191
lime 148 .
+ limited liability companies 8*
linen 46, 58-9
after-service duties 301
disposable 59, 65
preparation for service 221-2
use and control 58-9
liqueurs 196-7, 205
cocktails 319-25
production 197
service 279-80, 288-9
types 196-7
liquor licensing 82
listening skills 73
Listeria 101
lobster 154, 277

local education authorities (LEAs) 16-17
" local foods 130-1

loss 3

lost property 121-2

lounge service 39
drinks lists 142
food service 271-2
menus 137, 140-1
non-alcoholic beverages 290
staff 42

low cholesterol diets 129

low sodium/salt diets 129

Madeira 191
main courses 133, 249
maitre d’hétel (headwaiter) 40, 269, 302
Malaga 191
malbec 186
malt vinegar 148
management staff 24-5, 40
manners 115
manual handling 90-1, 110
Marc 195
marine catering 18-19
market potential 30-1
marketing consortia 10
markets
captive 23, 113
general 23
non-captive 23, 113
. restricted 23
semi-captive 23, 113
Marsala 191
mayonnaise 145-6, 148
‘meal experience’ 112-14
meat 134, 150, 154-5
boiled 154-5
carving 275-8
filleting 275-7
gueridon service 275-7
jointing 275-7
roast 132, 154
service 267
and wine 205
meetings 74
Memorandum of Association 8
menus 126-37
d la carte 126, 127, 132
afternoon tea 134-6
appetisers 150-1
basic food items 145-9
breakfast 133-4, 137, 139
carte du jour 126
cheese 132, 157-61
classic sequence 131-3
- desserts 132, 163
--egg dishes 131, 153
events 136 g
fish dishes 131, 154
floor/room service 136~7, 138-9 -
game 155-6 e
hors-d‘ocuvre 131, 150~]




influences on 127-31
knowledge of 145-63
lounge service 137, 140-1
meats 154-5
pasta dishes 131, 153
potatoes 156-7
poultry 185
prix fixe/set price 126, 127
purpose 126
rice dishes 131, 153
salads 132, 156-7
sauces 145-9
savouries 132, 162
simple sequence 132-3
soups 131, 152-3
sweets 132, 133, 161-2
table d’hdte/menu du jour 126-7, 132, 260
tasting menus 126-7
vegetables 132, 156-7
merchandisers 67
merlot 186
mice 106
micro-vend systems 68
milk 146, 243-4, 292
milkshakes 177, 179
minestrone 152
mini-bars 142
mint jelly 148 ~
mint sauce 148
mirabelle 195
‘mise-en-place’ 220, 234, 273-4, 278
miso 152
mixed drinks 182-4, 319-25
mixed grill 185
mixed pickles 148
mixing glasses 51
mixologist 42
money, perceived value for 114
Mont d'Or 158
Monterey 158
Mornay sauce 146
motorway service stations 14-15, 22
Mousseline 146
mousses 151, 161
mozzarella 157
muscat 185
museums 14
Muslims 130
mussels 154
mustards 148
mutton 154, 155
‘mutuality of obligation’ 26

napkins (serviettes) 58, 116
Bishop’s mitre 228, 229 .
buffet napkin fold 242-3
cockscomb 228,229-30 -
folds 226, 227-31, 242-3
- rose 228, 229 i
national djshes 152-<3 ¢ B
‘National Health Service (NHS) 16 i
National Insurance 7, 8

National Tourist Board 11 ¢

nebbiolo 186

negligence 87

noble rot 188

non-alcoholic beverages 20, 164-79
bar beverages 177-9, 289-91
for breakfasts 134
buffet beverages 243-4
cellar storage 53, 54
chocolate (drink) 176-7, 293
cocktails 325-6
coffee 168-76, 205, 291-3
cold beverage vendors 68
gueridon service 275
hot beverage vendors 67
menus 132, 133
order taking 260, 2634
preparation for service 224
service 249, 279, 289-93
spillages 119-20
still room provision 48
tea 164-7, 243, 275, 291-3
waters 177-9, 279, 290
see also specific beverages

