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About this Book
Travel and tourism is the largest service industry globally in terms of gross revenue and foreign
exchange earnings. The industry serves as the largest employment generator in the world, and a
Counter Sale Service plays a vital role, representing the hospitality sector at its best by efficiently and
courteously serving customers, and performing order taking and cashiering functions. The hospitality
and tourism sector is the third-largest foreign exchange earner. It accounts for 6.2% of India's GDP.
8.8% of India's total employment is in this sector. The largest labour market segment that is the target
audience for employment in this sector is composed of youth in the age group of 18–24 years. Typically,
this target group has little patience and high aspiration, they are usually in a hurry to realise their
aspirations. However, in a customer-centric sector, people skills are critical and can be gained only by
experience of working and interacting with multiple categories of people, including team members,
suppliers, customers, etc. on a daily basis for extended periods of time.
This Participant Handbook is designed to enable theoretical and practical training to become a
Counter Sales Executive. The qualification pack of a Counter Sale Executive includes the following
National Occupational Standards, which have been all covered in this Participant Handbook:

1.

Receive customer and take orders

2.

Process customer’s order

3.

Manage administrative work

4.

Communicate with customer and colleagues

5.

Maintain customer-centric service orientation

6.

Maintain standard of etiquette and hospitable conduct

7.

Follow gender and age sensitive service practices

8.

Maintain health and hygiene

This Participant Handbook is designed considering the minimum education qualification of a Counter
Sale Executive is preferably 12th standard. The Key Learning Objectives and the skills gained by the
participant are defined in their respective units. The participant will be able to greet customers, take
orders, plan and serve food and beverage, resolve customer issues, efficiently communicate with
customers and colleagues, maintain health and hygiene at workplace and maintain standard of
etiquette and hospitable conduct.
We hope that this Participant Handbook will be able to provide a sound learning support to our young
friends to aspire to build their career in the Tourism and Hospitality industry.

Symbols Used

Key Learning Outcomes

Unit Objectives

Steps
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Key Learning Outcomes
At the end of this module, you will be able to:
1.
2.
3.
5.
6.
7.

Describe the food and beverage service industry
State the drivers of food and beverage industry
Roles and Responsibility of a Counter Sale Executive
Explain what skills, attitudes and behaviour is required for progression in the industry
Explain how one can acquire capabilities required to progress in the industry
State employee rights and entitlements in a job

2

Counter Sale Executive

UNIT 1.1: Food and Beverage Establishments
Unit Objectives
At the end of this unit, you will be able to:
1. Describe the food and beverage service industry
2. State the drivers of food and beverage industry

1.1.1 Food and Beverage Establishments
Industry establishments
Food and Beverage consumption is integral to life and lifestyles. Food and Beverage is consumed for
necessity and recreational purposes. There are various organisations that serve food and beverage to
captive, invited or walk-in audiences.

Fig. 1.1 Food served in restaurants
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Some of these organisations are:

Restaurants
(in hotel)

Bhojanalayas

Restaurants
(stand alone)

Dhabas

School & college
canteen

Banquets

Pubs & bars

Hospitals

Objectives
of
Outdoor catering
Housekeeping

Discotheques

Welfare
institutions
(shelters etc.)

Ships & cruises

Fig. 1.2 Different types of food serving organisations

Coffee shops &
cafeterias

Guest houses

Prisons

Industry
canteens

Room service
(hotels)

Drive-ins

Airlines

Others
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There are some organisations that both prepare and serve food on the same premises, while there are
others that procure and sell food. For example, an Ice Cream Parlour may just serve pre-prepared icecreams; an Airline serves pre-prepared food; whereas a restaurant or in a cruise ship, food is prepared
and served on the same premises.
Why people dine out?
People avail of food and beverage services for the following reasons:

Lack of food preparation
time, inclination or skills.
This is just to satiate hunger.

Need for high quality or
specific food and beverage
items and service that may
be out of the ordinary
experience for customers.

Convenience

Experience
To enjoy special meals and
break from routine.

Entertainment
Usually at workplace,
residential institutions or
during travel e.g. industrial
canteen, college canteen,
prisons, welfare
institutions, airlines,
drive-ins, etc.

On special occasions and in
parties.

Regular Meals

Celebration

Fig. 1.3 Reasons for having dinner outside
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The factors that govern the people's choice for choosing a particular place or establishment to dine in
or patronize are:
Ÿ

Price and budget – People may choose to eat based on the amount of money they want to spend or
can afford.

Ÿ

Status – Some people like to eat in places, which are well regarded by others and seen as status
symbols. For example, in 5 star hotels or expensive restaurants.

Ÿ

Quality – People may want to eat at places where they expect certain type of quality. Factors
considered in quality may be cleanliness, taste, appearance, ambience, etc.

Ÿ

Occasion – People like to eat out on different occasions such as birthdays, weekends, anniversaries,
to celebrate achievements, etc.

Ÿ

Distance or proximity – People may choose to eat in places that are close to their place of residence
or work as it may be convenient. Sometimes people like to eat in places which are close to places of
interest such as tourist places, markets, parks and gardens, etc.

Ÿ

Loyalty – Many people like to eat at the same places as they become loyal to the establishment, this
may be due to familiarity with the people, comfort, quality, special offers and discounts and other
reasons.

Ÿ

Familiarity/ consistency – People visit Food and Beverage establishments because they like to eat
and drink items which they are familiar with or are prepared in a certain way. For example, people
may want to eat food from their home state, certain favoured preparations that are made in a
particular style, etc.

Ÿ

Portion sizes – People like to eat large or small portions of food, and may choose a place because it
serves accordingly.

Ÿ

Uniqueness – Certain food and beverage items are unique or uniquely prepared and served in only
certain establishment/s. This can pull customers to come to these establishments.

Ÿ

Special offers and events – Some Food and Beverage establishments are visited because of special
discounts or offers being made at the establishment. Some additional events or activities such as live
telecast of sports events, live music, games, karaoke, etc. may be other pullers.

Ÿ

Other patrons or customers – Certain customers visit Food and Beverage establishments because of
other people who eat or drink there. For example, people may visit an establishment because certain
celebrities (film stars, sports stars, etc.) may visit that place, or because friends and family frequent
that place, etc.

Ÿ

Critics' ratings and reviews – Critics, Customers and others may review and rate food and beverage
establishments and provide comments on these places. Customers are known to be influenced by
these in their selection of places to visit and eat.

Ÿ

Atmosphere – Certain customers like the atmosphere in a place that may be defined by its ambience,
music, noise levels, layout, theme, level of formality, etc. This may be the reason for customers
choosing to visit this place. For example, people may eat in a restaurant which is made on a relaxed
village theme or a place where young people frequent and has loud music.
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High quality food & beverage service establishments
Customers ascribe the tag of high quality on account of the following factors:

Taste of food

Hygiene

Locality

Ambience and atmosphere

Service standards
Fig. 1.4 Factors affecting the quality in restaurants
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UNIT 1.2: Role and Responsibility
Unit Objectives
At the end of this unit, you will be able to:
1. Explain the Role and Responsibility of a Counter Sale Executive
2. List the Personal Attributes of a professional Counter Sale Executive
3. List the various skills expected of a professional counter sales executive

1.2.1 Role, Responsibilities and Expectations
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Greet the customer
List and Explain the offerings to the customer
Explain special offers and promotions to the customer
Taking food and beverage orders
Assembling and serving the order
Handling queries and special requests
Entering the order into the Point of Sale system
Generating the invoice
Processing the payment
Informing the guest of the approximate wait time
Informing the kitchen of the orders
Thanking the customer once the order is ready
Managing the customer and order flow

Personal Attributes of a Professional Counter Sales Executive
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Having a pleasant manner including tone of voice
Good communication and language skills
Well-groomed at all times, with a smart appearance
Calm at all times
Pays attention to detail
Being friendly and helpful towards customers and colleagues
Able to handle multiple tasks at a time
Sensitive and tactful

Professional Skills required of a Counter Sales Executive
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Customer service skills
Food handling skills
Order taking and handling payments
Answering queries about food and beverage, correctly
Food safety and hygiene
Computer operating skills
Selling skills
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UNIT 1.3: Career Development
Unit Objectives
At the end of this unit, you will be able to:
1.
2.

Explain what skills, attitudes and behaviour is required for progression in the industry
Explain how one can acquire capabilities required to progress in the industry

1.3.1 Career and Professional Development
Hiring and recruitment
Each job in an organization requires people who are capable of doing that job. When organizations hire
for jobs, which maybe done from outside the organization (new hire) or inside the organization
(horizontal and vertical job promotions or movements) they do so by evaluating the job requirements
against the capabilities of the person in question (worker).
organizations often evaluate a person's capabilities in terms of knowledge, skills and attitudes that a
person possesses in relation to the job required to be performed by the person after recruitment.

Skills
Knowledge

Behaviour/
Attitude

Employability
Fig. 1.5 Hiring and recruitment process
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Attitude: Attitude includes things such as a person's disposition for hard work, helping others, initiative,
discipline, following instructions, paying attention to detail, etc. Indicators of a good attitude include
being punctual, being polite in interactions, being helpful and respectful towards others, completing
one's tasks with care and on time, etc.
Knowledge: This refers to knowledge of the field of work, the organization, the industry, etc.
Skills: This refers to the person's ability to carry out tasks to a particular level of expertise and achieve
desired levels of performance results thereby.

Promotion and career growth:
Workers usually do their job and are evaluated on the job by their supervisors and managers. The
evaluation in many organizations is called performance appraisal takes a view of past performance of the
employee and supports decisions regarding:
Ÿ
Ÿ
Ÿ

Employee training needs
Employees performance incentives
To create a common understanding of employees performance and provide feedback

Candidates who develop and demonstrate capabilities to give employers confidence that they can
undertake higher responsibilities usually get noticed and may get considered for promotion to jobs with
those higher responsibilities. This of course depends on availability of job positions as well.
Most professionals aim at growth over their career, this growth usually entails taking on an increased
scope of responsibilities and jobs that are higher in profile, status and remuneration.
Training and Development
1)

To grow, professionals need greater amount of learning that translates into better performance.

2)

Learning is usually both practical and knowledge oriented. Therefore, a person has to know more
and be able to do more to get growth in their career.

