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The restaurant biz is to-ugh. But
“it's tougher if you're making
these mistakes every day.
Here's a listing of my

100 pet peeves that you
shouldn't be doing while |
working in a reastaurant.

+..The following is a I'isti;f absolute do nots and everything in between.
Some apply to you, Some don’t. Use What you can and dispose of the rest.
To some it up.. Just do the\rlght thing.
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e All people are'“y'"c')'ur ‘suests’, they are not customers. i S 5
 If anew guest enters your.par or restaurant, be sure to offer a wap

greeting, a smile and look them i in the eyel” ftf-

e Every guestin the place is your responsibility, not just ‘your ta ;
e Do notrefuseto seat a party of 4 if only 3 guests are here Get
to a table.ss6'they can itart spending money! :
e If yourguest’s reserva‘uon is ruaning long... it is rJ_QT the|r Fault
the restaurant’s; lRec;over with a gestu re of goodwllj_llke an _
appetlzer whlle the party walts or perhaps a rz)und of drlnks’P "
o Every drlr;k should have a bevnap under it at the bar. NQ AN

L exceptions. | of g
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e Assume every bar gu‘esl}.r eatlng Set them up with 5|lverware and a
napkin. They will tell you k}hey are not eating. When they tellme
“that... take it as a challenge to sell them some food Everyone. eats

o i
R 3 at my bar
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# When approaching a table, be careful.niot to interrupt anyone at the
£’ table! i
/e When offering water to the table don’t push the bottles. Someone
;f” & who just wants tap water will appremate that you didn’t shade them.
i’--f& - Remain neutral on this. 7
e Whentalking aboutthe speci‘alg this is a great opportunity for extra
- sales, not just your duty to recite them to a table Engage, acknowledge
and SELL! Be excited about this!
- er glass ison the table and needs to be refilled... it is NEVER ok
~ to pic and refill it. Leave it where it is and use your pitcher to :
~ pour into 'MOnce a guest touches their glass... it’s theirs... don’t pick it :
" up until they are finished with it. A _
e Do not touch the rim of a water glass, or any: othef -glass, when yd'u 4
- serve it or when your bus it. : ' :
e Handle wine glasses by their stems and silverware by the handles /
e When you ask, “How is everythlng?” or “Are you €njoying everything?”,
listen to the answer and:address their comments. #45
* Never say “l don’t know” to any question without following up Wltﬁ
find out. « §
e Do not take.an empty plat'e from one guest while others are stlll
the same.eburse. Wait until everyone is finished. "= _~
elivering theifood or drinks... know before app.roachlng ata e
0 has ordered what Do not ask, “Who’s havingthe shnrnp’)” '
e |f someone |s unsure about a wine choice; help them. That might mean
sending someone else to the table or offering a taste.or two.: >
‘e If'someone likes a'wine, su gest to them totake a phot\bf the label o)
they can better find-it agali‘ \ :
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e Do not pop a champagne cork. Remove it quietly, gracefully. The less
4%/ noise the better. -
F 4 * Never let the wine bottle touch the gfass into which you are pouring.
e Never remove a plate full of food without asking what went wrong.
¢ They came to eat, then didn’t eat, something went wrong.
po * Never touch a customer. No__,xcuses Do not doit. Do not brush them,

move them, wipe ‘them or dust them.
Q.nQt EVEE personal conversation with another server within

§ ot eat or drink.in view of guests, ever!

~ e Do hot'drink alcohol on'the job, even if invited by the guests. “Not
- when I’'m on duty” will suffice.” "

e Try to avoid saying, “No problem?, it is a'hegative statement. It has a
~"tone of |nsmcer|ty or sarcasm. “My pleasure” or“Yau’re welcom‘é” will
~do. - ey ;
e Do not compliment a. guest’ S attire or hairdo or makeup You may be /

insulting someone else. : ' .
e Do not discuss your own eating habits, if you’re a vegan, bully for'yeu
Lactose intolerant els diabetic, that should not enter your tables 4
conversation. ; f ]
e Do not curse, no matterhow young or hip the guests seem to bé
e Do not gossip about bosses co-workers or guests, espeC|ally W|t n
earshot of guests:, - -
e Do not turn on the charm when it’s tip time. Be consTstent through
* If thereis a serVice charge, alert your guests when you present the bi
It’s not a secret or a trick:- ) ‘ T
e If the check has been S|gned do not pick it up*untll thé"guests have left

thetable. g }, .\\
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° ‘ilr<now your menu inside and out. Know yb'{ur chef specials and be able; 4

# to‘sell’ them not just ‘tell’ them. .~ |

4’ o Do notserve an amuse-bouche withdut detailing the ingredients.
Allergies are a serious matter; peanut oil can kill. (This would also be a

{ good time to ask if anyone has any, allergies.)

