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Week 3:

* Restaurant Management: An Overview
* Types of Service
* Sequence of Service

* Unique Dining Experiences

Crisis Management
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Learning Objectives:

Upon completion of this lecture, you should:

* Know what some of the duties of a restaurant manager are.

* Understand laws surrounding the sale of alcohol.

* Know what the different levels of service are and where you can find them.

* Be able to define crisis management and understand why it’s important.

Man Geni Addysg Uwch yng Nghymru
Where Higher Education Began in Wales

www.uwtsd.ac.uk



What is Restaurant Management?

Recruitment, training

Laws & Regulations and retention of Staff Insurance
Customers service and
experience.

Menu planning Health & Safety and
Risk Management Property Management

Sustainability and and Maintenance

Wastage
Cost control and
Public Relations Financial Management Suppliers
Equipment Maintenance Recording
and reporting (Brown, 2019)
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Restaurant Management?

Effective restaurant
management involves
simultaneously overseeing
operations such as the kitchen
and service staff, marketing,

flnances and menu.
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Serving alcohol

The authorities take a dim view of underage drinking and even dimmer one of the
shops, bars and pubs that sell alcohol to Minors. That’'s why they regularly send
mystery shoppers into licensed premises to test their procedures.

If you make a mistake and are caught selling alcohol to someone under age you can
be Cautioned, offered a £90 Fixed Penalty Notice or given an unlimited fine by the
Magistrates. If you also happen to be a personal licence holder your licence can be

suspended or taken away completely.

On top of the punishment for the person selling the alcohol to someone underage,
the premises licence holder can also be penalised, even if it wasn’t them making the
sale. If two offences are committed within three months the police can offer a
voluntary closure of between two days to two weeks as an alternative to
prosecution.
If prosecuted, the Magistrates’ Court can impose a suspension which can last up to
three months and/or a fine of up to £20,000 @
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https://www.john-gaunt.co.uk/underage-sales#glossaryMinor
https://www.john-gaunt.co.uk/underage-sales#glossaryCaution
https://www.john-gaunt.co.uk/underage-sales#glossaryFixedPenaltyNotice

But what can we legally sell and where?

Who can sell non-alcoholic beverages?
Who can sell alcoholic beverages?

How old does a customer have to be to drink
alcohol in a bar in the UK?

4. How old does a customer have to be to purchase
alcohol in a restaurant in the UK?
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The Legalities

Before we discuss service its important that we
operate within the law.

The Licensing Act 2003 came into force in 2005. o
Licensing Act 2003

Any premises that sells alcoholic beverages AN AC T
must have a premises license. This can range
from the corner shop, petrol station,

T0

supermarket, wine-bar, public house, _ ,\n:5-1;;:::::;;;;;;;;,jf;;i‘,fﬂi;‘;'i,\‘;.gg
restaurants and hotels, to even bars at festivals! ot ot 1% 17
But there are many variations to the conditions o

of the license. S
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What is a Premises License?

A premises license is required when you offer or provide one
or more of the following three licensable activities:

* sale of alcohol
 provision of regulated entertainment
* provision of late-night refreshment

A premises license, is a permanent licence granted under the
2003 Licensing Act for a specific location.

This authorises the premises to carry on any or all the
following licensable activities: the sale of alcohol and/or the
supply of alcohol to its guests or customers.
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What is a Desighated Premises

Supervisor?

A designated premises supervisor
(DPS) is the person who has day-to-
day responsibility for the running of
the business. All businesses and
organisations selling or supplying
alcohol, except members clubs and
certain community premises must have
a designated premises supervisor.
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What is a Personal License?

A personal licence allows an individual or business owner to supply or
authorise the supply of alcohol.

But what is required to actually get one and who issues it?

It is issued by a Licensin authoritK allowing that person to sell or authorise the
sale of alcohol in accordance with an appropriate Premises License. It is only
issued after the applicant has passed an assessed exam and provided an
?S%osc)iated conviction free certificate from the Disclosure & Barring Service

The license holder can only sell alcohol in accordance with the conditions stated
on the Premises License.

A Personal License is valid indefinitely.