3)

Knowledge, skills and attitudes can be developed through a range of methodologies:

4)

Ÿ

Education or professional qualifications

Ÿ

Training by employers

Ÿ

On-the-job experience

Ÿ

Informal learning from peers, seniors and others

Ÿ

Self-study and practice

Life-long learning is very important for developing a successful and sustainable career. There are
many professionals who got comfortable with their current level of performance and stopped
learning and in some time found themselves without a job, or stuck at a particular level without any
growth.
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Classroom learning

Self learning

On-the-job training

Formal qualification
Fig. 1.6 Different training processes

Performance review and development plans at work
Each organization usually has a system of performance review of employees. This is aimed at identifying
strengths and areas of improvement for performance enhancement in the future. This is beneficial to
both the employee and the organiation. In addition to formal reviews it is in the employee and
organization's interest to even seek informal feedback on one's performance and make plans to improve
one's knowledge, skills and behaviour.
A personal development plan should be prepared to identify areas of development and have a
structured approach to it. Where one is unable to do so on their own, one must seek guidance from
seniors and other colleagues to develop this. One must track progress on the plan and constantly seek
feedback on progress made from others such as peers and supervisors.
Tips to remember in relation to personal development:
1. Organise own work and have the confidence to ask for guidance
2. Always fully and earnestly participate in performance reviews and training
3. Act on feedback relating to personal performance
4. Use feedback from customers and others to improve customer service standards in line with
organisational standards
5. Use technology responsibly and effectively in line with organisational and process requirements
and keep up to date with information relevant for performing one’s role
6. Agree what has to be done to improve own work with colleagues, supervisors and managers as
appropriate
7. Agree a development plan with the relevant person in the department and/or with human
resources as may be required
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Review and develop your plan on an ongoing basis
Barriers to learning:
While professionals recognise the importance of learning, they also realise they have to overcome the
barriers to learning in order to learn.
Barriers to learning are things because of which one is disinclined or can be disinterested to learning.
These include:
1) Lack of awareness of importance of learning.
2) Lack of awareness of avenues to learning.
3) Preferring only one or the other avenue of learning and not making the most of all opportunities
to learn, e.g. people only want formal learning as opposed to on the job learning or peer
learning, or vice versa.
4) Lack of immediate benefit of learning, e.g. sometime people want learning to bring immediate
benefits such as promotions or monetary benefits.
5) Believing that one is too busy to take out time to learn.
6) Not having a plan for learning.
7) Getting carried away by peers who are not interested in learning or distract and discourage one
from learning all the time.

No plans for learning & development

Busy work schedule

Fig. 1.7 Barriers to learning
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UNIT 1.4: Employment and Entitlements
Unit Objectives
At the end of this unit, you will be able to:
1. State various types of employment
2. State employee rights and entitlements in a job

1.4.1 Employment
Nature of employment and work shifts
Employment can take many forms. An organization offers employment based on their work performance
needs, within guidelines of financial and regulatory frameworks that they operate within. Similarly,
individuals may take on employment in various forms based on their convenience, needs, constraints
and opportunities.
Types of employment include:
Contractual employment: A contractual employment is where the employer signs a contract with the
employee and defines terms and conditions of employment therein, which are usually different from
regular/permanent employees. The employer may offer these as the workload fluctuates and they may
need the worker for a limited time only. Sometimes, employer use this path to save costs, meet
compliance requirements, etc. Contract workers can help to meet work needs of the organization
without increasing staff numbers and incurring employment expenses such as Employment Insurance,
Provident Fund, pension, vacation pay, and other employee benefits. Though the nature of contract may
vary from organization to organization and must be evaluated accordingly.
Salaried/ Permanent employment: Permanent or regular employees or the directly employed work for
an employer and are paid directly by that employer. In addition to their wages, they often receive
benefits like subsidized health care, provident fund (based on eligibility), paid vacations, holidays, sick
time, or contributions to a retirement plan. They may be eligible to join a union, and may enjoy both
social and financial benefits of their employment.
Part-time employment: This may be permanent or contractual, but usually involves a person being
employed for a few hours a day or a few days in a week, month or year. The employee does not work full
working hours over the year in this form of employment. This is usually offered by employers due to
seasonal nature of work or limited duration of work needs. It suits employees who do not want to work
full time and have other things to do in the rest of the day or year. The benefits may be packaged as per
the contract terms of employment.
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Full-time employment: Full-time employment is employment in which a person works a minimum
number of hours defined as such by his/her employer usually this is between 8-9 hours a day in an
unbroken shift and 13 continuous hours of a broken shift in a day. Full-time employment often comes
with benefits that are not typically offered to part-time, temporary, or flexible workers, such as annual
leave, sickleave, and health insurance
Internship: These are work arrangements similar to apprenticeships where the employee may work on
paid or unpaid terms with the objective of learning the job or demonstrating their suitability for it. The
employer gets cheaper manpower and usually can use the opportunity to evaluate the 'Intern' for
suitability of employment. The arrangement usually is for a limited time and without any additional
benefits that are given to a permanent/salaried employee.
Apprenticeship: This is a formal training arrangement between the trainee and the employer, usually
subsidised in cost by the government where the employer offers on-the-job training opportunities to
trainees in a particular trade. The duration may vary though usually is between 1-2 years. The
government provides costs reimbursements to the employer during this time and the employer pays the
'apprentice' a stipend (instead of a salary). The employer has no obligation to hire the 'Apprentice' after
the completion of training, though there are usually incentives from the government to do that. Also the
Apprentice usually gets a government recognized certificate for the same.
Shifts
Working in different shifts is common in the hospitality and food industry. This is due to the nature of
work and the fact that establishments work during and between meal times, often morning to night, if
not 24 hours like in hotels. As part of the work plan different employees are expected to do different
shifts based on staffing needs, tasks and quantity of work to be done.
Morning Shift: Usually starts early morning, 6 am or 7 am and carries on
until 3 pm or 4 pm respectively. Employees in this usually cover breakfast
and lunch service, and the time in between.
Afternoon/ Evening Shift: Usually starts between 1 – 4 pm and carries
on until 9 pm to midnight. This usually covers lunch service and dinner
service and the time in between.
Night Shift: Usually starts between 8 pm - 11 pm and carries on until 5
am – 8 am respectively. This usually covers dinner service and
preparation for breakfast services and the next day.
Broken/Break Shift: This is structured by the employer as per need and
usually involves the employee working for a few hours and then taking
time off before returning back to work for another few hours. Usually for
employees to cover breakfast and dinner, or lunch and dinner service,
for example, this may be a 11 am - 3 pm and 7 pm - 11 pm shift.
Fig. 1.8 Different working shifts
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1.4.2 Salary and other Entitlements
Some key rewards and benefits:
Salary and wages: This is the money paid for work as per contract with the employer. Wages are usually
paid daily or weekly, whereas salary is paid monthly. Usually these are paid in arrears, i.e. at the end of
the work period (day, week or month).
Tax: Income Tax is what the government charges to people and organizations who earn an income.
Usually chargeable above a certain level of income exemption for benefitting low income people. Some
employers deduct taxes for workers and other leave it for employees to pay their own taxes. Employers
deducting tax for their employees usually deduct TDS (Tax deducted at source) for income earned by the
employee and provide a form 16 to the employees as evidence of tax deducted and deposited with the
government. Some components of the salary and benefits are fully taxable, while others may be exempt
up to a certain level as prescribed by the government. The government announces changes in tax slabs
and rates from time to time.
Gratuity or Tips: This is an amount paid by customers voluntarily as appreciation for service.
Establishments have formal and unstated policies regarding handling of gratuities or tips. These are
distributed among staff, usually after putting all individual collections into a central pool. Some places
senior staff get more of a share than junior staff, in some places permanent staff members get all or a
larger share of the collections.

Fig. 1.9 Salary and wages paid in cash

Fig. 1.10 Income tax calculation

Fig. 1.11 Gratuity or Tips
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In certain establishments the tips are a significant source of earning for the staff, this can even outweigh
the regular salary and wages of the staff.
Service charge: Service charge is usually a charge added on to the
bill/invoice in lieu of Tips, so as to make it formal and without
exemption. This is done as some customer pay or don't pay Tips. In
some states the government has made charging of service charge
illegal.

Fig. 1.12 A bill with service charge

It is not good to demand or imply the need for the customer to tip. One must never do that.

Salary components:
Basic salary: This is the basic amount given by the employer for the work performed. This usually covers
the entitled holidays, leave and weekly off. Any unauthorised and unentitled days off is deducted from
this by the employer.
1. HRA (House rent allowance): Most employees receive HRA as part of their salary. The intention
is usually to meet cost of a rented accommodation that one may be living in. In case one pays
rent, a portion of the HRA may be exempt from tax. If one does not live in a rented house, the
entire amount will be taxed as part of the salary each month, at the applicable tax rates
2. Gross pay: This would mean the sum total of all payments under salaries before making any
deductions of PF and Tax.
3. Net pay: Net Pay is Gross Pay less Deductions (Tax & PF)
4. Provident fund: Provident fund contribution or EPF has two components – the employer's
contribution and employee's contribution. This is usually 12 per cent of the basic salary.
However, this contribution is not paid out. It is directly deposited in Provident Fund(PF) account
and paid to employee when he retires or resigns. There is also employee's contribution to PF.
This amount is deducted from his monthly salary and deposited in his PF account. Employers
with more than 20 employees have to deduct Provident Fund as per current guidelines (2016).

16

Counter Sale Executive

In addition to these the Employer may offer various other allowances for employees, including:
1. Retirement benefits: This includes pension plans, gratuity, etc.
2. Leave travel allowance: Salaried employees of companies which offer Leave Travel Allowance
(LTA) can avail tax exemption for a trip within India under Leave Travel Allowance. The exemption
is only for shortest distance on a trip. This allowance can only be claimed for a trip taken with
your spouse, children and parents, but not with other relatives.
3. Medical allowance: Medical allowance is a fixed pay provided by an employer every month,
which is fully taxable. Employees can claim a tax benefit of up to Rs. 15,000 under medical
reimbursement (payments for bills or supporting documents) under current norms (2016).
4. Conveyance allowance: Conveyance allowance is given to employees to meet travel expenses
from residence to work. This is tax exempt up to a certain limit as announced by the government.
This may not be provided if the employer is providing for paid transportation to and fro the
workplace.
5. Incentives or bonuses: This is usually given to employees based on their performance in a
particular period of time. This may be as per pre-defined amounts and scales or ad-hoc bonuses
at the discretion of the employer. These are fully taxable.
6. Paid time off/ leave encashment: A common employee benefit programme in India is paid time
off/leave encashment programmes. Many Employers in India have a leave policy where they
either allow employees to carry forward their untaken leave to the next year or encash (get
money in lieu of unclaimed leave) the value at the end of the year.
7. Other allowances include Special Allowance/ City Compensatory allowance, Telephone
allowance, Medical Insurance, etc. which may or may not be offered by employers.
An employer is not bound by law to offer all benefits; employers choose the suite of benefits they want
to offer employees.
Other entitlements of an employee include:
Pay slip
A payslip is a document/record issued by an employer to an employee which shows how much money an
employee has earned and how much tax or insurance etc. has been deducted. Employees are entitled to
get pay slips from their employers and this can also be used as proof of employment.
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Appointment Letter
An Appointment Letter is a legally binding document that confirms that an organization has offered a
position to an employee and they have accepted the terms and agreement in exchange for a salary.