. ' A Do not ignore a table because itis not your table. Stop, look, listen,

lend a hand. Whether tips are pooled or not. This is a reflection of the

+ +regstayrant as a whole, but it will also go a long way to build synergy

within this restaurant.

- e Bring the pepper mill W|th the appetizer or salad. Do not make people

N\ wait. ¥
- ‘e Do not brlngJudgment Wlth the ketchup, or mustard, or hot sauce, or '
whatever condiment is requested. Your chef may not appreciate this

N request, but we are in the business of guest satlsfactlon not ch’é’f ego
zg’,ratlflcatlon h ' s &

of Do not leave place settlngs that are not being used : V/ <

LooI; directly at the person who | is orderlng, madke eye contact, then

thank them for their order. };.»

Do not fill the water glass every two minutes, or after each sip. )

make people nervous./Be aware and fill it when it needs to be fllf d. Be"

attentive, but don’t helljopter E '%

* Don’t make excuses; 7just make it right. Never blame: the chef or t
busboy or the hostess or the Weather for anythmg that goes gely
Just fix it with smcerlty 2 -~ I,

e Always remove used silverware and replace it with new.

. NEVER return to the guest anything that falls on the floor, llke a napkln

~ spoon, menu or soy sauci Unless, |t s a chitd. Those sh il go back to

-_the parents. \
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““placed onthe table. - g

- “straight up”is not-a defi
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‘iNever stack the plates when clearlng, and NEVER put a bustub on the 7

* table. £ 1
' Do not reach across one guest to serve another. -

If a guest is having trouble making a decision, help out. If someone
wants to know your life story, keep it short. If someone wants to meet
the chef, make an effort. L

Never deliver a-hot plate without warning the guest, don t ask a guest

+ =to pass along that hot plate.

Salads'should be served on cold plates, hot food on hot plates, and hot
beverages in.a pre- heated serving glass. Don’t serve a hot drink in a

cold glass. :
Do not serve soup W|thout a spoon Few things are more frustrating '

than a bowl of hot'soup with no spoon. It should have already been
N o

Do not serve a steak without a steak knife. Few thlngs are more-
frustrating than aJU|cey steak with no spoon. It should have already /
been placed on the table. A V' 4
Let the guests know the restaurant is out of something before the.'»
guests read the menutand order the missing dish. |
Do not ask:f someone'is finished when others are still eating ths{
course. : l r %
Do not ask if a guests is ﬂnlshed the very second the. guest is ﬂms
Let guests digest, {savor and reflect on the meal they'Lust had.

Do not ask, “Are you still working on that’)” Dining is not work — -un
questions llke this are asked ’

When- someone orders a drink ‘straight up’, determme if they Waﬁilt
‘neat’, right out of the bo};le chilled, in a martini glas%p is up, but

t\f term.
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e: When someone orders a martini.. the term martini means it gets
P

47 7 vermouth. But most folks don’t want'z any vermouth. It’s not your role to
# s school your guest, just ask them if théy like vermouth or not. They W|ll
J usually say, “No Vermouth.”
f{h ' e Don’tinsist that a guest settle up at’the bar before getting seated at

their table. Transfer the tab, without attitude. They probably planned
to,stiff you any\Nay... don’t spoil their Scroogyness! They are making
- -room.for someone better.
you drip:.ar spill something, clean it up, rep[ace it, offer to make right
§ atever damage you may have caused.
"~ e DO not fail to upsell every.order. Extra sales are extra tips. Assume at
~ the beginning of the meal that'this party will have... Cocktails,
appetizers, salads, main course, wine, after-dinner drinks and dessert.
--._.-—“"'/ Every time slot is your opportunity. T e il
e After dinner... this a great opportunity for extra sales Assume that yot
guests are having dessert, coffee AND after dinner drinks. Clear thei
dinner plates, and |mmed|ate1y place the desseft menu down ands art
talking about the wonderful delights awaiting them... when they Or,der
moreI ; g
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along little doggle’l Be careful with this! T o
If more than one person asks for the check, ﬂnd a neutral place 0

secretly loolg at'that guest and they will srgnal you to |n|t|ate paymen
Do not stop your excellent service after the check is presented orpald
You are their server until they leave. L "‘x.- b

bo not ask if a guest needs change Just brlng the change

Never patronize a guest whd‘has a complaint or suggestlon llsten ‘take
it'seriously, address it. ' 3
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& -___.-‘- If someone is getting agitated or efftisive on a cellphone, politely
47 7 suggest that they continue their priate conversation, privately,
away from other guests.

