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1. General Information

Program Title: Professional Waiter (Hospitality & Food Service)

Qualification Level: Vocational Certificate

Training Sector: Hospitality and Food Service

Program Type: Short-Term Vocational Training

Total Duration: 150 Training Hours

Training Period: 30 Training Days

Daily Hours: 5 Hours

Delivery Mode: In-Person / Practical and Theoretical Training

Language of Instruction: Arabic (with operational English and French hospitality
terminology where applicable)

2. Program Overview

The Professional Waiter Training Program aims to prepare qualified hospitality
service personnel capable of delivering high-standard food and beverage service in
accordance with international hospitality practices.

The program equips trainees with technical competencies, professional conduct
standards, Guest service skills, multilingual terminology, and operational
knowledge required to work efficiently in restaurants, hotels, cafés, and catering
establishments.

3. Occupational Description

Main Occupational Responsibilities:

e Welcome guests professionally and create a positive first impression.

e Present menus and explain dishes, ingredients, allergens, and preparation
methods.

e Take accurate food and beverage orders using POS systems or order pads.
e Confirm cooking preferences and dietary requirements.
e Communicate orders clearly to kitchen and bar staff.

e Serve food and beverages according to established service styles (American,
French, Russian, buffet, etc.).

e Monitor guest satisfaction and perform quality check-backs.
e Handle complaints using structured service recovery procedures.

e Apply personal hygiene and food safety standards in compliance with HACCP
principles.

e Prevent cross-contamination and allergen cross-contact during service.

e Maintain proper storage and serving temperature awareness.



e Perform table setup for various service types (formal, casual, buffet, Lebanese

mezze).

e Process billing and payments accurately and securely (cash, card, digital

methods).

e Perform daily preparation (mise en place) and service station organization.

e Coordinate effectively with supervisors,

personnel.

e Demonstrate emotional intelligence and professionalism under pressure.

e Apply ethical upselling techniques to increase average check value.

e Communicate with guests in multiple languages

hospitality terminology).

e Maintain professional appearance and conduct at all times.

4. Competency-Based Learning

Outcomes

Upon successful completion of the program, the trainee will be able to:

A. Technical Competencies

B. Service and Communication

Competencies

e Take and transmit orders accurately
using POS systems or manual methods.

e Identify menu components, cooking
methods, and common allergens.

e Implement food safety, hygiene, and
HACCEP principles during service.

e Prevent cross-contamination and
allergen cross-contact.

e Set tables correctly for formal, casual,
and buffet service.

e Execute different service styles
(American, French, Russian, buffet).

e Handle Guest complaints using
structured service recovery techniques.

e Perform ethical upselling and
suggestive selling techniques.

Communicate professionally with guests
using appropriate hospitality terminology.

Deliver clear and attractive menu
explanations.

Demonstrate appropriate body language
and professional conduct.

Manage Guest complaints using
structured problem-solving techniques.

Interact confidently with foreign guests
using basic English and French terms.

A. Sales and
Competencies

Operational

B. Behavioral and

Professional
Competencies

e Apply ethical upselling strategies to
increase average check value.

e Demonstrate punctuality, discipline, and

professional responsibility.

kitchen staff, and other service

(English/French basic




Identify Guest preferences and adapt e Maintain a clean and organized work

service approach accordingly. environment.

Coordinate effectively with team e Apply emotional intelligence in guest
members to ensure smooth workflow. interactions.

Maintain service quality under e Uphold hospitality industry standards and
operational pressure. workplace ethics.

5. Training Methodology

The Professional Waiter Program adopts a competency-based, practice-oriented
approach that combines theoretical instruction with intensive hands-on training.

The methodology includes:

e Structured classroom sessions to build foundational knowledge.
e Trainer-led demonstrations of service procedures and standards.
e Practical simulations replicating real restaurant environments.

e Role-play exercises to strengthen Guest communication skills.

e Continuous supervised practice with constructive feedback.

6. Assessment and Evaluation

1. Written Final Exam (20%) 2. Practical Exam (50%)
e Hygiene e Table setup
e HACCP e Full service simulation
e Menu knowledge e Complaint handling
e Service standards e POS accuracy
3. Oral Examination (20%) 4. Continuous Assessment (10%)
e Multilingual terminology e Attendance
e Dish presentation e Participation
e Allergen response e Professional behaviour

7. Program Structure




Module Title Number of Hours

1. Hospitality & Restaurant Foundations 15 Hours
2. The Waiter’s Role Within the Guest 10 Hours
Experience
3. Food Safety, Hygiene & HACCP 20 Hours
4. Table Etiquette & Types of Service 15 Hours
5. Menu Reading & Product Knowledge 20 Hours
6. Multilingual Professional Terminology 15 Hours
7. Guest Communication & Emotional Intelligence 20 Hours
8. Sales & Upselling 12 Hours
9. POS & Billing Systems 12 Hours
10. Preparation & Daily Operations 11 Hours
Total 150 h

8. Detailed Program Curriculum
Introduction to the Hospitality Industry

The hospitality industry is a global service sector focused on accommodation, food and
beverage services, tourism, and guest experience. It includes hotels, restaurants, cafés,
catering companies, and event venues, all centered on Guest satisfaction and service
excellence. Success in this competitive industry depends on quality service, efficiency,
hygiene, and strong guest relations. Front-of-house staff, especially waiters, play a crucial
role in shaping the Guest experience through professionalism, communication, product
knowledge, teamwork, and problem-solving skills.

In Lebanon, hospitality is a key part of the economy and cultural identity. The country is
known for its rich cuisine, vibrant dining scene, and strong tradition of welcoming guests.
Service standards are high, and waiters are expected to demonstrate efficiency, menu
knowledge, multilingual communication, and the ability to work under pressure.
Understanding both international hospitality standards and the Lebanese service context
is essential for trainees to enhance their professional performance and employability
locally and abroad.