Pension after retirement

Telephone allowance

Conveyance allowance

Medical insurance

Fig. 1.13 Different types of allowances offered to employees
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Leaves
Employees, across all industries in India, are entitled to a certain number of leaves per year aside from
the holidays and days off. The number and type of leave depends on the industry, employer and state one
is, as per the Factories Act and State's Shop and Establishment Act. Every state has different leave
entitlement and leave policies which is basis for leave policy of your company. In India, three types of
leaves are generally followed namely earned leave, sick leave and casual leave which an employee can
avail without loss of pay.

Casual leave is provided to take care of urgent and unseen
matters like child has fallen down in school and you get call from
school.

Fig. 1.14 Casual leave

Sick leave is provided in case employee gets sick.

Fig. 1.15 Sick leave

Privilege Leave or Earned Leave is provided for planned long
leaves for the purpose of travel, vacation etc

Fig. 1.16 Privilege leave or earned leave
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Summary
1.

2.

Factors governing people's choice to dine outside are:

Price and budget

Familiarity/Consistency

Status

Portion sizes

Quality

Uniqueness

Occasion

Special offers and events

Distance or Proximity

Other patrons or customers

Loyalty

Critics’ ratings and reviews

Barriers to learning are:
Ÿ
Ÿ
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ

3.

Lack of awareness of importance of learning.
Lack of awareness of avenues to learning.
Preferring only one or the other avenue of learning and not making the most of all opportunities
to learn, e.g. people only want formal learning as opposed to on the job learning or peer
learning, or vice versa.
Lack of immediate benefit of learning, e.g. sometime people want learning to bring immediate
benefits such as promotions or monetary benefits.
Believing that one is too busy to take out time to learn.
Not having a plan for learning.
Getting carried away by peers who are not interested in learning or distract and discourage one
from learning all the time.

Role and responsibilities of Counter Sale Executive
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Greet the customer
List and Explain the offerings to the customer
Explain special offers and promotions to the customer
Taking food and beverage orders
Assembling and serving the order
Handling queries and special requests
Entering the order into the Point of Sale system
Generating the invoice
Processing the payment
Informing the guest of the approximate wait sign me
Informing the kitchen of the orders
Thanking the customer once the order is ready
Managing the customer and order flow
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Exercise
1.

2.

List at least 7 responsibilities of a counter sales executive in food and beverage outlet.
Ÿ

Section head waiter or captain

Ÿ

Maitre d'hotel

Ÿ

Host or Hostess

Ÿ

Bartender

Ÿ

Barista

Ÿ

Sommelier

Ÿ

Cashier

Ÿ

Restaurant manager

Ÿ

Food and beverage controller

A professional is expected to have the following abilities:

KNOWLEDGE

SKILL

What do the above terms mean to you?

KNOWLEDGE

SKIL

ATTITUD
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3.

What is your career goal? Where do you want to be 10 years from now?

4. What is your plan to reach there?
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Notes
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2. Counter Service
Establishments and
Offerings
Unit 2.1 – Counter Sales and Services
Unit 2.2 – Product Knowledge - Beverages
Unit 2.3 – Product Knowledge - Food Items
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Key Learning Outcomes
At the end of this module, you will be able to:
1.
2.
3.
4.
5.

List establishments that use counter service formats
List and explain common types of food and beverages served in counter service establishments
List various types of tea and coffee usually served in counter service establishments
List common types of salads and dressings
Identify various types of sandwiches commonly served in counter service establishments

26

Counter Sale Executive

UNIT 2.1: Counter Sales and Services
Unit Objectives
At the end of this unit, you will be able to:
1. List establishments that use counter service formats
2. List and explain common types of food and beverages served in counter service establishments

2.1.1 Counter Sales and Service
Counter service personnel take orders and serve food and beverages, over a counter in various types of
establishments such as:
Quick Service Restaurants: Commonly called QSRs, these are fast food restaurants. Apart from its fast food
cuisine, these restaurants are characterized by minimal table service.
Cafeterias: A cafeteria is a type of food service location in which there is little or no waiting staff or table
service, whether a restaurant or within an institution such as a large office building or school.
Snack bars: This usually refers to an inexpensive food counter characterised by being part of a permanent
structure, where any type of snack foods and light meals are sold.
Movie theatres: Movie theatres also often have a counter and/or self-service facilities for buying snacks and
drinks in the movie theatre lobby.

Fig. 2.1 Movie theatre snack counter

Coffeehouses: A coffeehouse, coffee shop, or cafe (sometimes spelled café) is an establishment which
primarily serves hot coffee, related coffee beverages (e.g. cafe latte, cappuccino, espresso), tea, and other
hot beverages. Some coffeehouses also serve cold beverages such as iced coffee and iced tea. Many cafés
also serve some type of food, such as light snacks, muffins, or pastries. Coffeehouses range from owner
operated small businesses to large multinational corporations.
Drive-through: A drive-through, or drive-thru, is a type of service where purchases can be made and
collected from within the vehicle itself. Drive through business allows customers to purchase and collect
products without leaving their vehicles. The food is generally ordered through an order window, and may be
served through the same or another window by a server, usually called a carhop. Sometimes the facility has
parking space where the customer can remain in the parked car to eat.
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Counter sales and service executives need to have knowledge of the establishment, products and
processes in order to carry out their job effectively.
Common food and beverage items sold in these establishments usually include:
Beverages Items
Ÿ
Ÿ
Ÿ
Ÿ

Tea
Coffee
Other Non-Alcoholic beverages (Shakes, Smoothies, Juices, Flavoured drinks, Mocktails, etc.)
Aerated water and fountain drinks

Food Items
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Ice-cream and sundaes
Salads
Sandwiches
Fast food (Burgers, Hot-dogs, Fries, etc.)
Bakery products (Muffins, Pastries, Twists, Cookies, etc.)
Meals
Other snacks

Fig.2.2 Counter service establishment's common fast food offerings
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UNIT 2.2: Product Knowledge - Beverages
Unit Objectives
At the end of this unit, you will be able to:
1. List various types of tea and coffee usually served in counter service establishments
2. Explain the various types of non-alcoholic beverages commonly served in counter service food
and beverage establishments

2.2.1 Beverages
Some of the common beverages served in Counter Service Food and Beverage establishments include
the following:
1. Coffee
2. Tea
3. Cocoa or Hot Chocolate
4. Energy Drinks
5. Juices and juice based drinks
6. Milk and Milk based drinks
7. Smoothies
8. Flavoured drinks
9. Mocktails
10. Aerated waters and fountain drinks
1. Coffee
Coffee is made from the coffee bean, which is roasted, powdered and then infused with water and/ or
steam.
Coffee can be had with or without milk. It is also served with cream, steamed milk, skimmed milk,
flavourings, etc.
Types of Coffee Drinks
Ÿ
Ÿ

Coffee can be identified as per the preparation or place of origin
Common countries from where coffee is found are Jamaica, India, Brazil, Colombia, Costa Rica,
Kenya, Ethiopia, etc.

Common Coffee Orders
Espresso: Espresso has no milk, just pure coffee. Hot water is forced through finely ground coffee to produce
a thick, strong drink. This is usually served as a single shot (30 ml) or a double shot (60 ml).
Americano (American): This is espresso shot that is diluted to taste with hot water.
Black coffee: Coffee served with no milk.
Cappuccino: Cappuccino usually consists of equal parts espresso, steamed milk, and frothed milk. All this
makes the coffee taste more diluted and weaker. Some coffee shops will sprinkle cinnamon or flaked
chocolate on top and others will add more milk than others.
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Flavoured coffee: The flavour can be a mix of syrups, spices (e.g. cinnamon), flavourings (e.g. hazelnut)
or nutmeg that are added to the coffee and give coffee a different taste.
White coffee: A black coffee with milk added.
Cafe Latte: Cafe Latte has more milk than a cappuccino. It is one-part espresso with at least three to five
parts of steamed hot milk with a small amount of froth on top. Latte in Italian means 'milk'.
Café au Lait: Similar to 'Caffe Latte' with an equal milk to coffee in the ratio of 1:1, it is made from brewed
coffee and not from espresso. The taste is milder and less intense due to it consisting 50% milk.
Cafe Macchiato: A shot of espresso with steamed milk added. The ratio of coffee to milk is approximately
4:1.

Frappe

Café latte

Cafe Macchiato

Cappuccino

Espresso

Filter Coffee

Café au lait

Iced coffee

Fig. 2.3 Types of coffees
Cafe Mocha: Quite popular with the ladies or after dinner coffee. It is one-part espresso with one-part
chocolate syrup and two or three parts of frothed milk.
Espresso con Panna: Another espresso that is topped with a small amount of whipped cream.
Espresso Granita: It is one shot of espresso that is mixed with a teaspoon of soft brown sugar and on this
is added a splash of brandy. It is then frozen, crushed and served in a tall glass with whipped cream.
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Frappe: This is a cold espresso and popularly ordered in some cafes in Europe and Latin America during
summer months. Generally prepared using 1-2 teaspoons of instant coffee with sugar, water and ice. The
brew is next placed in a long glass with ice and milk turning it into a big coffee milkshake.
Indian (Madras) filter coffee: The popular 'South Indian' filter coffee is made from fresh ground, darkroasted coffee beans. Coffee and chicory produce a sweet coffee that is served with milk. It is left for a few
hours to drip-brew in a traditional metal coffee filter. It is served with coffee to milk ratio of usually 3:1.
Instant coffee (or soluble coffee): This is freeze dried to make a powder, to be later infused with water. The
coffee is available in packets as granules or soluble powder.
Iced coffee: This is a regular coffee served with ice, and sometimes milk and sugar.
Irish coffee: It consists of coffee that has Irish whiskey, with added cream on top.

