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The Maitre d’
The maitre d' in a restaurant, hotel,
or cruise ship is responsible for
ensuring that high standards of
customer service are maintained for
every diner. The full name, maitre
d'hétel, is French and means “mas-
ter of the hotel” This refers to the
days when the maitre d’ worked for
members of royalty or the aristoc-
racy. Traditionally, they had to be
masters of diplomacy and politics in
order to provide the high levels of
service for which they were known.
See Figure 10.21 for a maitre d’
then and now.

S
—
(¢B)
e
i)
g
=

Today, while the clients may have
changed, the work is essentially the
same. Maitres d' are responsible for
the smooth running of the establish-
ment. They handle everything from
customer complaints to straighten-
ing a buser's tie. Diplomacy is still a
critical part of the job. After all, they
have to negotiate the needs of all
the guests at the same time~first-
timers and regulars, happy and dis-
gruntled. Like concierges, maitres
d’ often find themselves called upon
to address unusual requests. An
experienced maitre d’ views these
requests as opportunities to
accommodate the guest, not as
inconveniences.

Some maitres d’ work their way

up through other front-of-house
positions, while others ‘Gome from
different service industries. Some:. .
culinary schools offer related
courses, and The Culinary Institute
of America requires all students to
serve as maitres d' in its.campus
restaurants.

: B 1\
Figure 10.21: Maitre d' then and now.
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lce Staff Gundelmes for Handling Food and Tableware

Just because service staff do not cook the food doesn't mean they don't have to be just

~as careful as the kitchen staff, Service staff can contaminate food srmply by handling

- the food contact areas of glasses, dishes, and utensils, not to mention i improper handling
of ready-to-eat items. Following are guldehnes all service staff should use when serving

c ,customers ‘ ~

. ‘Hold dlshes by the bo‘flom or very edge. Hold glasses by the mlddle stem or
bottom Do not touch the food contact areas of drshes or glassware

'Hold flatware by the handle Store ﬂatware S0 servers grasp handles, not food
contac‘c surfaces

" {‘Use tongs or gloves when handllng ready-to eat |tems like bread or rolls. Do not use

[ServSafe Connection]

on a ’[ray ’co avond touchmg the food contact surfaces Stacklng china
can cause them to chlp or’ break Do not stack glasses when carrying

[ ongs to pul ice in‘a glass. Never scoop ice W|th bare hands
s€ such contact can contaminate the ice. And never scoop ice wrth a glass
se the glass could chlp or break in the ice.

Service Tools and Stations

In full-service restaurants, serv-
ers usually carry many different
service tools with them. They
may carry a hand towel, a lighter, a
corkscrew, change, a pen, an order
pad, and sometimes a crumber, -
which is used to neatly gather and
clear crumbs and debris from a
table cloth. Figure 10.22 shows a
crumber in use. These items are

'helpful to have on hand becau'sle. . Figure 10.22: Crumbers neatly gather and clear
servers use them so often. * erumbs.
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- The service station is the area in which
an operation keeps additional items such
as napkins, silverware, cups and saucers,
condiments, menus, and water glasses.

A service station prevents servers from
having to go to the back of the house to
get them and is a good way to keep much
needed utensils close by. Figure 10.23
shows an example of a service station.

Servers use different serving utensils
when they serve food to guests. Use large
serving spoons to serve many items, such
as casseroles and vegetables. Use pastry
tongs to serve individual pastries, such
as cream puffs and small cakes. Cake

and pie servers come in many shapes to
match the size of the piece of cake, or
pie. This keeps the dessert from breaking
apart as it is served. Figure 10.24 shows
how to properly serve ready-to-eat items
such as bread or rolls.
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Figure 10.23: Serving station.

Figure 10.24: Use tongs or gloves when handling ready-to-eat items like bread or rolls. Do
not use bare hands.

664




Chapter 10 | Serving Your Guests

. .Essential Skills
* Left, Right, Left—Proper Placements for Table Service
‘Not only are servers responsible for properly setting the table and serving the

guests, they must also know how to remove items from the table while guests
are still seated. And they must know how to do this so that they do not get in
the guests’ way and interrupt their meals. To accomplish this, servers should
conduct certain table tasks from spec1ﬁc places.

Perform these tasks at the guests’ left side:

- Presenting and serving frem platters

m Serving solid foods, including salad and bread

m Clearlng the table of extra utensﬂs and crumbs

- Settlng and clearing bread and butter

m ,Removlng anythmg served from the left

Perform these tasks at the guests’ right side:

m Setting and clearing plates (except for bread and butter)
m Changmg ﬂatware ‘

m Serving soup and beverages

However, some exceptlons to the rule exist:

@ At corner tables, serve
guests so as to disturb
them as little as possible.
This means serving from
whichever side is most
convenient.

@ At rectangular tables,
servers should stand
at the head of the table .
when opening wine, tak- . 5
ing orders, and assisting Figuréé;'1p.25: Step 3—Servers should carry
guests with the menu. Do glassesoriatray. . ’
this so all seated guests :
can see the server.