Module 1: Hospitality and the Restaurant Foundations



By the end of this module, the trainee will be able to:

1.
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Define hospitality and explain its core components (service quality, product
quality, environment, emotional connection).

Describe the restaurant value chain and identify each operational stage.
Explain the waiter’s role within the service delivery process.

Apply order accuracy procedures and allergy differentiation.

Handle complaints using structured service-recovery steps.

Describe a standard restaurant organizational hierarchy.

Differentiate between front-of-house and back-of-house roles.

1.1 Understanding Hospitality

Hospitality is the professional practice of welcoming, serving, and caring for guests to
ensure comfort, safety, and satisfaction.

Core Components of Hospitality

N —

Service Quality — Accuracy, attentiveness, responsiveness
. Product Quality — Food safety, taste, presentation

3. Environment - Cleanliness, ambience, comfort

Practical Skills for Waiters

Greet guests within 30 seconds of seating
Use professional body language (upright posture, eye contact)

Address guests respectfully
Practice active listening

Anticipate guest needs (water refills, clearing plates)

Class Activity:
Role-play guest greeting scenarios including formal dining, casual dining, and busy
service periods.

1.2 The Restaurant Value Chain
The restaurant value chain includes all activities required to deliver a meal and
service experience to the guest.

Key Stages

Ok b=

Procurement (purchasing ingredients)
Storage and inventory control

Food preparation

Service delivery

Billing and payment

Guest feedback and retention



Where the Waiter Fits

The waiter is central to the service delivery stage, acting as the communication bridge
between the guest and the kitchen. Responsibilities include:

Accurately transmitting orders
Ensuring timing coordination
Monitoring guest satisfaction

Supporting billing accuracy
Errors in this role may result in:

e Delays
e Incorrect orders
o Guest dissatisfaction

1.3 Restaurant Organizational Structure

Understanding organizational structure improves communication, accountability, and
teamwork.

Typical Restaurant Hierarchy
A standard restaurant structure includes:

Owner / General Manager

Restaurant Manager / Shift Manager

Head Chef / Kitchen Manager

Supervisors

Front-of-House Staff (Waiters, Hosts, Cashiers)
Back-of-House Staff (Cooks, Stewards

ok

In large restaurant chains, roles may be more specialized and layered.

1.4 Roles and Responsibilities

General Manager

Overall operational and financial control
Policy implementation
Legal compliance

Restaurant/Shift Manager

Supervises service
Handles complaints
Manages staff scheduling

Kitchen Staff



Food preparation and quality control
Food safety compliance

Waiter

Guest interaction

Order taking

Food and beverage service
Monitoring satisfaction
Coordinating with cashier for billing

1.5 Communication Channels

Upward Communication Lateral Communication
Waiter — Supervisor/Manager Waiter « Kitchen Staff
e Guest complaints e Order clarification
e Special requests e Allergen alerts
e Service delays e Timing adjustments

Trainer Guidance

Use real restaurant case examples.
Facilitate role-play for greeting scenarios.

Ask trainees to map service flow on board.

Suggested Assessment Methods

Written short quiz (20 min)

Role-play assessment (greeting & professionalism)

Module 2: The Waiter’s Role Within the Guest Experience

By the end of this module, the trainee will be able to:

1.

Explain the stages of the Guest journey in a restaurant setting.

2. Execute professional greeting, seating, and menu presentation procedures.

o kWL

Apply order verification and POS accuracy standards.

Distinguish between allergies, intolerances, and preferences.

Implement structured complaint-handling techniques.

Demonstrate emotional control and professional etiquette during peak service.

2.1 The Guest Journey




The dining experience includes:

Arrival

Seating

Menu presentation

Order taking

Food service

Check-back and satisfaction monitoring
Billing

Departure

NG R WD

The waiter is involved in most of these stages.

2.2 Key Responsibilities in Guest Experience

The initial interaction sets the tone for the entire dining experience. Waiters should greet
guests warmly within 30-60 seconds of seating, maintain upright posture, appropriate
eye contact, and open body language, and introduce themselves if required by restaurant
policy. Professional appearance, visible hygiene, and calm, confident manner reinforce
trust and perceived service quality. According to hospitality psychology (primacy effect),
guests form lasting judgments within the first moments of contact, making this stage
structured and intentional.

2.3 Order Accuracy

Repeat orders for confirmation

Repeating the order reduces cognitive and communication errors. In service operations,
verification reduces error rates significantly. Repeat clearly, including sides, sauces, and
modifications. This is part of quality control at the service level.

Clarify cooking preferences

For protein-based dishes (beef, lamb, poultry, fish), confirm doneness levels (rare,
medium, well-done) and preparation style. Incorrect doneness is a major source of
complaints and food waste. Accurate clarification reduces returns and kitchen rework.

Note allergies clearly

Food allergies are a serious health matter, not a preference. Even small traces can
trigger reactions. Clearly mark allergy notes in the POS system and verbally inform the
kitchen if protocol requires. Cross-contact awareness is essential (e.g., shared grills,
fryers, utensils).

Differentiate allergies vs. intolerances vs. preferences
Waiters should understand basic distinctions:

- Allergy: immune response, potentially life-threatening.
- Intolerance: digestive reaction (e.g., lactose intolerance).
- Preference: personal choice.

This ensures proper communication urgency with the kitchen.

Use POS or order pads accurately
Input items immediately after taking the order to prevent memory-based mistakes.



Ensure correct table number, seat position (if used), and modifiers. Seat numbering
improves service precision, especially in fine dining.

Check for completeness
Before submitting, verify:

- Number of dishes equals number of guests (unless sharing).
- Drinks included.
- Special requests recorded.
- Timing preferences (e.g., appetizers before mains).
Order errors and dissatisfaction

Order inaccuracies are one of the leading causes of Guest complaints in food service
operations. They lead to:

- Increased food cost (waste and remakes)
- Delays in service
- Reduced Guest satisfaction

- Lower tip percentages
Accuracy directly affects operational efficiency and restaurant profitability.