A personal License can be granted even if that person is not working in the
licensed premises.
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The Service Sequence

Dealing with
payments

Preparation
for service

Billing

Taking

bookings Dishwashing

Clearing

Clearing
down

Greeting

i) st Serving food

Serving
beverages

(Cousins and Weekes, 2020)
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Service methods

Table 1.6 Simple categorisation of the customer processes in food and beverage service

Service - Service area Ordering/ Service Dining/ Clearing
method | selection consumption
Table service | Customer | From menu By staff to | At laid cover By staff
entersand is | customer
seated |
Assisted Customer | From menu, Combination | Usually at laid | By staff |
service enters and is | buffet or of staff and | cover
usually seated | passed trays customer
Self-service Customer | Customer Customer ' Dining area or | Various
enters | selects items carries | takeaway
| onto a tray ‘
Single point Customer | Orders at single | Customer | Dining areaor | Various
service enters | point carries | takeaway
Specialised or | Where the From menuor | Broughttothe | Served where By staff or
in situ service @ customer is | predetermined | customer ' the customer is | customer
located ' located |
(Cousins and Weekes, 2020)
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Activity: Match F&B Provision to
Service Method

1. Table Service

2. Assisted Service

3. Self Service

4. Single Point of Service

5. Specialised Service

This Photo by Unknown Author is licensed under CC BY
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Activity: Match F&B Provision to
Service Method

1. Table Service

(@) . .
MARRIOTT 5 Assisted Service

Self Service

Single Point of Service

Specialised Service
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Activity: Match F&B Provision to
Service Method

. Table Service
. Assisted Service
. Self Service

. Single Point of Service

. Specialised Service
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Activity: Match F&B Provision to
Service Method

1. Table Service

2. Assisted Service

3. Self Service

QsR | | |
(Quick Service ———) /. Single Point of Service

Restaurant)

5. Specialised Service
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Activity: Match F&B Provision to
Service Method

Table Service

Assisted Service

\\\ . Self Service

= PIZZA-PA

vl Semviee lom . Single Point of Service
Restaurant) -

Specialised Service

B

This Photo by Unknown Author is license  .ider CC BY-SA
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Geranium, Copenhagen
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Activity: Match F&B Provision to
Service Method

Table Service
Assisted Service
Self Service

Single Point of Service

Specialised Service
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SerV|ce at a restaura nt
that offers table service?




The Steps of Service

Clear &

Greeting Check back dessert

Menu Clear & Table set-
Explanation Main away up

Aperitif &

Water Check back

Table set-
up

Take order
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We can train a service cycle/steps of
service into a member of the team, but
can we control what they say?




Scripted vs Unscripted Service

Activity: Go to Moodle Week 3 — Scripted vs Unscripted
Service

Take 15 minutes to read through the document and tell us

* What is Scripted Service? What are the benefits? What are
the limitations?

* What is Unscripted Service? What are the benefits? What
are the limitations?

* Which style of service is best? Why?
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How can we
exceed customer
expectations?
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Complaint Management

Complaint management is the process of dissemination of information
aimed at identifying and correcting various causes of customer
dissatisfaction (Fornell & Westbrook, 1984).

It defines strategies used by companies to solve and learn from the
previous mistakes in order to restore customer confidence in
organizational reliability (Hart et al., 1990).

When was the last time you made a complaint? Why did you make the
complaint?

Customers become dissatisfied when product or service performances
are not up to their expectations. Understanding the potential sources of
dissatisfaction and customers’ reactions to negative situations are
mandatory requirements in the design of effective service recovery

strategies. (Filip, 2013)
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Service Recovery Model - LEARN
(Johnson, 2015)

ever

repeat

-n

Upset customers True understanding If you made

Deliver a product  Gyreat

have a lot to say, can’t be reached mistake, own up ~ thatis executed opportunity to
Y - correctly,
so pay attention. unless you take the and apologize. . learn and
Take notes, ask time to truly look ~ You can certainly apologize, and improve. The
questions, let at things from your offer to replace ~ thank the key here is not
them talk. Customer’s point ~ the itemor customer for to repeat the
of View. correct the giving chance to same mistakes
mistake repair the
problem.
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Service Recovery