Norovirus 101

notices 108

nuts 163

oasis 225-6
ODC (outside catering) 19, 22
oeuf en cocotte 153
ocuf sur le plat 153
oil 148
OIML (Organisation Internationale Métrologie
Légale) Scale 180-1
olive oil 148
olives 148 .
omelettes 153, 161, 162
onions
cocktail 147
French onion soup 153
pickled 148
operational capacity 4, 5
operational staff 24
operations (foodservice) 30-43
customer process 35, 36-7
food and beverage service methods 35-8
food and beverage service personnel 38-43
food deliveries 104-5
food production methods 34-5
service sequence 35, 36
simple model 35
types of 31-3
" variables 33
oral/faecal infection route 103

- order notation techniques 217

order of service 247-56
assisted service 250-1, 253-5
-self-service 250-2
single-point service 250-1, 255-6
table service 247-50

order taking 248, 257-65, 309




accident checks 262, 263
from children 264
conventions 217 .
customer self-completé method 263-4  *
from customers with additional needs 264-5
duplicate method 257, 260-1, 309
for gueridon service 273
menu order and customer bill method 263
methods 257-61
pre-ordered 258 :
‘returned and in its place’ checks 262
service with order 258
single order sheet method 263
special checks 261-3
supplement checks 262
to follow/suivant chiecks 261-2
triplicate checking method 257, 258-9, 309
writing orders 258-9
Organisation Internationale Métroiogie Légale
(OIML) Scale 180-1
organisation of provisioning 30-1
organisational structure 24-5
organisational variables 33
oriental vinegars 148
outside catering (ODC) 19, 22
outsourcing 10
Ovaltine 177
overheads 315§, 317
oysters 151

pancakes 134, 161

paper items 217, 221-2

Parmesan 148, 153, 159

parsley 149

‘partie’ system 34

partnership 8

pasta dishes 131, 153, 204, 275 |

pasties 195

pastries 161

paté 151

pathogens 101, 103

payments 310
dealinig with discrepancies 314
declined transactions 313
payment methods 311-14
payment points 239

pepper 149, 245 .

peppercorns 149

perforated checks 261

performance measures 33, 315-17

Pernod 279

perry 200

personal development plans 78-80
action plans 80 Z
outcomes 78 ]
skill development progress 78-9
targets 78, 80
work plans 78 &

Personal Protective Equipment (PPE) 90

Personal Protective Equipment (PPE) at Work

Regulations (1992).90
personal workplace skills 69-80

-~ potages 152
. potatoes 134, 156-7

attitude to customers 71
attributes 69-72
body language 73-4
communication skills 73-4
complaints 71-2
conduct 71.
food and béverage knowledge 70
honesty 71, 110
job applications 74-8
key success factors 69
local knowledge 71
loyalty 71
memory 71
personal development plans 78-80
personality 71
punctuality 71
sales ability 71, 256-7
sense of urgency 71
teamwork 72-4
technical ability 70
personal/positive selling 71, 256-7
pests 105, 106 '
petit marmite 153
pets 106
Phylloxera vastatrix 188
pick-me-ups 183
pies 161
pilfering 308
pilsner 198
Pimm’'s 279, 323
PIN .
Chip and 312-13
locked 313

. Pineau des Charentes 191

pinot blanc 185

pinot noir 186

pinto gris 185

piri-piri 149

plate-holding rings 272

plates
carrying 208, 210-11
clearing 210-11
serving onto 218

point of sale (POS) terminals 312

policies 30-1"

Pont I'Evéque 158

popular catering 21, 32

porcelain 59

pork 154

port 191, 205, 279

Port Salut 159

porter 198

portion control 239-40, 303

post-mixed drinks systems 177-8

baked 156

creamed 268

gueridon service 274, 275

silver service 156, 211, 212, 267-8
poultry 155, 277
pousse-caf¢ 183
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pre-plated foods
carrying 210-11
order of service 247-50
service 218
vegetables and potatoes 156
wave service 269

premises 105-6

preserves 48, 134

price 114

health food and vegetarian 32
hotel 10 '
international 32

international destination 32
non-alcoholic beverage service 290
staff 43

themed 32

UK numbers 6

wine lists 137

Price Marking Order (2004) 83

prison sentences 108

prisons 16

private companies 7

process approach 34

product knowledge 125-205
alcoholic beverages 180-205

drinks lists 137, 142-4 RIDDOR (Reporting Injuries, Diseases and
menus 126-37, 145-63 Dangerous Occurrences) (Act) (1996)
non-alcoholic beverages 164-79 . 924

professionalism 4 Riesling 185

profit 3, 6-7, 15-16, 23, 308, 315-16 ‘right to search’ 110
gross 315, 316 rights, employment 25-8
net 315 risk assessment