2.4 Handling Complaints

Guest complaints are an inevitable part of food service operations. The objective
is not only to resolve the issue but to protect Guest trust and maintain the
restaurant’s reputation.

Steps for Effective Complaint Handling:

a. Listen actively
Active listening means giving full attention without interrupting. Maintain eye
contact, nod appropriately, and allow the guest to finish explaining.
Psychological studies show that Guests who feel heard experience reduced
emotional escalation. Avoid defensive language and do not blame the kitchen or
colleagues.

b. Acknowledge and show empathy
Before apologizing, acknowledge the inconvenience. For example: “I understand
this is not what you expected.” Empathy reduces perceived hostility and builds
rapport.

c. Apologize sincerely
A professional apology does not assign blame but accepts responsibility on



f.

behalf of the establishment. The tone must be calm and respectful. Sincerity is
conveyed through voice tone and body language, not only words.

Clarify the problem

Confirm the issue to avoid solving the wrong problem. Example: “So the steak is

overcooked and colder than expected, correct?” Clarification prevents repeat
mistakes.

Offer a solution within authority

Waiters should know their level of authority (e.g., replacing a dish, offering a
complimentary beverage, adjusting the bill). Quick resolution reduces negative
emotional impact. Delayed responses increase dissatisfaction.

Inform the manager if necessary, Escalate when:
- The guest remains dissatisfied.
- The issue involves health or safety.

- The compensation exceeds waiter authority.

- The guest requests management.
g. Follow up: After corrective action, return to the table within a few minutes to
confirm satisfaction. Follow-up reinforces care and professionalism and often
restores trust.

2.5 Professional Conduct

Professional conduct ensures consistency, safety, and brand reputation. It is
part of service ethics and operational discipline.

Avoid Personal Conversations Near Guests

Personal discussions reduce perceived professionalism and may create
discomfort. Guests expect focused attention. Conversations unrelated to service
should occur only in designated staff areas. Sound control is part of ambiance
management in hospitality operations.

Stay Calm Under Pressure

Restaurants operate in high-stress environments (peak hours, delays, multiple

tables). Emotional regulation is critical. Stress management techniques include:

- Controlled breathing.
- Prioritizing tasks.

-  Clear communication with kitchen and team.

10



Emotional contagion theory shows that staff stress can transfer to guests.
Maintaining composure protects the guest experience.

Trainer Activities

e Draw organizational chart.

e Simulate high-volume communication during peak hours.

Suggested Assessment Methods

e Scenario-based written test

e Communication role-play simulation

Module 3: Food Safety & Hygiene & HACCP

By the end of this module, the trainee will be able to:

Apply personal hygiene standards according to international food safety standards

Identify and prevent cross-contamination during food handling and service.
Implement safe service practices.

Monitor buffet and hot-holding stations.

Understand the basic principles of HACCP and their role in restaurant service.

Identify the seven principles of HACCP and apply them to waiter-level responsibilities

3.1 Personal and Professional Hygiene
Importance of Hygiene in Food Service

- Foodborne illnesses are commonly caused by bacteria such as Salmonella, E. coli,

and Listeria.

- Waiters can transmit pathogens through hands, clothing, respiratory droplets, or

improper handling.

- Poor hygiene can lead to:
o Guest illness
o Legal consequences
o Restaurant closure
o Damage to reputation

3.2 Personal Hygiene Standards
Hand Hygiene (Most Critical Control)
Hands must be washed:

- Before starting work

- After using the restroom

- After touching face, hair, or phone

11



- After handling money
- After clearing dirty dishes

- After coughing or sneezing
Proper Handwashing Procedure (Minimum 20 seconds):

Wet hands with running water.

Apply soap.

Rub palms, back of hands, between fingers, under nails.
Rinse thoroughly.

Dry with a disposable towel.

Use a towel to close the tap.

oOas b=

Alcohol-based sanitizer (minimum 60% alcohol) may be used, but does NOT replace
handwashing when visibly dirty.

3.3 Professional Appearance Standards

- Clean uniform daily

- Hair restrained

- Short, clean nails (no polish or artificial nails)
- No strong perfume

- Minimal jewelry (no rings except plain band)

- Covered wounds with waterproof bandage and glove

3.4  Illness Reporting
Waiters must report Vomiting, Diarrhea, Fever, Skin infections, Jaundice.

Emplovees with gastrointestinal symptoms must not handle food for at least 48 hours
after symptoms stop.

3.5 Prevention of Cross-Contamination
What is Cross-Contamination?

Cross Contamination is the transfer of harmful microorganisms from one surface, food,
or person to another.

The different types of contamination include:

- Raw to cooked contamination: Harmful bacteria can transfer from raw meat,
poultry, or seafood to cooked or ready-to-eat food if handled or stored together.

- Dirty to clean surfaces: Unclean utensils, trays, or work areas can spread
pathogens to sanitized surfaces or plated food.
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- Hands to ready-to-eat food: Poor hand hygiene can transfer bacteria or viruses
when handling bread, garnishes, or plate edges.

- Allergen cross-contact: Shared utensils or surfaces can transfer allergens (e.g.,
nuts, dairy, gluten), posing serious risks to allergic guests.

Common Cross-Contamination Risks for Waiters

- Touching raw garnish and then bread

- Using same tray for raw meat and ready meals
- Not cleaning tables properly between Guests

- Touching plate rims where Guests eat

Carrying dirty dishes over clean food

3.6 Prevention Practices

During Service:

- Never touch food contact surfaces of plates.

- Hold glasses by stem or base.

- Do not stack plates where food touches the bottom.

- Use separate cloths for cleaning tables and polishing cutlery.

- Wash hands between tasks.
Cleaning & Sanitizing

- Cleaning = removing visible dirt.
- Sanitizing = reducing microorganisms to safe levels.