f-f" & e If someone complains about the music, do something about it,
ﬂ s ; without upsetting the ambignp-el (The music is not for the staff.
: Never hover leng enough to make people feel they are being

“:watched or hurried, especially when they are figuring out the tip or

signing for the check '

e |f a guest goes gaga-"over a particular dish, get the recipe for him or y
~ her. : * : f

e Don’t let them see you sweat. Do not show frustration. Your only '
... Mmissionis to serve. Be patient. This business i is not easy.
== ® Guests, like servers, céme in all packages. 'Show a“good t tab[e your p

-._'.appreuatlon with a complimentary dessert, a plate of biscottior - 7

mething else management approves.
u are a server and you ring in a round of drlnks don’t run to
the Rar to wait for them. Give the bartender a minute or two to 5%
prepare your order: You don’t run to the kitchen when you ord ;'
food go you? _ :z'
st asks for a strong drink, ask them if they would like a §
? "Yeah.. you are my 'Bro', but, it don't WOT‘k that way..." 1§’
o |fyqlli see someene who has had too much to drlnklget rnvolved

L/,

a0 2N

A -Don t ﬂlrt when there S Work to be done. Respect \ your teamma’tes'
_,;_.._.-_=:."'"":_ If you take a trash outtofthe dumpster replace the bag with a new
' clean one, ready to go D'on\‘t Qe lazy
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® Don’t call 10 minutes before your shift to say you are SICk Did you
;P' . feel OKwhen you awoke? You’ re noffoollng anyone.

#" e Ifyouforget to ring in an order... fess up! Tell your guest and try to fill

the extra time with something that W|ll smooth things over. Don’t just

i blame it on the kitchen. =
A o \If there’s trash on the floor, pICk |t up' If you work here... you probably

spend more time here than y you do at home. Would you leave trash on

~.the floor at home?

e Don’t lie, cheat or steal!
..o Don’tforget abou_t_the hardworking dishwasher back there! If you are

bringing a bustub full'ef dirty dishes back to the dishring, then bring
an ice cold coca-cola for them’ too ThIS goes an especially long way in
the middle of a rush! ~
Don’t forget about the hardworking cooks. andchjs back theret Br|ng o
an ice cold coca-cola for them occasionally. This goes an espeually
long way in the middle of a rush! Your relationship with the kitchen i
VERY important. You can’t do this successfully without their su ppg'
Don’t clear the table until everyone is finished. Except if someone,;:
pushes their plate « out of their way. Then clear just that person’s¢
plate. ?
Do not fail to leave you[r statlon cleaner better stocked and m y

L)

it! This will reveroerate in ways you can’t |mag|ne
Do not COﬂdUCt’logIStICS with another team member"\/vlthln earsh
aguest. .7 3
Ifyou WOﬁk in the restaurant busmess do not expect to have off-en
Halloween, Thanksgiving, Christmas Eve, Christmas BEVA and New'
Year’s Eve. Your best taéttlc is to communicate with your manager in
early October to plan the s&apecral days out. Volunteer to work this
~and this'and this, if | can- habe off on this and this. Be way ahead of
- your teammates, and you wont be disappointed in-December. '

T ° ?