Provolone 159 fire 97

public houses 17, 22, 32 health and safety 87-8

public limited companies 7 staff security at work 109

public sector 6-7, 15-17, 22 roasts 132, 154, 155, 156

puddings 161 robbery 109

punt-e-mes 191 Roman Catholics 130

purchasing factors 46-7 room service see floor/room service

purées 152 Roquefort 159

rouille 149

rum 196, 279, 280, 319, 321-3

restaurant theatre 272

retail sector 13, 21

returned food 120-1, 262
revenue 3, 315-16

revenue control systems 308-9
rice dishes 131, 153, 275
ricotta 157

qualifications 28-9
quetsch 196
‘Safer food, better business’ scheme 107
safety signs 91-2
St Raphael 191
salad bars 12-13, 244-5, 254-5
salad dressings 156, 157
salads 132, 156-7
as appetisers 150
Caesar 150
compound 156
d'orange 156
endive 157
Francgaise 156
mimosa 157
Nigoise 151, 157
plain 156
Russian 157
saison 156
verte 156

Race Relations Acts 84
rail catering 19
Rastafarians 130
rats 106
reception headwaiter 40
reception teas 136, 243-4, 254
recruitment 26
redcurrant jelly 149
Regulatory Fire Safety Order (2005) 95-6
Rehabilitation of Offenders Act 27
relevé 132
religious diets 27, 129-30, 265
Reporting Injuries, Diseases and Dangerous
Occurrences (RIDDOR) (Act) (1996) 92-4
residential establishments 17
resource scheduling 4, §
resource use 114-15
resourcing 4, 5 . sale of goads, legislation 83-4
responsibilitics , Sale and Supply of Goods Act (1994) 83
‘employment 25-8 e R e o sales; and costs 317 ‘
health and safety 86~7 : B ¢+ sales:mix 316
restaurant chains 12 sales per seat available 318
restaurant manager 4() sales per square metre 318
restaurants 11-12, 21 sales reports 316 . .
first-class 32 sales revenue 3
Aood service skills .?,66-‘) sales summary (restaurant analy: \N sheets
and hazardous suhstunu_s 90 314-14, 36

338



salmon

gravlax 151

poached 277

smoked 151
Salmonella 101
salt 129, 149, 245
Sambuca 280
sangiovese 186
sanitisers 95
sanitising 103
satellite stations 3
sauces 145-9, 269

09

sauvignon blanc 185

savouries 132, 162, 275

schnapps 196

school meals 16-17

‘Scores on the Doors’ scheme 109

screw caps 194, 285

sea ferries 18

seafood cocktails
seasonal foods 13
seat turnover 317

secondary service sector 16
secure environments 109-11

selection 26
self-employment

151
0-1

7-8

self-service 37, 39

clearing techniques 300-1

order of service 250-2

preparation for service 239-44, 251
selling, personal/positive 71, 256-7

Sémillon 185
server 302

see also waiter
service

availability 114

checklists 216-17, 219, 244-6, 254-5

enhancements

for events 253, 269-70

flexibility 114

legislation regarding 84

272-8

level of 113, 114, 115
lounge service 271-2

methods 30-1

, 35-8

order of 247-56
processes 30-1 .

reliability 114

room service 270-1

sequence 35, 36, 38, 215

specifications 1

standards 114, 115, 215
technical specifications 115
see also specific types of service -

15

service areas 46-68

automatic vending 67-8

bars 51-6

design and purchasing factors 46-7

furniture 56-8

hotplate/pass 48-9
still room 47-8
wash-up 49-51

service cloths A8, 210, 237, 267-8

service conventions 215-19, 266

. general 217-19
importance of 215
order-taking 217
personal 216
preparation 216

service plates 209, 212-13, 217, 299-300
service preparation 220-46
for assisted service 239-44, 251
checklists for 244-6
clothing-up 226-7
conventions 216
duties 221-6
laying covers 231-8.
napkin folds 226, 227-31
order of working 220
for self-service 239-44, 251
for single-point service 239-44, 251
for table service 220-38, 247
white glove use 220
service salvers (round trays) 209, 211-14, 217
service skills 207-318
basic technical 208-15, 266
for beverages 279-93
billing methods 309, 310-11
bookings 305-8
clearing techniques 294-304
for food 266-78
order of service 247-56
order taking 257-65
personal/positive selling 71, 256-7
preparation for service 220-46
revenue control systems 308-9
service conventions 215-19
serving implements/utensils
for carveries 253
for counters/buffets 244-5, 304
spoon and fork 208, 209-10
Sex Discrimination Acts 84
shares 7, 8
sherry 191, 280, 324
shiraz 186
shrimps, potted 151
sick leave 28, 86
side plates, clearing 298-9
sideboards/workstations 57, 224
signature verified 312
Sikhs 130
silver (plate) room 63
silver service 38
coffee 291
conventions 218
fish 267
from flats 267
meats 267
order of service 247-50
potatoes and vegetables 156,
soup 266-~7
wive service 269