- Use approved food-grade disinfectants at correct concentration.
3.7 Allergen
Major allergens include: Nuts, milk, eggs, gluten and shellfish.

These allergens account for a significant proportion of serious food allergy
reactions worldwide.

Waiters must:

-  Know menu allergens: Understand which dishes contain common allergens
and which ingredients may pose hidden risks (e.g., sauces, dressings,
marinades).

- Inform the kitchen clearly: Communicate allergy information verbally and
through the POS system to ensure proper precautions are taken.
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- Never guess ingredient content: If uncertain, confirm directly with the kitchen
or supervisor. Incorrect information can result in serious medical
emergencies.

- Avoid cross-contact through shared utensils: Ensure that serving tools,
cutting boards, and preparation areas are not shared between allergen-
containing and allergen-free dishes. Even trace amounts can trigger reactions.

Storage and Serving Temperatures

3.8 The Temperature Danger Zone

Between 5°C and 60°C

This range is known as the temperature danger zone because most pathogenic
bacteria (such as Salmonella and E. coli) multiply rapidly within it. Under
favorable conditions, some bacteria can double in number every 20 minutes.
Keeping food outside this range significantly reduces the risk of foodborne
illness.

3.9 Safe Storage Temperatures

Refrigerators: 0-5°C
Slows bacterial growth and preserves perishable foods such as dairy,
meat, and prepared dishes.

Freezers: -18°C or below
Stops bacterial growth (though it does not kill all bacteria). Proper freezing
prevents spoilage and maintains food safety.

Hot holding: above 60°C
Keeps cooked food at a temperature that prevents bacterial multiplication
during service, especially in buffets.

Waiters should:

Check buffet or hot-holding unit temperatures when responsible.

Report malfunctioning refrigerators, freezers, or heating equipment
immediately.

Never leave perishable food at room temperature for more than 2 hours, as
this significantly increases bacterial growth risk.

3.10 Serving Temperatures

Hot food: =2 60°C
Ensures food remains outside the danger zone until consumption.

Cold food: < 5°C
Prevents rapid microbial growth in salads, desserts, and chilled dishes.

If food remains in the danger zone:

More than 2 hours — Use immediately (if safe and monitored).

14



e More than 4 hours — Discard due to high contamination risk.

3.11 Practical Responsibilities of the Waiter
e Monitor buffet stations to ensure food remains at safe temperatures.

e Keep lids closed on hot chafing dishes to maintain heat.
e Avoid placing cold desserts or dairy items near heat sources.

¢ Rotate food using FIFO (First In, First Out) to ensure older stock is used
first.

e Inform a supervisor immediately if food appears improperly stored,
reheated, or displayed.

3.12 HACCP Fundamentals

HACCP (Hazard Analysis and Critical Control Points) is a systematic, preventive food
safety management system designed to identify, evaluate, and control hazards that could
make food unsafe. Rather than relying only on final inspection, HACCP focuses on
preventing biological (bacteria, viruses), chemical (cleaning agents, allergens), and
physical (glass, metal fragments) hazards at specific points in the food production and
service process. It establishes critical control points (CCPs), such as cooking temperatures
or storage conditions, where risks can be monitored and controlled using measurable
limits. HACCP is internationally recognized and forms the foundation of modern food
safety standards in restaurants, hotels, and food service operations.

3.13 Types of Hazards

1. Biological (bacteria, viruses)
2. Chemical (cleaning agents, pesticides)
3. Physical (glass, hair, metal)

3.14 The 7 Principles of HACCP (Simplified for Waiters)

1. Identify hazards: Recognize anything that can make food unsafe, such as bacteria
(biological), cleaning chemicals (chemical), or broken glass (physical). Waiters must
be aware of risks during serving, storage, and guest interaction

2. Determine critical control points (CCPs): Identify the specific steps where a
hazard can be prevented or controlled. For waiters, this often includes temperature
control, buffet stations, and preventing cross-contamination.

3. Establish critical limits (e.g., temperature): Set measurable safety limits that
must not be exceeded. Example: Hot food must stay above 60°C, cold food below
5°C.

4. Monitor CCPs: Regularly check that critical limits are respected. For example,
checking buffet temperatures or ensuring proper food handling practices

5. Take corrective action: If a critical limit is not met, act immediately. Example: If
food drops below safe temperature, inform the kitchen to reheat or discard it.
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6.

Verify procedures: Ensure the food safety system is working properly. This may
include supervisor checks, reviewing temperature logs, or observing staff hygiene
practices.

Keep records: Document important food safety checks and actions taken. Records
provide proof of compliance and help trace problems if a food safety issue occurs.

3.15 Waiter’s Role in HACCP

Waiters contribute by:

Maintaining hygiene (prevents biological hazards)
Monitoring buffet temperatures (critical limit)
Reporting incidents immediately

Following cleaning schedules

Recording temperature logs if required

3.16 Example Practical Scenario

Scenario: Buffet chicken measured at 48°C.

Hazard: Bacterial growth

Critical limit: > 60°C

Action: Inform kitchen immediately

Corrective action: Reheat to safe temperature or discard
Record incident

Trainer Guidance

Demonstrate proper handwashing technique (20-second method) and observe
trainees practicing until performed correctly and confidently.

Use real-case scenarios (e.g., buffet at 48°C, allergen miscommunication, cross-
contamination risk) and guide trainees through identifying hazard, CCP, and
corrective action.

Facilitate a hazard-identification activity where trainees analyze a restaurant scene
and classify biological, chemical, and physical hazards.

Suggested Assessment Methods

Practical observation test: trainee demonstrates correct handwashing, safe plate
handling, and buffet temperature check.

Scenario-based oral assessment: trainee explains corrective action for a HACCP
breach (e.g., Food positioned next to a potential source of physical contamination).