2. Tea
Tea, an aromatic beverage, is primarily made from infusion of fermented and processed tea leaves of a
tropical evergreen bush called Camellia Sinesis in hot water. It is one of the most widely consumed
beverages in the world. Major tea producing countries are China, India, Kenya, Sri Lanka and Turkey.
Tea is commonly categorised on the basis of the techniques with which it is produced and processed.
1.
2.
3.
4.
5.
6.

Green Tea- unwilted and unoxidised
White Tea- wilted and unoxidised
Black Tea- wilted, crushed and fully oxidised
Oolong Tea-wilted, bruised, and partially oxidised
Herbal Tea- combination of boiling water and dried fruits, flowers or herbs
Post-fermented Tea- green tea that has been allowed to ferment/compost

Oolong Tea

Herbal Tea

Fig. 2.4 Types of tea
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Tea is available in many forms today including and may be served with milk, lemon or had without any
additives.
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Leaf tea
CTC (Crush, Tear, Curl)
Tea Bags
Fannings
Tea Dust
Compressed Tea
Instant Tea

Fig. 2.5 Types of tea

Common teas include:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Assam
Darjeeling
Ceylon
Green Tea
English breakfast
Earl Grey
Jasmine
Camomile
Masala Tea
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3. Cocoa or hot chocolate
Hot chocolate is also known as hot cocoa or just cocoa or chocolate
milk. It is a hot beverage consisting of chocolate or cocoa powder, hot
milk or water, and sugar.
Drinking chocolate is similar to hot chocolate, but is made from melted
chocolate shavings or paste rather than a powdered mix that's soluble
in water.
4. Energy and sport drinks

Fig. 2.6 Hot Chocolate

Energy drinks are usually caffeine based drinks that usually include
sugar, herbs, vitamin supplements, flavourings, etc. These are
marketed to people with active lifestyles especially those participating
in sport and such strenuous training and activity.
Common energy drinks include Red Bull, Pepsi Max, Lucozade,
Mountain Dew Energy, etc.
5. Juices
Natural juices and juice based drinks: Natural juices include juices
of fruits and vegetables such as coconut water, tomato juice,
pineapple juice, orange juice, apple juice, litchi juice, cucumber
juice, etc.
Juice based drinks also include nectars and other still drinks.
Juice is naturally contained in fruit or vegetables. It is prepared by
mechanically squeezing or macerating fresh fruits or vegetables.
Juice is always 100 % fruit juice.
Nectar is also made from fruit or vegetables but with 25%-99 % juice
content and usually with added sugar.
Still drinks contain 0%-24 % juice content in fruit, vegetable or other
flavours.

Fig. 2.7 Energy and Sports Drink

Fig. 2.8 Fruit Juice

6. Milk and dairy based drinks
This includes flavoured milk, buttermilk, lassi, milk shakes, etc. These may be sold bottled or made fresh.
Flavoured milk: Usually may be flavoured with essence and colour. Common flavourings include Vanilla,
Strawberry, Pistachio and Almonds, etc.
Buttermilk: Originally was the liquid leftover after the churning of butter from the milk. Now commercial
production has resulted in production of this by introducing lactic acid bacteria.
Lassi: It is a popular yogurt (dahi) based drink that may be served sweet or salted, sometimes with added
flavourings like masala. Now commercially available in tetra-packs and also available freshly prepared in
eating establishments.
Milk Shakes: These are usually made by blending flavoured ice-cream into the milk or original pulp and
flavourings of fruits, etc. into sweetened milk.
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Fig. 2.9 Banana & Strawberry milkshakes

1. Common and popular shakes include Chocolate, Coffee, Mango, Vanilla, Strawberry, Butterscotch,
Banana, Chickoo, etc.
2. People conscious of weight might choose to use skimmed milk for these shakes.
7. Smoothie
A smoothie (occasionally spelled smoothee or smoothy) is a thick beverage made from blended raw fruit
or vegetables. This is blended with other ingredients such as dairy products e.g. milk, yogurt, low fat or
cottage cheese and whey powder) or sweeteners (e.g. honey, sugar and syrup), or other liquids such as
water or juice, plant milk, etc. Flavourings such as nuts, nut butter, seeds, tea, chocolate, herbal
supplements, or nutritional supplements may be added.
A smoothie containing dairy products is similar to a vegetable milkshake, though the latter typically
contains less fruit and often contains ice cream. (Source: Wikipedia)

Fig. 2.10 Assortment of fruit smoothies
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8. Mocktails
Non-alcoholic mixed drinks are called mocktails; the term is derived as opposed to cocktails which are
alcohol based mixed drinks.
Popular classic mocktails include:

Fig. 2.11 Fruit punch

Shirley temple: This usually is made with orange juice (or lemon soda) combined with ginger ale,
grenadine syrup and garnished with a cherry.
Fruit punch: This is usually made with a mixture of fruit juices (mango, pineapple, orange) with
grenadine syrup, lemon juice and fresh cream.
Virgin Mary: Derived from the Bloody Mary, that is a popular cocktail containing Vodka, tomato juice,
and usually other spices or flavourings such as Worcestershire sauce, Tabasco sauce, celery, salt, black
pepper, cayenne pepper, lemon juice, and celery salt. Virgin Mary is the same drink without the Vodka
(Alcohol).
Virgin pina colada: Derived from the piña colada, that is a sweet, rum-based cocktail made with rum,
cream of coconut, and pineapple juice, usually served either blended or shaken with ice. It may be
garnished with a pineapple wedge or a maraschino cherry or both. Virgin pina colada is the same drink
without the rum (alcohol).
9. Aerated waters: Aerated drinks include a carbonated base
(water), flavouring and a sweetener. These usually include
colas, soda, orange flavoured drinks, lime flavoured drinks, etc.
A club soda is also known in places as sparkling water.
Common brands of aerated waters include:
Coca Cola, Seven Up, Thumbs up, Mountain Dew, Soda, Diet
Soda, etc.
Fig. 2.12 Virgin pina colada
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UNIT 2.3: Product Knowledge - Food Items
Unit Objectives
At the end of this unit, you will be able to:
1. List various types of food items served in common counter service establishments
2. List various types of common salads and dressings
3. Identify various types of sandwiches commonly served in counter service establishments

2.3.1 Commonly Served Food Items
Various categories of food items served in counter service food establishments include:
Ice Cream and Sundaes
The sundae is an ice cream dessert. It usually consists of one or more scoops of ice cream and a topping of
sauce or syrup, and in some cases other toppings including dry fruits sprinkles, whipped cream, cherries, or
other fruits (e.g., bananas and pineapple in a banana split.).

Fig. 2.13 Banana split

Salads: A salad is a dish consisting of small pieces of food that may be raw or cooked, which may be mixed or
served with a sauce or salad dressing. They are typically served cold. Salads can combine a variety of foods
including vegetables, fruits, cheese, cooked meat, eggs, grains and nuts. The sauce used to flavour a salad is
commonly called a salad dressing; well-known types include French, Thousand Island, and Vinaigrette.
Vinaigrette comes in many varieties; one version is a mixture of olive oil, balsamic vinegar, herbs and
seasonings.
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Fig. 2.14 Assorted salads

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Bean salad
Broccoli slaw
Caesar salad
Caprese salad
Coleslaw
Egg salad
Fattoush
Gado-gado
Greek salad
Macaroni salad
Niçoise salad
Pasta salad
Potato salad
Russian Salad
Tuna salad
Waldorf salad

Dressings:
Sauces for salads are often called "dressings".
Common salad dressing are usually of two types:
Ÿ
Ÿ

Vinaigrette;
Creamy dressings, usually based on mayonnaise or fermented milk products, such as yogurt, sour
cream, buttermilk;
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Vinaigrette: This is a mixture (emulsion) of salad oil and vinegar, often flavored with herbs, spices, salt,
pepper, sugar, and other ingredients.
The following are examples of common salad dressings:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

French dressing
Honey Dijon
Hummus
Italian dressing
Russian dressing
Tahini
Thousand Island dressing
Vinaigrette

Sandwiches: A sandwich is a food item that has one or more slices of bread with other foods such as
vegetables, sliced cheese or meat, placed on or between slices of bread. The bread can be used plain,
toasted or grilled. It can also be coated with one or more condiments such as mayonnaise or mustard to
enhance the flavours and texture. Sandwiches are also widely sold in restaurants and cafes, and are
sometimes served hot as well as cold.
Types of common sandwiches

Fig. 2.15 BLT Sandwich
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Fig. 2.16 Club Sandwich

.
.

.

39

Participant Handbook

Fig. 2.17 Egg Sandwich

Fig. 2.18 Falafel Sandwich
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Fig. 2.19 Ham and cheese Sandwich

Fig. 2.20 Hamburger
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.

Fig. 2.21 Panini Sandwich
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Fig. 2.22 Peanut butter and jelly sandwich

Fig. 2.23 Shawarma
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Fig. 2.24 Vada Pav
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Fast food: Fast food can refer to any meal with low preparation time, but typically the term refers to food
that has preheated or precooked ingredients, and served to the customer in a packaged form for takeout/take-away in a restaurant or store. Though commonly many fast food items can be served to be eaten
on premises as well. These items include things such as Burgers, Hot-dogs, Samosa, Fries, etc.
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Summary
Counter sales and service executives need to have knowledge of the establishment, products and
processes in order to carry out their job effectively.
Common establishments that use counter service
1)

Quick Service Restaurants: A fast food restaurant, also known as a QSR.

2)

Cafeterias: A cafeteria is a type of food service location in which there is little or no waiting staff or
table service

3)

Snack bars: This usually refers to an inexpensive food counter characterised by being part of a
permanent structure, where any type of snack foods and light meals are sold.

4)

Movie theatres: Movie theatres also often have a counter and/or self-service facilities for buying
snacks and drinks in the movie theatre lobby.

5)

Coffeehouses: A coffeehouse, coffee shop, or café (sometimes spelled cafe) is an establishment
which primarily serves hot coffee, related coffee beverages (e.g., café latte, cappuccino, espresso),
tea, and other hot beverages.