211, 267-8

Ssilver tableware 62

stlver-cleaning 62
singlespolnt service 372, 39




340 :

clearing techniques 300-1
order of service 250-1, 255-6
preparation for service 23944
skills see knowledge and skills
slip cloths 58
small to medium-sized enterprises (SMEs) 7
smashes 183
smoothies 183, 184
soda water 177
sole 277
sole traders 7
sommelier 42
sorbets 131, 161
soufflés 161, 162
soup plates, clearing 295-6
soups 131, 152-3, 266-7
sours 183
sous-vide 34
soy sauce 149
spaghetti 153
specialised service (service in situ) 37, 39
spillages 119-20, 254
spirits 194-6, 205
cocktails 319-25
production 194
service 279-80
types 194-6
spores 101
squash (drink) 179, 290
Sri Lanka (Ceylon) 165
staff 24-5
communication skills 116-19
food and beverage service 38—43
interpersonal skills 116-19
personal service conventions 216
requirements 43

see also personal workplace skills; specific roles;

training

staff diners 15
stainless steel 63
Staphylococcus aureus 101
starters 133, 204, 248

see also appetisers
station headwaiter 40-1
station waiter 41, 302
statutory sick pay 28
steak 155§, 277
still room 47-8, 223-4
still room staff 303
Stilton 159 | 2
stock

bar levels 55

turnover 318
stoneware 59 -
storage - oM

cellar 53-4 -

cheese 157 e

chocolate (drink) 176

coffee 169 :

crockery 61

food 104-5, 157

glassware 65

tableware 63

tea 165

wine 34, 287-8
stout 198
strainers 31
sub-contractors 26
sugars 48, 244, 292
sundaes 161
sunflower oil 149
supermarkets 39, 251

supervisors 24, 40-1, 221, 302
suspicious items/packages 111

sweeteners 146
sweets 161-2
gueridon service 275
menu order 132, 133
service 249
wines for 205
see also desserts
swizzles 183
svllabubs 161
syrups 177-8, 179, 291
system approach 34

Tabasco sauce 149
table clearers 43

table decorations 225-6, 243

table numbers 223
table service 37, 38

clearing techniques 294-300

order of service 247-30

preparation for service 220-38, 247

tea/coffee 291-2
table skirting 242
tablecloths 38

for buffets 240-2

clothing-up 226-7, 240-2

dirty 119-20, 250

disposable 59

multiple 227, 241-2

screen folds 226

spillages 119-20
tables 56-7, 226

laving 237-8

relaying 250

shape 57
tableware 46, 61-3

silver 62

size 63

stainless steel 63
storage 63

see also cutlery

takeaways 12-13, 21, 39, 245-6, 255

tartare sauce 146, 149
tartlettes 162
taxation 8

TCA (trichloroanisole) 188, 194

tea 16+4-7

-producing countries 164..5

Alternoon 166
Assam oo
blends 163




bulk 165, 166, 167, 243
Ceylon Blend 167
China 166
Darjeeling 166
Earl Grey 167
English Breakfast 167
forms 165
grades 164
gueridon service 275
iced 167
Indian Blend 167
jasmine 167
Kenya 167
Lapsang Souchong 167
lemon 167
loose 165
making 166
multi-pot 166, 167
purchasing 165 )
Russian 167
service 291-3
Sri Lanka 167
storage 165
types of 166-7

tea bags 165

tea/glass cloths 58
teamwork 72-4

technical skills 208-15

carrying glasses 209, 211, 213-14
carrying/using large trays 209, 214-15
holding a service spoon and fork 208, 209-10
importance 208-9

plate carrying 208, 210-11

using service plates 209, 212-13 .
using service salvers 209, 211-12
temperature

danger zone 104

and food safety 1034, 253, 254

fridges 10§

holding 253, 254

wine 54, 282

tempranillo 186 - -

tequila 196, 322, 325

terrorism 109

thé simple 133

theft 109

theme parks 14 .