Short written quiz covering temperature limits, danger zone, cross-contamination
types, and HACCP principles and the development of checklist to assess hygiene
compliance

Module 4: Table Etiquette and Types of Service

By the end of this module, the trainee will be able to:
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Set tables correctly for casual and fine dining.

Apply different international service styles professionally.

Execute the full service sequence according to industry standards.
Demonstrate professional dining etiquette.

b

4.1 Table Setup (Casual & Fine Dining)

A. Formal Table Setting (Fine Dining / A la Carte Service)

Used in upscale restaurants, luxury hotels, banquets, and diplomatic events.

Key Characteristics:

- Multiple forks (placed left of plate)

- Multiple knives and spoons (placed right of plate)
- Dessert cutlery placed above the plate

- Bread plate on the left (with butter knife)

- Water glass above knife

-  Wine glasses arranged diagonally above knives

- Charger plate (base plate) often used

- Napkin folded on plate or left side

Rule of Use:
Cutlery is arranged from outside to inside according to the sequence of courses.

Service Context:

- Multi-course meals (starter, soup, fish, main course, dessert)
- High emphasis on precision and alignment

- Strict spacing standards (usually 1-2 cm between items)

B. Semi-Formal / Casual Dining Setting

Used in mid-range restaurants, cafés, hotel dining rooms.

Key Characteristics:

- One fork (left)
- One knife (right, blade facing plate)
- One spoon (if needed)

- One water glass
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- Bread plate optional

- Fewer glasses and utensils

Service Context:

- 2-3 course meals
- Practical and efficient setup

- Focus on speed of turnover

C. Basic / Informal Table Setting

Used in family restaurants, quick service venues, or home-style dining.

Key Characteristics:

- Dinner plate

- One fork (left)

- One knife (right)
- Water glass

- Napkin (under fork or on plate)

Very practical, minimal, and focused on functionality.

D. Buffet Table Setting

Used in hotels, events, weddings.

Key Characteristics:

Plates stacked at beginning of buffet line

Cutlery placed either:
o Rolled in napkin on buffet table, or
o Pre-set on guest tables

- Glassware often pre-set on table

Service staff monitor replenishment

Focus is on guest flow and hygiene control.

E. Lebanese / Middle Eastern Table Setting (Mezze Style)

Common in Lebanese restaurants and traditional dining.

Key Characteristics:
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- Small plates for sharing

- Bread basket (Arabic bread)

- Shared mezze dishes in center
- Fork and knife per guest

- Water glass

- Sometimes no strict formal cutlery order

Service is more communal and interactive compared to European fine dining.

F. Cultural Differences in Etiquette

Table etiquette also varies internationally:

French Service — Highly formal, precision-oriented

- American Service — Plate service from kitchen

- Russian Service — Platter presentation and serving by waiter
- Asian Settings — Chopsticks placement rules

- Middle Eastern Settings — Emphasis on sharing dishes

4.2 Types of Service

Understanding service styles improves adaptability in hotels and high-end restaurants.

A. American Service (Plated Service)

- Food plated in the kitchen.
- Served from guest’s right.

- Most common worldwide.

Advantages:

- Fast and efficient
- Good portion control

- Lower labor cost

Waiter Responsibilities:

- Correct plate handling (thumb never touching food area)

- Synchronized serving (ladies first, clockwise direction)

B. French Service (Service a la Francaise)
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-  Food presented from the left.

- Guests serve themselves from a platter.

Skills Required:

- Tray balance
- Correct platter angle

- Clear verbal explanation of dish
Used in luxury restaurants and diplomatic events.

C. Russian Service (Service a la Russe)

- Food fully prepared and portioned by waiters at the side station (gueridon).

- Served from the left.

Skills Required:

- Carving skills
- Portioning precision

- Use of service spoon and fork together
Common in high-end hospitality and banquets.

D. Buffet Service

- Self-service system.

- Waiter assists with beverages, clearing, monitoring hygiene.

Critical Skills:

- Monitoring food temperature

Refilling safely
- Managing flow of guests

Preventing cross-contamination

4.3 Service Sequence Steps

A structured service flow ensures consistency and Guest satisfaction.
Standard Service Sequence:

1. Greeting
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e Within 30 seconds
e Eye contact and smile

. Seating Guests

e Assist with chairs

e Provide menus
Presenting Menu

e Highlight specials

e Mention promotions

. Taking Beverage Order

e Suggest drinks first
e Repeat order for accuracy

. Taking Food Order

e Confirm cooking preference
e Ask about allergies

. Order Transmission

e Enter into POS clearly
e Note modifications

. Serving Food

e Ladies first

e Host last

e Announce dish when serving

. Quuality Check (2-minute check-back)

e “Is everything to your satisfaction?”

. Clearing Plates

e From the right
e Do not stack at table

10.Offering Dessert/ Coffee

11.Presenting Bill

e Upon request or after dessert
e Handle payment discreetly
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12.Farewell

e Thank the guest sincerely and, if possible, by name.
e Make positive eye contact and smile warmly.
e Invite the guest to return (“We look forward to welcoming you again.”).

e Offer assistance with coats, belongings, or directions.

Trainer Guidance

Use actual tableware during training to demonstrate proper setup (fine
dining, casual, buffet, Lebanese mezze).

Demonstrate the rule: cutlery arranged from outside to inside according to
course sequence.

Model correct plate handling (no contact with food surface) and serving
direction (right/left depending on service style).

Reinforce synchronized serving standards (ladies first, host last, clockwise
direction when applicable).

Simulate full service flow from greeting to farewell to ensure trainees
understand sequence discipline.

Suggested Activities

Table Setup Practice: Trainees set up formal, casual, buffet, and Lebanese-
style tables within a timed exercise.

Service Style Simulation: Role-play American, French, Russian, and Buffet
service techniques.

Plate Handling Drill: Practice carrying, serving, and clearing plates
correctly without touching food areas.

Service Sequence Role-Play: Simulated restaurant scenario where trainees
perform the full 12-step service flow.