6)

Drive-through: A drive-through, or drive-thru, is a type of service where purchases can be made and
collected from within the vehicle itself. Drive through business allows customers to purchase and
collect products without leaving their vehicles.

Common food and beverage items :

Beverages

Food

1) Tea
2) Coffee
3) Other Non-Alcoholic beverages (Shakes,
Smoothies, Juices, Flavoured drinks,
Mocktails, etc.)
4) Aerated water and fountain drinks

1)
2)
3)
4)
5)

Ice-cream and sundaes
Salads
Sandwiches
Fast food (Burgers, Hot-dogs, Fries,
Bakery products (Muffins, Pastries,
Twists, Cookies, etc.)
6) Meals
7) Other snacks

Beverages
Coffee
Coffee can be identified as per the preparation or place of origin
1.
2.
3.
4.
5.
6.
7.
8.
9.

Common Coffee Orders
Espresso
Americano (American)
Black coffee
Cappuccino
Flavoured coffee
White coffee
Café Latte
Cafe au Lait
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10.
11.
12.
13.
14.
15.
16.
17.
18.

Cafe Macchiato
Cafe Mocha
Espresso con Panna
Espresso Granita
Frappe
Indian (Madras) filter coffee
Instant coffee (or soluble coffee)
Iced coffee
Irish coffee

Tea
It is one of the most widely consumed beverages in the world. Major tea producing countries are China,
India, Kenya, Sri Lanka and Turkey.
Type of Tea:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Green Tea- unwilted and unoxidised
White Tea- wilted and unoxidised
Black Tea- wilted, crushed and fully oxidised
Oolong Tea-wilted, bruised, and partially oxidised
Herbal Tea- combination of boiling water and dried fruits, flowers or herbs
Post-fermented Tea- green tea that has been allowed to ferment/compost

Cocoa or hot chocolate
Hot chocolate is also known as hot cocoa or just cocoa or chocolate milk. It is a hot beverage consisting of
chocolate or cocoa powder, hot milk or water, and sugar.
Energy and sport drinks
Energy drinks are usually caffeine based drinks that usually include sugar, herbs, vitamin supplements,
flavourings, etc.
Juices
Ÿ Natural juices and juice based drinks: Natural juices include juices of fruits and vegetables such as
coconut water, tomato juice, pineapple juice, orange juice, apple juice, litchi juice, cucumber juice,
Ÿ Juice is naturally contained in fruit or vegetables. It is prepared by mechanically squeezing or
macerating fresh fruits or vegetables. Juice is always 100 % fruit juice.
Ÿ Nectar is also made from fruit or vegetables but with 25%-99 % juice content and usually with
added sugar.
Ÿ Still drinks contain 0%-24 % juice content in fruit, vegetable or other flavours.
Milk and dairy based drinks
This includes flavoured milk, buttermilk, lassi, milk shakes, etc. These may be sold bottled or made fresh.
Smoothie
A smoothie (occasionally spelled smoothee or smoothy) is a thick beverage made from blended raw fruit
or vegetables with other ingredients such as water, ice, dairy products or sweeteners.
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Ÿ
Ÿ
Ÿ
Ÿ

Shirley temple
Fruit punch
Virgin Mary
Virgin pina colada

Aerated waters: Aerated drinks include a carbonated base (water), flavouring and a sweetener.
Food Items
Ice-cream and sundaes: The sundae is a sweet ice cream dessert.
Salads: A salad is a dish consisting of small pieces of food, which may be mixed with a sauce or salad
dressing. They are typically served cold.
common Types of salads are:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Bean salad
Broccoli slaw
Caesar salad
Caprese salad
Coleslaw
Egg salad
Fattoush
Gado-gado
Greek salad
Macaroni salad
Nicoise salad
Pasta salad
Potato salad
Russian Salad
Tuna salad
Waldorf salad

Dressings:
Sauces for salads are often called "dressings".
Examples of common salad dressings:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

French dressing
Honey Dijon
Hummus
Italian dressing
Russian dressing
Tahini
Thousand Island dressing
Vinaigrette

Sandwiches: A sandwich is a food item consisting of one or more types of food, such as vegetables,
sliced cheese or meat, placed on or between slices of bread, or more generally any dish wherein two
or more pieces of bread serve as a container or wrapper for some other food.
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Fast food: Fast food can refer to any meal with low preparation time, but typically the term refers to
food that has preheated or precooked ingredients, and served to the customer in a packaged form for
take-out/take-away in a restaurant or store. Though commonly many fast food items can be served to
be eaten on premises as well. These items include things such as Burgers, Hot-dogs, Samosa, Fries,
etc.
Bakery products: A number of counter service establishments especially coffee houses serve bakery
items along with tea, coffee and other beverages.
Meals: Some counter service establishments serve meal items which may be a combination of the
above or items such as Dosas, Chole Bhature, Matar Kulcha, Pasta, Puri Bhaaji, etc.
Other snacks: These may include chicken wings, various kebabs, dhoklas, chaat, sweets, etc.
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Exercise
1. Fill in the blanks with “Tea” or “Coffee”
a. ____________ Mocha
b. Oolong ____________
c. Camomile ____________
d. Lemon ____________
e. White ____________
2. From the following select the odd one out
Cappuccino, Frappe, Virgin Mary, Granita, Iced Coffee
(Hint: The one which is not coffee)
3. Give three examples of Salad dressings

4. Match the following:
1. Smoothie

Non alcoholic mixed drinks

2. Mocktail

contain 0%-24 % juice content in fruit,
vegetable or other flavours.

3. Nectar

thick beverage made from blended raw fruit or
vegetables and other ingredients such as milk,
yoghurt, ice, water, juice, sweeteners, etc.

4. Still Drink

5. Café Mocha

6. Café Macchiato

7. Café Latte

It is one-part espresso with one-part chocolate
syrup and two to three parts of frothed milk.

It is one-part espresso with at least three to
five parts of steamed hot milk with a small
amount of froth on top.
made from fruit or vegetables but with 25% 99 % juice content and usually with added
sugar.
A shot of espresso with steamed milk added.
The ratio of coffee to milk is approximately
4:1.
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5. List at least 7 different types of sandwiches with their ingredients and description

Name of Sandwich

Ingredient

Description
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Notes
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Unit 3.1 – Single Point - Counter Service
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Key Learning Outcomes
At the end of this module, you will be able to:
1. Explain the various tasks undertaken by a Counter Sales Executive in common Food and Beverage
Establishments
2. Explain the menu and offerings to the customer accurately
3. Handle special requests as per organizational standards
4. Take orders in a professional manner
5. Ensure orders are served as per standards
6. Carry out table clearance in a professional, safe and efficient manner
7. Ensure the counter is maintained as per standards
8. Handle complaints and receive feedback ensuring customer satisfaction
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3.1: Single Point - Counter Service
Unit Objectives
At the end of this unit, you will be able to:
1. Explain the various tasks undertaken by a Counter Sales Executive in common Food and
Beverage Establishments
2. Explain the menu and offerings to the customer accurately
3. Handle special requests as per organizational standards
4. Take orders in a professional manner
5. Ensure orders are served as per standards
6. Carry out table clearance in a professional, safe and efficient manner
7. Ensure the counter is maintained as per standards
8. Handle complaints and receive feedback ensuring customer satisfaction

3.1.1 Single Point - Counter Service
Counter service restaurants are the restaurants where the customer orders and pays at the cash register and
then may pick up their order at the food counter. These restaurants are limited in their service as mostly the
order is placed on a tray which the customer may take to their seat or in some establishments is served on
the seat.
The role of a Counter Sale Executive in common Food and Beverage establishments restaurant can be
divided mostly into three roles:
Order taking and cashiering
1. Compiling the order and placing it on the pick-up counter or in trays
2. Clearing tables at customer seating

Fig. 3.1 Single point Counter Service
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Key points to follow for good customer service in each of the roles are as follows:
1. Order taking and cashiering
Order taking
Order taking has the following important parts:
Being ready to serve the customer
Greeting the customers, managing the queue
Explaining offerings and taking the order
Operating the Point of Sale system to process the order and generate the invoice
Placing the order
Assembling and/or serving the order
Being ready to serve the customer
Ÿ Always ensure the counter is clean and stocked ready for service.
Ÿ Ensure the counter is manned and ready for order taking and
serving customer.
Ÿ Appear enthusiastic and willing to serve. Avoid slouching and
appearing bored, tired or unhappy.
Ÿ Do not have hand in pockets.
Ÿ Ensure personal hygiene and workplace hygiene is of a high Fig. 3.2 Smiling counter sales person
standard and all related guidelines are adhered to.
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Greeting the customers, managing the queue
The following points should be born in mind while welcoming customers
prior to order taking:
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Always acknowledge the approaching customer. This makes the
customer feel important and makes them assured that they have
been noticed and will be served. This is especially important when
there are a number of customers waiting to be served.
Fig. 3.3 Acknowledging customers
Smile and wish the customer the time of the day.
In case, the customer will have to wait, assure the customer that you will be with them shortly. If
possible, inform them the amount of time it will take to take their order.
Sometimes it may be wise to direct customer to a waiting area in case it is going to take some
time.
In case there are multiple queues, it may be wise to direct customers to queues that may be
shorter or are being serviced faster.
Communicating with the guest whether verbally, or through gestures of acknowledgment when
they are at a distance, is always important for rapport building and customer satisfaction.
Do not waste time in non-essential tasks, unnecessary chit-chat when guests are waiting to be
served. Avoid unnecessary phone calls and keep conversations brief to save time.
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Explaining offerings and taking the order
The following points should be borne in mind while taking orders:
Ÿ
Ÿ
Ÿ

Ask the customers what they would like to have.
Suggest items in line with their inclination and interest.
Explain popular items, specials, combinations, etc.

Ÿ

offers and discounts
Explain all variations available, and try to upsell by
suggesting combos, side dishes, drinks, larger sizes, promotional items, etc.
In case customers are taking time at the counter you may request them to step aside and let
others in queue first before coming back once they have made up their mind.
Do not over sell by repeating recommendations after it has been refused by the customer.
Once the guest orders ensure to ask for any special instructions or requests. Bear in mind
these instruction especially if relate to allergies and other food preferences of the customer
can have serious consequences if not followed and adhered to.
Repeat the order once the customer mentions what they want. Ensure to repeat not just the
item/s ordered but the size, quantities and any special requests or instructions given by the
guest.
Check with the customers whether they will have their order here or is it to be packed (on the
go). Pass on instructions accordingly.
Inform the guest about the approximate time it may take for the order to be served.
Thank the customer and directing the guests to seating or order pick area as may be the case.
Sometime order token numbers or order numbers are given to the customer. Some tokens are
to be placed on the table of the customer and the customer should be informed of the same.
Customers attention should be drawn to counters that may display order numbers that are
ready to be picked up where this system is used.
Be polite to customers at all times, irrespective of the rush in busy hours.