Recovery Paradoxon

Customerwith service failure
0\ and successful recovery

—
— =
—

Customers without
service failure

Customer Loyalty

|

-
Time

Service Recovery

Prifysgol Cymru
I D:!dogdooewiy Sant ‘ N ) Man Geni Addysg Uwch yng Nghymru
W ¥ University of Wales Where Higher Education Began in Wales

Trinity Saint David 1822 - 2022




www.uwtsd.ac.uk

Man Geni Addysg
Uwch yng Nghymru

Where Higher Education

Any Questions?

WEEEE . 200
Y Drindod Dewl Sant
W ¥ University of Wales

Trinity Saint David 1822 - 2022



https://library.auca.kg/contactus/
https://creativecommons.org/licenses/by-nc/3.0/

Crisis Management

What is Crisis Management?

Crisis management is the tactics and strategies utilized by a
business in dealing with unforeseen events that’s considered
harmful to its operations. It secures the ability of the business
to respond and to recover from the sudden negative event.
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What could we refer to as
a crisis for our businesses?
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Crisis Management in Hospitality

Crises in the hospitality industry are inevitable.

A source of a crisis could be a natural disaster, such as a flood or earthquake,
or a man-made situation, such as a terrorist attack or a bomb threat.

They can cause problems with a hotel's perceived image, ostracize a
customer base, and have devastating short- and long-term financial
consequences.

Where most organizations fail in managing the crises that beset their
businesses is in not being prepared before a tragedy strikes

A Restaurant crisis management plan is important as it serves as the backup
of the whole of the restaurant. If there’s a solid plan, the restaurant can
weather the storm without compromising its operations.
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What impact could a
Crisis like Tsunami
have on a business?



What impact could a Crisis
like Terrorist attack have
on a business?



A crisis occurs, what to do?

e deal immediately with the crisis itself;

e respond to the concerns and needs of the people
directly affected;

® minimize the damage which might result from adverse
publicity and consequent loss of custom; and

e resolve difficulties with suppliers and other business
partners.

P | C
% mysgo ymm : 2( >: > Man Gem Addysg Uwch yng Nghymru
) V ge

Unwersny of Wales Where Higher Educat
Trinit vid 18?? 2022



Knowledge-based Crisis Management in
Hospitality and Tourism

Prevent phase

g ™~

ACTIVITY el

. . esolution
There is an article o.n Moodle nd feedback Proillromal
under the Week 3 tile — phase PR
Knowledge-based Crisis
Management in Hospitality and
Tourism.
Take 15 minutes to read this
article and write out some e ST
notes. phase WENE

Once the 15 minutes are up,
you will come back to class and Intermediate
share what you have found. phase
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Knowledge-based Crisis Management in
Hospitality and Tourism

Prevent phase

P

Resolution
and feedback
phase

™~

Prodromal
phase

Long-term Emergency
phase phase

Intermediate
phase

g | Prifysgol Cymru
Y Di:ydgd De wyS it ‘ N ’ Man Geni Addysg Uwch yng Nghymru
S Umversrty of Wales Where Higher Education Began in Wales

Trinity Saint David 1822 - 2022




Why is Crisis Management [

Where Higher Education

important? b St

A crisis management plan prepares an
organization to cope with an unexpected calamity
In the following ways: It shortens and lessens the
Impact of a crisis; it protects employees and

anyone else affected; it preserves operations and
productivity as much as possible; and it

safeguards a company's reputation.
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Learning Objectives:

You should now:

* Know what some of the duties of a restaurant manager are.

Understand laws surrounding the sale of alcohol.

Know what the different levels of service are and where you can find them.

Be able to define crisis management and understand why it’s important.

Man Geni Addysg Uwch yng Nghymru
Where Higher Education Began in Wales

www.uwisd.ac.uk



REFERENCE LIST

BBC (2020) Coronavirus: UK Pubs And Restaurants Told To Shut To Fight Virus - BBC News. [video] Available at:
https://www.youtube.com/watch?v=CgBU_XWPZBY (Accessed: 1 May 2020).