Suggested Assessment Methods
Assessment should include practical demonstration and observation:

Practical Table Setup Exam: Trainee sets up a fine dining and casual table
correctly within a time limit.

Service Style Demonstration: Trainee performs one assigned service style
(American/French /Russian/Buffet).

Full Service Simulation: Trainee executes greeting, order taking, serving,
clearing, billing, and farewell professionally.

Evaluation Criteria: Accuracy of setup, correct serving direction, posture,
coordination, sequence discipline, and professionalism.
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Module 5: Menu Reading and Product Knowledge

By the end of this module, the trainee will be able to:

1. Understand full menu structure.

2. Explain dishes confidently.

3. Identify allergens and cooking methods.
4. Perform upselling professionally.

5.1 Understanding Menu Structure
A. Appetizers

Small dishes served before the main course to stimulate appetite and prepare the
digestive system.

Types include:

Soups (clear or cream-based; know main ingredients and allergens).

Salads (understand dressing type and whether it is served on the side).

Starters such as bruschetta or mezze (often shared; clarify portion size and spice
level).

Operationally, appetizers should be served promptly to maintain service flow and guest
satisfaction.

B. Main Courses
The primary dish of the meal, usually centered around a protein source. Types Includes:

Meat (know doneness levels and cooking preferences).

Poultry (must be fully cooked for food safety).

Fish (sensitive to overcooking; often requires clarification on preparation style).
Vegetarian options (may include legumes, grains, or plant-based proteins).

Waiters must understand ingredients, side dishes, allergens, and cooking times to
manage expectations and avoid errors.

C. Desserts
Sweet course served at the end of the meal.
Waiters should know:

e Main ingredients (especially nuts, dairy, gluten).
e Whether desserts are prepared in-house or pre-made.
e Pairing suggestions (coffee, tea, dessert wine).

Desserts contribute significantly to total sales and guest satisfaction.
D. Beverages
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Divided into:

e Non-alcoholic: water, juices, soft drinks.
e Alcoholic: wine, beer, spirits (verify legal serving age).

e Hot beverages: coffee, tea, specialty drinks.

Waiters must understand basic pairing principles (e.g., red wine with red meat) and
proper serving temperatures.

E. Specials (Dish of the Day)
Limited-availability items, often seasonal or based on fresh ingredients.
Require strong product knowledge because:

e Ingredients may change frequently.
e Guests often ask detailed questions.
e Quantities are limited, so communication with the kitchen is essential.

Promoting specials effectively increases revenue and reduces food waste.

5.2 Understanding Dish Components
A. Identifying Main Ingredients

Waiter must know:
e Protein source
e Sauce base
e Side dishes
e Garnish
B. Allergens Awareness
Common allergens:
Nuts
Gluten
Dairy
Shellfish
Eggs

The waiter must NEVER guess. Confirm in the kitchen.
C. Cooking Methods

Grilled: Dry heat, high temperature.
Fried: Cooked in oil.

Baked: Dry heat in the oven.
Steamed: Moist heat, healthier option.

Understanding cooking methods helps answer Guest health questions.
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D. Professionally Presenting Dishes

D.1 Describing Attractively
Use sensory language:

e Texture (crispy, tender)
e Flavor (smoky, creamy)
e Origin (locally sourced, imported)

Example: “Grilled salmon served with lemon butter sauce and seasonal vegetables.”
D.2 Suggesting Alternatives
If unavailable:

e Offer similar protein
e Suggest chef recommendation
e Provide dietary alternatives

E. Food and Beverage Pairing
Basic principles:

e Red meat — red wine

e Fish — white wine

e Spicy food — mild drink

e Dessert — coffee or sweet wine

Practical Training

Mock menu explanation
Allergen quiz

Upselling role-play

Blind ingredient identification
Timed oral test

Trainer Guidance

e Use a real or mock restaurant menu during training to ensure practical
application.

e Reinforce the rule: Never guess allergens or ingredients — always confirm
with the kitchen.

e Integrate allergen awareness, cooking methods, and upselling into all
practice scenarios.

e Model professional dish descriptions using a structured formula (main
item + cooking method + sauce + side + selling point).
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Suggested Activities

e Menu Breakdown Exercise: Trainees classify menu sections (appetizers,
mains, desserts, beverages, specials) and explain their purpose.

e Allergen Quiz: Rapid questioning to test ingredient awareness and safe
communication.

e Upselling Role-Play: Simulated guest interactions where trainees
recommend add-ons, beverages, or desserts.

e Timed Oral Explanation: Each trainee presents one full menu
recommendation confidently.

Suggested Assessment Methods

e Written Test: Menu structure, allergens, cooking methods, and pairing
basics.

e Oral Examination: Confident and accurate explanation of dishes.
Module 6: Multilingual Professional Terminology
By the end of this module, the trainee will be able to:

1. Use essential hospitality terms in English and French.
2. Communicate confidently with international guests.
3. Handle service interactions politely and accurately.

6.1: English Terminology

. Cooking Levels
Rare
Medium
Well done

o o o

. Service Terms
Bill / Check
Reservation
Table for two
Service charge
Allergy
Takeaway
Compliment (positive feedback)

e o 6 0 0 0 o (]

6.2: French Hospitality Terms

A la carte
Bon appétit
Hors d'ceuvre
Entrée
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Plat principal
Dessert
L’addition
Réservation

Used frequently in fine dining and luxury hotels.

6.3: Beverage Terminology

Still water
Sparkling water
House wine
Soft drink
Fresh juice
Espresso
Cappuccino

6.4: Essential Communication Sentences
Professional tone required.

Welcome, how many guests?
Would you like to see the menu?
May I take your order?

Enjoy your meal.

Here is your bill.