Fig. 3.4 Inform guest of special

Ÿ
Ÿ
Ÿ

Ÿ

Ÿ
Ÿ
Ÿ

Ÿ
Ÿ

Operating the Point of Sale (POS) system to process the order and generate the invoice
The following points have to be borne in mind while operating the Point of Sale System:
Ÿ Do not share your passwords with anyone
Ÿ Memorise the codes that are used for various items. Usually these are also pasted or marked on
the point of sale keys
Ÿ Be aware of authorized discounts on orders and apply these where applicable.
Ÿ Handle the point of sale system gently without banging on the keys
Cashiering
Keep the cash register locked at all times.
Do not leave it unattended at any time.
Check and only accept authorized coupons or gift cards for discounts and payments.
If the coupon or gift card is fraudulent, retain it and inform the supervisor. In case the coupon
is past date then respectfully inform the customer and pass it back to them.
Ÿ Ensure that each used coupon is marked and defaced after usage and stored correctly in its
appropriate place.
Ÿ On taking the order and ringing it in the cash register, Inform the customer of the total
amount of the order they need to pay. Collect payment in cash, coupon or card.
Ÿ
Ÿ
Ÿ
Ÿ
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Ÿ

Ÿ

Ÿ

Ÿ
Ÿ

Ÿ
Ÿ
Ÿ

Tender correct change, use the cash register to
calculate the change instead of doing it mentally. This
tends to avoid errors.
When change is not available, as per organizational
policy sign an IOU on the receipt and ask the
customer to collect the same before leaving.
Handover receipt and order token where applicable
to the customer and tell them approximately how
much time it will take to serve their order. Also
Fig. 3.5 Printing of Invoice
explain to them where to collect their order from.
After completing the transaction say “Thank you” to the customer
Acknowledge the completion of the order by placing the tray or bag in front of the customer.
Point the customers towards where they can collect sugar, ketchup, straws, etc. from as per
service design.
Greet and call the next customer to the register area
At the beginning and at the end of the shift tally the till amount with the cash at hand and the
credit card receipts.
Any discrepancies must be highlighted to the supervisor and resolved.

Fig. 3.6 Sales Reconciliation at the End of Shift

Placing the order
The order is usually communicated to the kitchen using a kitchen order ticket and verbally.
Special instructions are passed on to the kitchen and the person compiling the order as well. It is
important to get confirmation from the order assembler/ compiler that the special instructions are
received and understood.
This is important as not following special instruction can on occasions have serious consequences,
especially where the special instructions are in consideration of health and serious health conditions
of the customer.
It is also important to place orders in the sequence it is taken, in order to not have customers who
ordered earlier get their orders later.
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Ÿ Sometime different parts of the order may have to be ordered or communicated to different
people/parts of the kitchen.
Ÿ One must tick if possible each item of the order, as these are communicated and acknowledged
by the respective kitchen personnel, to mark no omissions have taken place.
Ÿ One will also communicate whether the order or part of it is to be packed or whether or whether
it will be consumed at the outlet.
2. Assembling and/or serving the order
Ÿ Prepare to assemble the order by keeping the tray ready for the order.
Ÿ A copy of the invoice/order is usually placed under or over the tray to indicate what needs to go
on to it.
Ÿ Items may be placed on the tray in organization specified order. This may include placing the
following items on trays:
a) Tray mat
b) Cutlery (disposable or reusable)
c) Napkins
d) Accompaniments (condiments and pickles)
e) Food order items
f) Beverage order items
g) Straws or other required items
Ÿ While assembling the order one must ensure all items on the order are on the tray, by cross
checking with the order.
Ÿ All special requests and instructions have been checked that these have been complied with in
full. Any deviations must be brought to the notice of the server and the customer.
Ÿ Confirm the order number and that the order is being served to the right customer. Check with
the customer all items are as per order, by naming all the items and pointing them out to the
customer.
Ÿ Where the service is done on the table the table number/token number should be tallied with
the order. The items should be placed on the table while confirming with the guest all items are
as per order and all special instructions have been complied with.
Ÿ Thank the guest and wish them an enjoyable time.

Fig. 3.7 Enjoy your meal phrases in different cultures
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In some establishments different personnel have different roles and there are designate personnel for
dishing out the order and to attend to tables. Given below are considerations and points these personnel
have to bear in mind:
Dishing out the Order
Ÿ It is important to read and hear the order correctly.
Ÿ All special instructions must be followed.
Ÿ Ask for replenishments from the kitchen where
required.
Ÿ Ensure the right order and ingredients are replenished in
the correct containers or place.
Ÿ Handle food with appropriate food grade gloves only.
Fig. 3.8 Replenishing food raw material
Ÿ Avoid contact of cooked and uncooked food, to prevent
cross contamination.
Ÿ Do not mix vegetarian a non-vegetarian foods and
orders. Use separate containers, cooking utensils,
handling tools and gloves for vegetarian and nonvegetarian items. Also ensure that cooking oils and
mediums used for vegetarian and non-vegetarian items
are not mixed and cross utilized.
Ÿ Ensure the correct items are collected as soon as
possible.
Ÿ Efficiently and neatly assemble the order.
Fig. 3.9 Assembling the order
Ÿ Count and confirm the correct order is picked up in the correct order.
Ÿ Place it on the table safely and ensuring that items do not spill or get mixed with other items
on the tray or counter.
Ÿ Announce clearly the order once the order pick-up and assembly is complete.
Ÿ Handover to the counter staff or customer, repeating the order.
Ÿ Take away orders should be packed as per organizational standards, neatly in bags, etc. The
mouth is usually folded to avoid spills. Markings may be made where required, to indicate
what is packed inside and order reference.
Ÿ For customers, inform them of any straws, condiments and accompaniments that they can get
from vending machines or other designated areas. Help them where required.
Ÿ Get a confirmation from the customer or counter staff that they are okay with the order.
Ÿ Thank them and move on to the next task.
3. Table attendants
Ÿ Customers should be greeted as they enter the restaurant, the dining room or the order
taking area.
Ÿ Customers should be assisted in finding seats during peak periods.
Ÿ Senior citizens should be assisted with carrying trays and being seated as required.
Ÿ Customers with small children must be assisted in the same manner.
Ÿ Avoid working around customers while they are eating or conversing. For example, do not
sweep or clean in these instances.
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Ÿ Clear the table of dirty dishes with consent of the customer.
Ÿ Ensure the area is clean of any spillages, waste, etc. This should be done promptly.
Ÿ Any cleaning with a liquid agent or water should be done with necessary 'Floor is wet' cautionary
signage
Ÿ One must also be sensitive to dining room comfort. Temperature, music level and window blinds
should be controlled and adjusted as needed.
Ÿ Trays should be cleared and made ready for re-use as soon as possible. Uncleared and dirty items
should not be left on the table.
Ÿ Condiments that are unused should be put in the designated places for possible reuse.
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Summary
Counter service restaurants are the restaurants where the customer orders and pays at the cash register
and then may pick up their order at the food counter. These restaurants are limited in their service as
mostly the order is placed on a tray which the customer may take to their seat or in some establishments
is served on the seat.
The role of a Counter Sale Executive in common Food and Beverage establishments restaurant can be
divided mostly into three roles:
1. Order taking and cashiering
2. Compiling the order and placing it on the pick-up counter or in trays
3. Clearing tables at customer seating
Order taking has the following important parts:
1.
2.
3.
4.
5.
6.
7.

Being ready to serve the customer
Greeting the customers, managing the queue
Explaining offerings and taking the order
Operating the Point of Sale system to process the order and generate the invoice
Cashiering
Placing the order
Assembling and/or serving the order

Other roles include:
Dishing out the order and clearing tables
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Exercise
1. List at least 5 points to be borne in mind for preparing to serve customers.

2.

Explain the importance of complying with special instructions of customers while taking and
serving orders.

3. When there are many guests waiting to be served, explain what steps should be taken to
ensure customer satisfaction?
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Key Learning Outcomes
At the end of this module, you will be able to:
1.
2.
3.
4.

List various machines used in common counter service food establishment
Operate various machines used in a common counter service food establishment
Maintain the various machines as per standards and requirements
Maintain various stocks and records as per requirement
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Unit 4.1: Vending and Other Machines
Unit Objectives
At the end of this unit, you will be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.

List various machines used in common counter service food establishment
Wear appropriate personal protective clothing as per manufacturer's guidelines for operating
the machine
Plug-in, switch on and off the vending machine safely
Clean the various parts of the machine appropriately prior-to and after use
Load and unload components and ingredients safely and accurately
Calibrate the machine as per specifications
Test machine for proper functioning
Operate the machine to deliver standard products
Maintain cleanliness at all times while operating the machine
Replenish ingredients as per manufacturers' and organisation's guidelines
Address any malfunction or safety issues in a timely manner as per manufacturers' and
organization's policies and procedures
Maintain cleanliness and functioning of the machine as per maintenance and cleanliness
schedule
Maintain records as per organization's policies and procedures

4.1.1 Vending and Other Machines
Food and Beverage Service staff can be employed in coffee shops, office canteens, restaurants, and railway
stations etc. where part of their jobs would be to prepare, operate and maintain vending machines.

Fig. 4.1 Coffee Vending Machine
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Vending machines if not operated and maintained properly can result in problems such as unhygienic
products, non-standardised delivery, danger to self and others and reduced life of equipment. These result
in not just monetary loss to the business but also poor customer experience and health & safety concerns.
Good knowledge of the vending machine could be a key to the efficiency and productivity of the service
staff, especially if their role is to serve beverages etc., prepared from the vending machines.
Food and Beverage Vending Machines
Food and beverage vending machines can broadly be of two types:
Ÿ
Ÿ

Machines that vend out pre-packaged food and beverages
Machines that vend out food and beverages that are freshly served

The first category of machines is commonly used to dispense snack bars, aerated beverages,
chocolates, etc.
The second category of machines commonly are used to dispense ice-creams, tea and coffee, etc.