.THE

DRINK --

IST (ENLIUI'I BAR MANAGEMENT
J L

Restaurant Em*ployeesjfff’”f” e
Should Never bo e

-

o . . ._1;"
® Don’t call 10 minutes before your shift to say you are SICk Did you

;P' . feel OK'when you awoke? You’ re noffoollng anyone.
4 e Ifyou forget to ring in an order... fegs up! Tell your guest and try to fill
the extra time with something that W|ll smooth things over. Don’t just
¥ blame it on the kitchen. 4
A e Ifthere’s trash on the floor, pICk lt up' If you work here... you probably

spend more time here than y you do at home. Would you leave trash on
=.the floor at home?
e Don’t lie, cheat or steal!
e Don’t forget abou_fc_the hardworking dishwasher back there! If you are
bringing a bustub full'ef dirty dishes back to the dishring, then bring
an ice cold coca-cola for them’ too ThIS goes an especially long way in
~ the middle of a rush! ~
Don’t forget about the hardworking cooks. andchjs back theret Brmg o
an ice cold coca-cola for them occasionally. This goes an espeually s
: long way in the middle of a rush! Your relationship with the kitchen i
: VERY important. You can’t do this successfully without their su ppg'
_..-—""'-/ Don’t clear the table until everyone is finished. Except if someone}'
pushes their plate out of their way. Then clear just that person’s¢
plate. ?
Do not fail to leave youlr station cleaner, better stocked and m y
ready for the next shlft Your station should be better thanﬂyou f und
it! This will reverQErate in ways you can’t |mag|ne
Do not conductftoglstlcs with another: team member"\/vlthln earsh
aguest. .7 3
Ifyou Wor;k in the restaurant busmess do not expect to have off-en
Halloween, Thanksgiving, Christmas Eve, ChHStmas BEVA and New'
Year’s Eve. Your best taégjclc is to communicate with your manager in
early October to plan the s&pemal days out. Volunteer to work this
-and this ‘and this, if | can- oﬁ‘ﬁn this and this. Be way ahead ofyour
- teammates, and you wont-be.disappointed in December. N

T ° ’
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o If a guestis happy with everything, and expressing that, do not fail to -
7 / encourage them to post on social media. This is an excellent time to
_,.ﬂ' ~ suggest a photo or two, so they canipost those with their review.
: Make sure to ask them to mention you by name.
{ {'(a | e Do not bring your troubles from h6éme into the workplace. ‘Try’ to put
. : on a happy face. Easier said.than done! -
Do not let anyone see you using your mobile phone on the floor. We
Nknow-it’s there, and you must have it on you, but it sends a bad
essage if you are te’Xting, while your guest needs something.
/e Don’t carry clean strawsin your dirty apron. Use a http://straw- £
. buddy.com .~ ; e f
*--—--"'J_ e Don’t have your friends come in to camp out at your bar all night. You-
== ~_may thinkit looks like you are building busmess your boss th_mks you
' are giving away-free drinks to them all nlght Perceptlonsr
e Don’t look down upon the person who is ordering something you
deem a ‘rookie’ order. If your guest likes white zinfandel... get them
that, happily. They may be a rookie, but that doesn’t give you the /,
right to judge and be a condescending jerk. | get tipped on white Zm
too! ";
e Do not allow ‘service ar{|mals to eat at the table or bar. People a;ﬁd
their pets have gone haywire on this issue. No I wnl’c hot order an 18
cheeseburger for your little lap dog.
e Do not fail to do the 2 minute check bac:k’ a_fter th’e’Tood has bee
delivered. If somethlng is not right, address it before it |rr|tates yo
guest. Fix itl . : : | o
e Do not show up for your shift without a pen; notepé&*and a Wlne
bottle opener. Na.it’s notfe\to borrow one from the bartender.,

l"
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Don t let the pressure of the moment get to you. This can bea very

. stressful business. Just stay calm afrd do your best. They can’tdo

- _gossipers trying tear each other down. You are hetter than th‘af

anything to you! &

Before you leave at the end of your shift... do not fail to ask your
manager... “Is there anything else l-can do for you before | leave?”
Never say... “That’s not meJob »f something needs to be donein a
restaurant, bar, hotel or nlghtclub it’s everyone’s job to accomplish

y Rl together as a team. Of course you are not expected to get into the

d|shr|ng to wash dishes, but if you can make their job easier by

cleaning out the b_ustub_and stacking the plates and soaking the

silverware... then you are.a team playah! " /)
Don’t trash talk. Stay positive and complimentary all of the time. This
is a tough business. It’s tougher when there is a room full of petty: "

Prove it, by staying out of the negativity. = @
*Bill Gates once said, “Your most unhappy customers are your
greatest source of learnlng Ty e

(Of course, Microsoftiis one of the most litigious companies in hl&%ﬁ ry,
so one can take Mr..Gates’s counsel with a grain of salt. Gray se?%lt
is a nice addition to any table, ouch.)
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