Practical Training Activities

Role-play with foreign guests
Accent clarity exercises
Complaint handling simulation
Order-taking speed drill
Multilingual oral test

kb=

Suggested Assessment Methods

Practical table setup exam
Oral terminology test (English/French)
Allergen identification test
Guest interaction role-play evaluation

Module 7: Guest Service and Professional Communication
By the end of this module, trainees will be able to:

1. Demonstrate professional body language and verbal communication.
2. Manage complaints using structured service-recovery techniques.
3. Handle difficult Guests calmly and professionally.
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4. Apply emotional intelligence principles in hospitality settings.

7.1  Body Language in Hospitality (5 Hours)

A. Importance of Non-Verbal Communication

Research shows over 50% of communication is non-verbal (facial expression, posture,
tone). In hospitality, body language influences:

First impressions

Guest comfort

Perceived professionalism
Trust and satisfaction

. Positive Body Language
Maintain open posture (no crossed arms)
Maintain appropriate eye contact (3—5 seconds)
Genuine smile (activates positive guest response)
Upright posture
Controlled hand gestures
Calm and moderate tone of voice

e o 0 0 0 o |

Negative Body Language to Avoid
Looking at phone

Leaning on walls

Sighing or eye rolling

Pointing at guests

Turning back while speaking

e o 0o 0 0

Practical Training

e Mirror practice exercises
e Video-recorded service simulation
e Peer feedback on posture and tone

7.2 Handling Difficult Guests
A. Types of Difficult Guests

Aggressive
Impatient
Indecisive
Over-demanding
Intoxicated

B. Professional Techniques

e Maintain calm tone
e Use guest name if known
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Set respectful boundaries

Avoid confrontation

Seek manager support when necessary

If safety is at risk — follow restaurant security protocol.

7.3 Emotional Intelligence in Hospitality
Emotional Intelligence (EQ) is the ability to:

Recognize your own emotions
Manage reactions
Understand guest emotions
Respond appropriately

Application Examples

Recognizing frustration before complaint
Adapting tone for families vs. business guests
Managing stress during peak hours

Trainer Guidance

Model professional body language and tone during all sessions.

Emphasize the impact of non-verbal communication on first impressions
and guest satisfaction.

Demonstrate correct posture, eye contact, and controlled gestures.

Teach structured complaint-handling steps (listen, acknowledge,
apologize, solve, follow up).

Use realistic scenarios for difficult Guests and guide trainees on
maintaining composure.

Suggested Activities

Mirror & Posture Practice: Trainees practice positive body language and
eliminate negative habits.

Role-Play: Record and review simulated guest interactions.

Complaint Handling Simulation: Structured role-play using real service-
recovery scenarios.

Difficult Guest Scenarios: Practice responding to aggressive, impatient, or
intoxicated guests.

Evaluation

Observed Role-Play Assessment: Evaluate body language, tone, empathy,
and problem resolution.
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e Complaint-Handling Simulation Test: Trainee applies structured recovery
steps correctly.

e Professional Conduct Checklist: Posture, eye contact, communication
clarity, and emotional control.

e Passing benchmark recommended: Minimum 70% with demonstrated
ability to manage at least one difficult scenario effectively.

Module 8: Sales Skills and Upselling

Learning Outcomes
By the end of this module, trainees will be able to:

1. Increase sales in a professional and non-intrusive manner.
2. Identify natural sales opportunities during service.
3. Improve average bill value ethically while maintaining guest satisfaction.

8.1: Upselling in a Non-Intrusive Manner

Upselling is encouraging guests to choose a higher-value item or add complementary
products that enhance their dining experience.

It must always improve guest satisfaction, not create discomfort.

A. Ethical Upselling Principles

Suggest, don’t pressure: The guest must feel free to decline.

Personalize recommendations: Base suggestions on what the guest ordered.
Provide added value: Explain benefits (quality, pairing, experience), not just price
difference.

Upselling is effective when it feels like professional guidance, not sales pressure.

B. Practical Communication Examples

Instead of: “Do you want water?”
Say: “Would you prefer still or sparkling water?”

Instead of: “Anything else?”
Say: “Our chef’s special dessert pairs beautifully with coffee.”

Closed or guided questions increase decision clarity and sales probability.

8.2: Reading Guest Behavior
Sales success depends on observation and situational awareness.
A. Observational Skills

Waiters should identify:
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- Budget sensitivity
- Celebration events
- Business meetings
- Family dining

- Time constraints

Understanding context helps adjust tone and recommendations.

B. Behavioral Indicators

- Looking repeatedly at the price column — likely cost-conscious.

- Taking photos of food or decorations — possible celebration or special
occasion.

- Frequently checking the watch or phone — guest may be in a hurry.

Adapting service style based on these signals improves both satisfaction and sales
efficiency.

8.3: Increasing Average Bill Value

A. Practical Techniques
- Suggest appetizers before the main course.
-  Recommend premium beverages instead of standard options.
- Offer desserts confidently after clearing main plates.

- Promote daily specials.

- Use bundle suggestions (e.g., meal + drink + dessert pairing).

The goal is to enhance the dining experience while increasing revenue per table.

B. Key Performance Metrics

- Average Check Value: Total sales divided by number of guests or tables.
- Conversion Rate: Percentage of guests who accept a recommendation.

- Add-On Percentage: Frequency of additional items sold beyond main orders.

Understanding these metrics helps waiters see how their performance directly affects
restaurant profitability.

Practical Training

e Sales role-play
e Menu suggestion exercises
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e Performance tracking simulation

Trainer Guidance
e Emphasize that upselling must enhance the guest experience, not create
pressure.

e Model ethical selling behavior using guided questions and personalized
recommendations.

e Teach trainees to observe guest behavior and adjust tone accordingly.

¢ Reinforce the difference between suggesting and pushing.