Fig. 4.2 Ice Cream Vending Machine
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The following points should be borne in mind when using these machines:
Positioning and placement:
Vending machines should ideally be placed close to a wall, the back panel should be at a minimum distance
of 4 cm from it to ensure correct ventilation. Vending machines to be located in well-lit and clean areas.
The machine must never be covered. The machine should be positioned straight and should not be at an
incline.
Cleanliness and maintenance:
The water and food contact parts of vending machines require regular cleaning to minimise cross over of
flavours between drinks and food items. This is also required to reduce bacterial growth on surfaces.
All vending machines and their products shall be handled by clean hands and by professionals
wearing protective clothing and gloves where required
Ÿ Places where vending machines are stored should be clean and under pest control.
Ÿ The surfaces of the vending machines should be cleaned regularly
Ÿ

Fig. 4.3 Cleaning Coffee Machine Surfaces

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Only biodegradable products should be used to clean the machines
Parts which store water for mixers should be cleaned and sanitized at least once a week
Cleaning schedules should be updated regularly and adhered to without fail and exception
Vending machines require regular cleaning and maintenance for long-lasting working capability.
The service staff must clean the various parts of the machine appropriately prior-to and after use.
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Following are some instructions and basic steps which must be followed while cleaning vending machines:
Switch off the vending machine before cleaning it.
Carefully unlock the internal doors to get access to the internal of the vending machine.
Wipe and clean the shelves inside the vending machines.
Clean every area of the machine from doors to bottom tray and dry them simultaneously with a
dry soft towel.
Ÿ Never use any abrasive or rough glass cleaners for cleaning the inside glass doors.
Ÿ Set and replace all products inside the vending machine once the cleaning is over.
Ÿ After closing the door, also clean the outside of the machine .
Ÿ
Ÿ
Ÿ
Ÿ

Equipment used for cleaning vending machines include:
Ÿ
Ÿ
Ÿ

Plastic spraying bottle: to squirt and spray cleaning solutions
Spry nozzles: for spraying different parts of the vending machines (as and when required)
Dry soft towels: to wipe wet and damp surfaces

It is essential that all machine operators wash hands after a work break and after using the toilet. It is also
important that cleaning cloths are regularly cleaned and sanitised. Dirty and infected cleaning cloths are a
very common source of contamination.

Fig. 4.4 Using a clean cloth for wiping
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Loading and Operating Vending Machines:
Packaged food products should be purchased and stored in sanitary cartons or packages which
protect the containers from contamination and keep the food and beverage items safe
Ÿ Any high pressure cylinder or package should be handled with care and not be given sudden jolts
and saved from impact from mishandling. One has to ensure these are not punctured during
handling.
Ÿ Machines should be loaded as per manufacturer's instructions adhering to maximum and
minimum limits as may be specified and marked on containers.
Ÿ For coffee and tea vending machines, water refilled should be safe and filtered.
Ÿ

All ingredients being used should be within their 'Best By' date (expiry date).

Fig. 4.5 Expiration dates on food and beverage containers

Ÿ
Ÿ
Ÿ
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ

Plug-in, switch on and off the vending machine safely.
Ensure frayed or naked wires are reported and addressed as soon as
possible.
Any sign of damage or burnt wires, should be reported immediately and
such sockets should not be used.
Ensure all gauges and indicators are monitored regularly to ensure the
machine is working as expected and is safe. These ensure the temperature,
pressure, levels of ingredients, etc. are maintained as per requirement.
Operate the machine with clean hands and using the right personal
protective equipment such as aprons, shoes, etc.
Do not use objects to press buttons on the machine. Always press buttons
with fingers using a soft touch.
Operate the machine as per instructions including time specified,
quantities specified, temperatures and pressures specified.
Test the product for consistency and meeting standards when using for the
first time.

Fig. 4.6 Burn indications

Fig. 4.7 Use fingers with soft touch to operate buttons
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Fig. 4.8 Test the product before commencing order dispensing

·

Wait till the whole drink is poured and ensure that the drips at the end of the pour are
captured in the cup.

Fig. 4.9 Ensure the whole drink is dispensed before removing the cups

·
·

The drip capture at the bottom of pouring area should be emptied regularly to avoid
overflowing.
Discard waste as per standard procedures hygienically and in a timely manner.

Fig. 4.10 Discarding waste from the vending machine
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Switch the machine off during periods of inactivity, thus achieving considerable energy
savings.
Ÿ Adopt practices and measures to ensure food is stored under appropriate hygienic conditions
Ÿ Before displacing or removing any machine part or product from the vending machine, one
must know and be confident of the position and technique that will be required for putting
the part or product back to their original positions in the machine.
Ÿ

Troubleshooting:
Machine malfunctioning may occur during operations and may be caused due to:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Inadequate power supply or when they are on the same circuit with other machines.
Inappropriate usage of the machine or physical damage.
Regular wear and tear.
Sometimes food and beverage items gets rotten inside the vending machine which gets
contaminated and draws insects and rodents.
Improper fixing of parts and containers.

When such malfunctioning occurs in a vending machine it is necessary to call for its servicing and if it's
under warranty for parts/product replacement. This will help in its proper maintenance and will to
clear jams as well as provide product refills.
In case of breakdown of a vending machine perform the following steps manually:
Disconnect the power before servicing
Remove the food products and the beverages from the trays
Clean the interiors properly using an anti-bacterial solution
Re-fix and reinstall all the containers
Reload the products back into the vending machine
Ÿ Reconnect power and test vend for proper operation
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

In case of potential or actual malfunctioning of the vending machine, it is necessary to:
Unplug the vending machine from the electric circuit
Remove the various types of food products and beverages from inside the vending machine
Use an antibacterial solution and clean the interiors properly
Note down the purchase order and model numbers of the machine
Give a call to the service centre and issue the complaint giving the details of the vending
machine and the problem confronted
Ÿ If same problem was confronted before and it got serviced, then also provide the details
maintained in the record
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
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Record Keeping
The Counter Sale Executive may have to keep records of the following:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Time one comes on shift and took over the counter and time when the person handed over to
another and went off shift
Any replenishments made on vending machines
Any orders placed
Any malfunctions and subsequent action taken
Any complaints and feedback from customers
Levels of consumption of various items on vending machines
Any items indented from the store/back office, this may include paper rolls, straws, tissues,
condiments, etc.
Imprest money kept in the cash register

Other Machines and Appliances
1. Food reheating or finishing machines
Many counter service operations may require the counter executive to reheat or finish food items before
serving them. These may require them to operate various machines and equipment in order to complete
the procedures required. For example:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Hot Plate
Microwave
Grill
Fryers
Blenders
Pop-Corn machine

Fig. 4.11 Different appliances and machines used in fast food outlets (Popcorn machine, Deep Fryer and Microwave)
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While operating these the following has to be borne in mind.
The equipment must be clean and safe to use. This requires adherence to cleaning schedules and
cleaning as and when required to ensure the food is not contaminated when preparing.
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

One must also ensure that vegetarian and non-vegetarian foods and mediums are not mixed
or kept together to avoid cross contamination and prevent complaints from vegetarian
customers of non-vegetarian inclusions in food.
One must wear personal protective equipment in these to ensure personal safety. This may
include aprons, caps/hats, gloves, hard covered shoes, etc.
The machines should not have frayed or naked wires.
The electrical points should not be damaged and should be away from water and any
flammable materials.
Do not overload sockets.
Ensure the equipment is used for authorized purposes only.
Only use microwave approved containers and materials for reheating food in microwaves. This
also means no metal objects or pressurized objects to be kept in the microwave.
Do not place items in closed containers in the microwave.
Oil in fryers should be put up to safe and marked levels.
The oil should be changed regularly as per schedule. Reheated oil has potentially dangerous
consequences to be reused, and must be avoided.
Blenders should always be used with their lid on and tightly secured. Place one hand on top of
the lid to ensure it doesn't accidentally come off.
The blender container should itself be tightly secured on to the base to ensure it does not
come off during operation.
All equipment must be cleaned-out and dried off at the end of shift.
Appliances and machines must be switched off when not in use.

Fig. 4.12 Loose blender lid causing accident
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2. Packing Machines
Packing machines are used in many establishments to pack food. Packing machines are usually heated
machines which cause adhesion of the covering material to the container.
The following must be borne in mind while using packing machines.
Ÿ The machines should be clean and safe to use.
Ÿ The machines should not be in contact with materials that may conduct heat and melt.
Ÿ The right grade of materials must be used for packaging and temporary substitutes should not be
used.
Ÿ The temperature controls and all guidelines regarding operating must be followed.
Ÿ The machine should be switched off when not in use.
3. Point of Sale (POS)
Ÿ
Ÿ
Ÿ

The point of sale system requires careful operations.
Any malfunction should be reported immediately.
Any damaged wires should be addressed immediately and
reported. This not only is a safety hazard, but can cause stalled
Fig. 4.13 Damaged cable
operations in busy hours causing operational problems.

Ÿ

The point of sale system usually is operated by individual log-in passwords to account for
transactions made by a particular counter sales executive.
The machine is used to generate kitchen order tickets (KOTs) and Invoices.
The passwords for log-in should never be shared with others as these can be misused for fraud
and theft.
Passwords should be changed as per organization schedule and regularly.
Never leave the counter with the POS logged-in. One must always log-out when leaving the
counter for any given time.
One must ensure that the POS is never used with dirty hands and is kept clean. It should be
protected from spillages and other contamination.
The printers for KOT and Invoices should be loaded with paper rolls so as to ensure there are no
paper jams.
In case of any error that cannot be handled the manager/supervisor should be contacted
immediately.

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
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Summary
Good knowledge of the vending machine could be a key to the efficiency and productivity of the service
staff, especially if their role is to serve beverages etc., prepared from the vending machines.
Counter sales and service executives should remember that
Vending machines if not operated and maintained properly can result to following problems.
Unhygienic products, non-standardised delivery, danger to self and others and reduced life of
equipment.
Ÿ Including monetary loss to the business but also poor customer experience and health & safety
concerns.
Ÿ

Types of Food and Beverage Vending Machines
Machines that vend out pre-packaged food and beverages - used to dispense snack bars, aerated
beverages, chocolates, etc.
Ÿ Machines that vend out food and beverages that are freshly served- used to dispense icecreams, tea and coffee, etc.
Ÿ

Positioning and placement of a Vending Machine:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Vending machine should ideally be placed close to a wall.
The back panel should be at a minimum distance of 4 cm from wall for ventilation.
Vending machine must be located in well-lit and clean areas.
The machine must never be covered.
The machine should be positioned straight and should not be at an incline.