timeshares 13

tisanes 167

toast 162

toddies 183

tokens 314

tomato juice 290, 320

tomato sauce 145

tonic water 177

top tables 269, 270

tourism 2-3, 6
accommodation 9-11, 21

toxins, bacterial 101

Trade Descriptions Act (1968) 83

trainees 41

training 28-9, 98

trancheur 41
transport catering 17-19, 22

' travel 2-3, 6

traveller’s cheques 313-14
tray jacks 57 ;
tray service 39, 270-1
carrying/using trays 209, 214-15, 219
coffee trays 291, 292-3
laying up 270
tea trays 291, 292-3
see also service salvers
tray stands 239
trichloroanisole (TCA) 188, 194
trolleys 39
after-service duties 302
carving 278
cheese 272-3
drinks 272, 289
preparation for service 225
service from 272-8
sweet 162, 272-3

see also gueridon service
turkey 277

Underberg 184
underflats 211, 212
underplates 147, 217
uniforms 70

up selling 256

use by dates 105 *

Vacherin du Haut-doubs 158

vandalism 109

variables 4, 5, 23, 33
customer experience 33
organisational 33
performance measure 33

VAT (Value Added Tax) 7, 8

vegans 130

vegetables 132, 134, 156-7
food safety 103
gueridon service 274, 275
silver service 156, 211, 212, 267-8

vegetarianism 130, 265

velouté 145, 152

vending machines 39, 67-8, 255

venison 155

vermouth 191, 280, 319, 322-3

victimisation 84

vinaigrette 146, 149

vinification 187

viognier 185

visitor attractions 14

visual display units (VDUs) 258

- vodka 196, 280, 320-4 R
- vouchers 314 :

walffles 134

waiter 25, 38, 41
se¢ also server

walnuts, pickled 149

wash-up 4951




wasps 106
water

acrated 177-8, 279, 290
filtered 179
mineral 178-9, 279, 290
natural spring 178-9, 290
wave service 269-70
wealth 5
weevils 106
weights and measures, selling by 83
Weights and Measures (Packaged Goods)
Regulations (1986) 83
welfare catering 15-17, 22
welfare catering staff 43
Wensleydale 159
wheelchairs 117, 313
whisk(e)y 196, 321-5
whitebait 154
wine 180, 185-94, 280
acetification 188
acidity 203, 204
age 204
alcohol-free 190
aromatised 191
bin number 260
body 203
by the glass 287
cellar storage 54
classification 189-91
closures 193-4
cloudiness 189
contaminated 189
corked. 188, 194
de-alcoholised 190
decanting 285-6
dessert 143, 205, 249, 282
exgess sulphur dioxide 188
faults 188-9
fortified (liqueur) 191
geographical listing 142-3
grapes 143-4, 185-6, 187, 203
growing conditions 186-7
hydrogen sulphide in 189
labels 192-3
listing by grape 143-4
listing by type 143
low-alcohol 190
making recommendations 204-5
matching to food 203-5
oak 204
order taking 260-1
ordering 248

organic 190
oxidation 188, 194, 287-8 *
port-style 54
quality 187
quality control 192
red 54, 143-4, 186-7, 189, 192, 203-5, 282-3,
285-7, 323
ros¢ 54, 143, 189, 192, 283
secondary fermentation 188
sediment 189
service 218, 248-9, 282-8
serving temperature 282
sparkling 54, 143, 189-90, 282-3, 287
still (light) 189
storage 54
storage of open 287-8
sweetness 191, 203, 204
tannins 203, 204
tartare flake 188
taste 187
vine diseases 188
vine pests 188
vine species 187
vinification 187
vins doux naturels 191
weight 204
white 54, 143, 185, 187, 189, 192, 203-5,
282-5, 322
wine bars 32
wine butler/waiter 42, 282
wine glasses 63, 64, 283
carrying 213
polishing 223
wine lists 137, 1424
wine tasting 201-3
recording details 201-2, 203
sight 202
smell 202
taste 202
techniques 202-3
terminology 202
wine vinegar 149
women, serving etiquette 218
Worcestershire sauce 149
workers 26
Working Time Regulations 28

yogurt 134
Youth Hostels 11

zinfandel 186