Brown, D.R. (2019) 7he restaurant manager's handbook . how to set up, operate, and manage a financially
successful food service operation. 51" edn. Ocala, Florida: Atlantic Publishing Group, Inc.

Canlis, M. (2020) Closures, Takeout, And Relief Efforts: How Food Businesses Nationwide Are Handling
Coronavirus. [online] Bon Appétit. Available at: https://www.bonappetit.com/story/food-businesses-
covid-19 (Accessed: 1 May 2020).

Cousins, J. A., Weekes, S. & Lillicrap, D. R. (2014) Food and Beverage Service: Vol. 9th edition)ohn Cousins,
Dennis Lillicrap, Suzanne Weekes. Hodder Education Group.

Channel 4 (2021) Hospitality firms struggle to fill vacancies. Available at: Hospitality firms struggling to fill
vacancies - YouTube . Accessed (14t July 2022)

Eleven Madison Park (2021) Eleven Madison Park: A New Direction. Available at: Eleven Madison Park: A
New Direction - YouTube. (Accessed: 14" June 2022)

KPRC 2 (2020) Restaurant Turns Into Grocery Store. [video] Available at:
https://www.youtube.com/watch?v=xI-hBt_dYBO&feature=emb_logo (Accessed: 1 May 2020).

Occhiogrosso, G (2022) Trends Affecting The Restaurant Industry In 2022. Available at: Trends Affecting The
Restaurant Industry In 2022 (forbes.com). (Accessed: 14t July 2022)

Racherla, P.,, & Hu, C. (2009). A Framework for Knowledge-Based Crisis Management in the
Hospitality and Tourism Industry. Cornell Hospitality Quarterly, 5Q4), 561-577.

Pri ol Cymru
\ Y o:!:g oeinSam ‘ N ’ Man Geni Addysg Uwch yng Nghymru
W ¥ University of Wales Where Higher Education Began in Wales

Trinity Saint David 1822 - 2022



https://www.youtube.com/watch?v=SEtHxw5r-Jc
https://www.youtube.com/watch?v=RykI6YJIHOM&t=2s
https://www.forbes.com/sites/garyocchiogrosso/
https://www.forbes.com/sites/garyocchiogrosso/2022/03/16/trends-affecting-the-restaurant-industry-in-2022/?sh=5f616ab351e2

References

Resendes, S. (2020) 70 Ideas For Restaurants During The Coronavirus To Supplement Income. [online]
Restaurant Insider. Available at: https://upserve.com/restaurant-insider/coronavirus-restaurants/

(Accessed: 1 May 2020).

Statista (2022) COVID-19: Daily Restaurant Dining Decline UK 2020 | Statista. [online] Available at:
<https://www.statista.com/statistics/1104991/coronavirus-restaurant-visitation-impact-united-kingdom-

uk/> (Accessed: 24 February 2022).

The Economist, f2022) WV/\?/ workers are fleeing the hospitality sector. Stress and exhaustion are
big factors. Available at: Why workers are fleeing the hospitality sector | The Economist .

(Accessed: 14/06/22).

Wion, L. (2020) Restaurant Recove/%/Post Pandemic | Coronavirys Impact Series. [online]
Foodable Network. Available at: https://www.foodabletv.com/blog/restaurant-recovery-post-
pandemic (Accessed: 1 May 2020).

Pri ol Cymru
I o:!:g DeinSant ' N ’ Man Geni Addysg Uwch yng Nghymru
L) Where Higher Education Began in Wales

Uni i f Wal
iiegrbest St T O



https://www.economist.com/business/2022/01/08/why-workers-are-fleeing-the-hospitality-sector

b & | Prifysgol Cymru
G ‘ Y Drindod Dewi Sant
\ % 9 University of Wales

" Trinity Saint David 1822 - 2022

Food & Beverage Operations
BMIH4002

Week 3: Restaurant
Management

Trictar Hwkie PROHE

t.hawkins@uwtsd.ac.uk

Man Geni Addysg Uwch yng Nghymru
Where Higher Education Began in Wales

www.uwtsd.ac.uk