@ Servers should be caréful in how they handle guests’ pl'étés‘aﬁd utensils in
order to be as sanitary as possible. See Figure 10.25. Servers should carry
glasses on a tray to avoid touching the food-contact surfaces.
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In this section, you learned the following:

666

Contemporary service, also known as quick-service, is an easy and fast way
to dine and typically involves no servers. Instead, guests help themselves to
food set up in food bars or order at a counter. Other forms of quick-service
include drive-through service, buffet service, carry-out service, vending
service, and cafeteria service.

Traditional service style consists of four main influences: American, French,
English, and Russian. Each service style varies depending on its menu,
theme, and décor. American is one of the easiest and uses the fewest uten-
sils. French is known as the most elegant, but is also the most expensive.

. English is the simplest and least expensive. Russian is the most complicated.

Specific utensils are used for certain foods, and each table must be set
accordingly. The variety of knives, forks, and spoons used in any given
operation is huge.

Many traditional, large, full-service restaurants have a formal service organ-
ization, or group of servers, to perform service-related tasks. Every one of
the servers in the front of the house must work together to ensure that guests
enjoy themselves. For formal service structures, the staff includes the maitre
d’hotel, the headwaiter, the captain, the front waiter, and an apprentice.

For less formal services, the staff consists of the floor manager, server, food
runners, and busers.

Service tools can include a hand towel, a lighter, a corkscrew, change, a pen,
an order pad, and a crumber. The service station is the area in the opera-
tion where additional items are kept, such as napkins, silverware, cups and
saucers, condiments, menus, and water glasses. Servers use different serving
utensils, which include large serving spoons, pastry tongs, and cake and pie
servers.
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Section 10.3 Review Questions

Define contemporary service.
What are the four styles of traditional service?
What are the different characteristics of each style of traditional service?

What is the traditional service hierarchy of a formal full-service establish-
ment?

Would one service style be more likely to make guests feel welcome than
another? If so, which one and why?

How would you describe Uptown Grille’s service style? What are the pros
and cons of suchastyle? |

Look into the various service styles What s the origin of each? How do these
~origins reﬂect the style of each service? That is, what does the style say about
~the culture from which it came? On a broader scale, how does service reflect

~ thepersonality of the restaurant? '

-‘fijféf © ©6 000 6e

& 8] }f,The effrcrency ofa restaurants servers rs rntegral to quality customer
~ service.You'rein charge of establrshrng what servers wear, the tools they
~ are expected to carry, and the equipment stocked in their service station.
. f»Wrrte a paragraph for. ea,c,h pf these criteria describing your plan.
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costs involved in hiring
ducting the interview

g to hire a new employee.

ensure that all the employees at :
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@ Quality customer service will most
likely result in

A. lower payroll.

B. higher turnover.

C. better customer loyalty.

D. increased marketing costs.

@ When rival restaurants share similar
menus and food quality, a competitive
advantdge can most: easily be gained
through

A. creating a unique menu.

B. movingtoa better location.
C. improving customer service.
D. underselling other operations.

@ An operation ensures that the exterior of
the facility is spotless and well-kept, and
the staff frequently rehearses the restau-
rant’s greeting script. What is the most
likely outcome of this operation’s efforts?

A. Table Serv_ice will become slower but
more thorough.

B. Staff turnover will increase due to
the script requirements.

C. Customers will have a positive first
impression of the operation.

D. Profits will decrease because of costs '

to maintain the exterior of facility.

@ For servers, wearing will help
to create a positive first impression.

A. aclean, ironed uniform
B. brightly polished jewelry
C. expensive, strong perfume

D. ahat or head-covering for sanitary
purposes

@ What is a helpful service tip for address-

ing the needs of parents with small
children?

~ A. Treat the children the same as the

adults.

B. Avoid going to the table unless nec-
essary.

C. Bring out crayons and paper before
service.

D. Serve chlldren’s food in take-out
containers.

@ What does a POS machine do?

A. Compiles feedback from comment
cards

B. Creates weekly shift and cleaning
schedules

C. Lists acceptable substitutions for
menu items

D. Sends orders into the kitchen from
service stations

@ When checking to see whether a

guest is of legal age to drink alcohol,
a is an acceptable form of
identification.

A. passport

. ;B college ID
HC’ birth certlflcate

D. credit card with signature
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@ What aré mysté'r}:?'ééiﬁoppers? @ Which service style is considered simple
Sl and inexpensive, but is not as frequently

. A, Repeat guests wh tl -
A. Repeat guests who frequently com used as the others?

plete comment cards

B. Guests who report a positive dining A. French
experience but never return B. English
C. Anonymous diners hired by an C. Russian

operation to critique the service D. American

D. Customer appreciation programs
that are run during the holidays

What is the most immediate way to
gather customer feedback?
A, Mailing éﬂufveys
B. Talking to diners

C. Holding focus groups

D. Distributing comment cards
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