Suggested Activities
e Upselling Role-Play: Simulate service scenarios where trainees suggest
appetizers, beverages, or desserts naturally.

e Guided Question Practice: Convert open or weak questions into
professional sales-oriented alternatives.

e Guest Behavior Analysis: Present guest scenarios and ask trainees to
identify the appropriate sales approach.

e Mini Sales Simulation: Track how many successful add-ons each trainee
achieves during role-play.

Evaluation
e Observed Role-Play Assessment: Evaluate tone, personalization,
confidence, and non-intrusive approach.

e Sales Scenario Test: Trainee demonstrates ability to identify natural sales
opportunities.

e Performance Criteria: Professional language, ethical conduct, situational
awareness, and effective recommendation technique.

Module 9: POS System (Orders & Billing Systems)

Learning Outcomes
By the end of this module, Trainee will be able to:

1. Enter orders accurately.
2. Modify orders correctly.
3. Issue bills and process payments securely.

9.1: Order Entry
A. Best Practices

e Confirm order verbally before entering
e Use correct table number
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e Specify cooking preferences
e Note allergies clearly
e Send order promptly to kitchen

Accuracy reduces food waste and complaints.

9.2: Order Modification

Common modifications:

No salt

Extra sauce
Allergy removal
Cooking level

Always confirm changes before finalizing.

9.3: Issuing the Bill

Double-check items

Confirm table number

Print clearly

Present bill discreetly in folder
Avoid discussing amount loudly

9.4: Payment Methods

A. Types

e Cash

e Credit/Debit card

e Contactless payment
e Mobile wallet

B. Security Procedures

e Never take card out of guest sight (if policy requires)
e Check authenticity of large banknotes

e Count change carefully

e Issue receipt

Practical Training

e POS simulation
e Billing accuracy test
e Payment scenario role-play
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Trainer Guidance

Demonstrate the full POS workflow from order entry to payment
completion.

Emphasize accuracy in table numbers, modifiers, allergies, and cooking
preferences.

Reinforce the importance of verbal confirmation before finalizing orders.

Suggested Activities

POS Simulation Practice: Trainees enter, modify, and transmit mock
orders using realistic scenarios.

Order Modification Drill: Practice handling special requests (no salt, allergy
removal, cooking changes).

Payment Role-Play: Simulate cash, card, and contactless transactions with
security checks.

Timed Entry Test: Assess speed and accuracy under mild time pressure.

Evaluation

Practical POS Test: Trainee accurately enters and modifies orders without
errors.

Billing Assessment: Correct preparation and discreet presentation of the
bill.

Module 10: Preparation and Daily Operations
Learning Outcomes

By the end of this module, Trainee will be able to:

1.

Perform mise en place correctly.

2. Prepare a service station.
3. Coordinate effectively with kitchen staff.

10.1: Mise en Place

French term meaning “everything in its place” Includes:

Polishing glassware
Folding napkins
Refilling condiments
Checking cutlery
Preparing trays

Checklist-based preparation reduces service errors.

10.2: Preparing the Service Area
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Before opening:

Clean tables and chairs

Check lighting and temperature
Arrange menu cards

Verify POS system

Inspect restroom cleanliness

Closing Duties

e Final table clearing and resetting
e Side station restocking

e Waste disposal procedures

e End-of-shift cleaning checklist

e Reporting breakages or shortages

e Closing POS reconciliation (if applicable)

Side Station Organization

e Proper organization of trays, cutlery, napkins
e Stock control of frequently used items
e Refill levels during service

e Maintaining cleanliness during peak hours

Shift Handover

e Communicating table status

e Pending orders

e Guest complaints or special notes
e Stock shortages

e Reservations and special events

Task Prioritization During Service

e Urgent vs non-urgent tasks
e Handling multiple tables
e Communicating delays early

e Supporting teammates during peak hours

10. 3: Coordination with the Kitchen

A. Communication Protocol
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Clear order transmission
Confirm special requests verbally
Inform kitchen about VIP guests
Update guests on delays honestly

B. Teamwork Principles

Respectful communication
No blaming in front of guests
Problem-solving collaboration

Trainer Guidance

Demonstrate full opening and closing procedures step-by-step.

Use real checklists for mise en place, service area inspection, and end-of-
shift duties.

Emphasize organization, cleanliness, and accountability in side station
management.

Simulate peak-hour scenarios to teach task prioritization and teamwork.

Reinforce professional shift handover practices to prevent operational
errors.

Suggested Activities

Mise en Place Practical Drill: Trainees prepare a complete service station
using a checklist.

Opening & Closing Simulation: Perform pre-opening inspection and end-
of-shift closing tasks.

Side Station Organization Exercise: Set up and maintain a station during
timed service scenario.

Shift Handover Role-Play: Practice communicating table status, pending
orders, and issues.

Peak Hour Simulation: Trainees prioritize tasks while handling multiple
tables.

Kitchen Coordination Role-Play: Practice clear order transmission and
communication of special requests.

Assessment

Practical Observation Test: Evaluate mise en place accuracy and station
readiness.

Opening/Closing Checklist Review: Ensure all steps are completed
correctly.

a
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e Scenario-Based Evaluation: Assess prioritization and teamwork during
simulated peak service.

Final Assessment Structure

1. Written Final Exam (20%)
e Hygiene

e HACCP
e Menu knowledge

e Service standards

2. Practical Exam (50%)
e Table setup

e Full service simulation
e Complaint handling

e POS accuracy

3. Oral Examination (20%)

e Multilingual terminology
e Dish presentation

e Allergen response

4. Continuous Assessment (10%)

e Attendance
e Participation

e Professional behavior

Conclusion

The Professional Waiter Curriculum is designed to equip trainees with the
technical skills, service competencies, and professional standards required in the
hospitality and food service sector. Through a structured, competency-based
approach combining theory and intensive practical training, the program prepares
participants for immediate integration into the labor market. Graduates will be
capable of delivering high-quality service, adhering to food safety regulations,
communicating effectively with diverse guests, and contributing positively to
operational efficiency and Guest satisfaction within hospitality establishments.
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