Cleanliness and maintenance of a Vending Machine:
The water and food contact parts of vending machines require regular cleaning to minimise crossover of
flavours between drinks and food items.
Always follow important steps (as mentioned in chapter) regarding usage of vending machine. Basic
steps must be followed while cleaning vending machines:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Switch off it before cleaning.
Carefully unlock the internal doors.
Wipe and clean the shelves.
Clean every area of the machine and dry them.
Never use any abrasive or rough glass cleaners for cleaning the inside glass doors.
Set and replace all products inside the vending machine once the cleaning is over.
After closing the door, also clean the outside of the machine.

Cleaning Equipment for Vending Machines
Ÿ
Ÿ
Ÿ

Plastic spraying bottle
Spry nozzles
Dry soft towel

Troubleshooting:
When, any malfunctioning occurs in a vending machine it is necessary to call for its servicing and if it's
under warranty for parts/product replacement.
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Food reheating or finishing machines:
Many counter service operations may require the counter executive to reheat or finish food items before
serving them. For example:
Ÿ
Ÿ
Ÿ
Ÿ

Hot Plate
Microwave
Grill
Fryers

Packing Machines
Packing machines are used in many establishments to pack food.
Ÿ The machines should be clean and safe to use.
Ÿ The machines should not be in contact with materials that may conduct heat and melt.
Ÿ The right grade of materials must be used for packaging and temporary substitutes should not be
used.
Ÿ The temperature controls and all guidelines regarding operating must be followed.
Ÿ The machine should be switched off when not in use.
Point of Sale (POS) system:
The point of sale system usually is operated by individual log-in passwords to account for transactions
made by a particular counter sales executive.
Some important steps given below to operate POS systems
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

The machine is used to generate kitchen order tickets (KOTs) and Invoices.
The passwords for log-in should never be shared with others.
Passwords should be changed as per organization schedule and regularly.
Never leave the counter with the POS logged-in.
One must ensure that the POS is never used with dirty hands and is kept clean.
The printers for KOT and Invoices should be loaded with paper rolls.
In case of any error that cannot be handled the manager/supervisor should be contacted
immediately.
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Exercise
1. What should be minimum distance between back panel and wall.
a.
b.
c.
d.

2 cm
5 cm
4 cm
7 cm

2. What is the correct full form of PoS?
a.
b.
c.
d.
3.

Point of Service
Payment of Service
Person on Service
Point of Sale

What is the POS machine used for by counter sales executives?
a.
b.
c.
d.

To record attendance of staff
To keep record of stock of machines and equipment
To record complain of customers
To generate kitchen order tickets (KOTs) and Invoices

4. Write down 5 important points to bear in mind while operating a vending machine.

5. Write down the Equipment used for cleaning vending machines
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Key Learning Outcomes
At the end of this module, you will be able to:
1.
2.
3.
4.
5.
6.
7.

Inform the guest the tax structure as applicable to food and beverage at the restaurant
Operate a Point of Sale system
Generate an invoice both from the POS and manually
Present the bill to the guest
Explain to the guest the credit policy of the establishment
Explain to the guest whether rates are inclusive or exclusive of taxes.
Inform guests of the establishment policy as applicable to acceptance of various forms of payment
forms of payment: credit card, debit card, cheque, cash, online payments, sodhexo passes, letter of
credit, post to room folio
8. Process various forms of payments as per organisation procedures
9. Calculate bill amounts and deliver exact change to guests
10. Thank guests for gratuities in a polite and professional manner, while accepting gratuities
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UNIT 5.1: Invoicing and Payment
Unit Objectives
At the end of this unit, you will be able to:
1.
2.
3.
4.
5.
6.
7.

Inform the guest the tax structure as applicable to food and beverage at the restaurant.
Operate a Point of Sale system.
Generate an invoice both from the POS and manually.
Present the bill to the guest.
Explain to the guest the credit policy of the establishment
Explain to the guest whether rates are inclusive or exclusive of taxes.
Inform guests of the establishment policy as applicable to acceptance of various forms of
payment: credit card, debit card, cheque, cash, online payments, sodhexo passes, letter of
credit and post to room folio.
8. Process various forms of payments as per organisation procedures.
9. Calculate bill amounts and deliver exact change to guests.
10. Thank guests for gratuities in a polite and professional manner, while accepting gratuities.

5.1.1 Invoicing and Payment
Key terms one must know with respect to billing:
Ÿ Service Charge: An additional charge for providing a service for which there is already a basic
price fee listed. At a restaurant or hotel service, it may involve an additional pre-fixed
percentage of the bill, being added to the total bill, often in lieu of tips. This is at the
discretion of the restaurant. It is banned in some states of India.
Ÿ Service Tax: A tax levied to a service provider for services rendered. This is charged by the
government. This is now being combined into a single standard Goods and Services Tax in and
across India.
Ÿ Tips/ Gratuity: Money left by the guest indicating gratitude, usually in exchange for a service
performed.
Ÿ VAT: Value added Tax: A tax charged by government for goods produced. This is now being
combined into a single standard Goods and Services Tax in and across India.
Accuracy of billing calculations
It is very important to avoid errors while calculating and processing payment as it is the major source of
revenue for the organization and the working would be substantially affected, if an accurate work is not
done. It also effect the reputation and can result in loss of customer for future businesses.
Ÿ Ensure that the correct costs are charged for the work done.
Ÿ The invoice amount must be doubly checked manually as well as with the help of the calculator.
Ÿ If the service is provided then its terms are strictly followed.
Ÿ The invoice amounts are mathematically correct.
Items in the invoice
The invoice must have the following information:
Ÿ Invoice number
Ÿ Invoice date and time
Ÿ Number of guests
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Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Number of guests
Complete and clear name/ description of the product or service and item numbers quantity
The total amount due, clearly indicated.
Taxes and other charges over and above item price
Discounts, if any
Payment terms
Name or code of the person raising the invoice
Any registration number of the establishment
Name of the establishment

Taxes
Ÿ

The service staff must know the tax rates applicable as VAT, luxury tax, service tax any other tax.
Usually Food and Beverage have different rate of taxes and imported alcoholic beverages and
domestic beverages are charged a different rate.

Fig. 5.1 Tax breakup

Ÿ
Ÿ

One must be well aware of the prevailing rates at all time to answer the guest.
Taxes are charged by the government and are required to paid in full even on discounted invoices.
These are non-negotiable for the institution to pay.

Types of payments
The payment can be made by the guest by various means – Credit card, debit card, cheque, cash,
credit terms, etc.

Fig. 5.2 Types of credit card/debit card
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Ÿ

Points to be considered while collecting payment through credit card/ debit card:
-

Credit/debit card number

-

Credit card/debit card type (e.g. AMEX, VISA, MASTERCARD, etc.)

-

Card-holders name as it appears on the credit/ debit card.

-

Credit/debit card expiry date.

Fig. 5.3 Front of the card

Ÿ The card usually has a magnetic strip or a chip which stores data that validates the customer
account
-

-

The customer once provides the card is inserted into the unit provided by the bank. Some
cards are PIN enabled and the customer is required to pin in their PIN to allow their card
being charged.
The charge once made, requires a charge slip to be printed in duplicate, the customer copy
and merchant copy. The customer copy is handed over to the customer and the
merchant copy is filed along with the customer invoice (retained copy) and processed
by passing on to the finance department.
Where the Card is not PIN enabled the charge slip needs to be signed by the customer
authorising the payment.

Fig. 5.4 Back of the card
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Ÿ

Points to be considered if payment is made on credit terms
-

Ÿ

Guests can be provided credit on the basis of their track record or their profile.
Credit is usually extended to companies and reputed institutions on the basis of a letter from
an authorised personnel in the company.
The letter requesting credit should be received well in advance of the dining occasion.
The finance department and the manager are usually involved in the decision making on
providing credit.
The should under no circumstance approve a request for credit.

Point to be considered if payment is made in cash. The following has to be kept in mind while
dealing with cash payments:
-

It is important to count the cash accurately and at least twice, both while receiving it and
while handing over change.
Always ensure that change is provided in full even if the change is a relatively low
amount. Do not assume that the change is tips or gratuity.
The cash must always be held securely in the cash till or box, and handed over to the
cashier immediately.
One must check the bills for avoiding accepting counterfeit notes and to ensure that the
bills are in acceptable condition.
Where in doubt the cashier should be consulted.

What is gratuity and how is it collected and distributed
Gratuities also known as Tips are payments or gifts provided by the customer, usually as a sign of their
gratitude and or pleasure of being served by the staff and establishment. Some guests leave this as a
customary gesture irrespective of whether they are pleased or not, while some guests may choose not to
leave behind any gratuities at the end of the meal.
Some establishments levy a service charge as a percentage of the overall bill amount, which formalises
the gratuities. The menu or the host/hostess usually informs the guest of such a charge.
The Counter Sale Executive should always thank the guest for gratuities and accept graciously or as
follow establishment policy and procedure in case there is one.
Usually service charge or gratuities are pooled and distributed among staff as per established norms.
Some establishment follow a point based system where senior staff gets a greater share of the gratuities
as compared to junior staff, whereas in other establishments these might be divided equally.

Fig. 5.5 Gratuity
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Preparation for invoicing
In preparation for invoicing and payment operations, the following things must be done:
Always login to the POS system using own User ID and password. Never operate other's User ID
and never share own password with anyone.
Ÿ Always maintain and check availability of adequate paper rolls for credit card machines, to avoid
being out of stock.
Ÿ

Always ensure the printer has enough supplies,
both paper and cartridges are adequately stocked.
Ÿ Familiarise oneself with issuing procedures in case
one runs out of supplies during operations.
Ÿ Ensure enough bill folders are available to present
the bills in.
Ÿ

Fig. 5.6 Invoicing

Always be aware of current promotion and discounts and the implications for billing
Credit and Debit card companies usually have tie-ups with restaurants for discounts, one must be
aware of these and should inform guests of the same before the billing is done so the discounts
can be accommodated in the bill.
Ÿ One should not be reluctant to get the bill done again if the customer provides eligibility for
discount even after the bill is raised. This may be on account of a loyalty programme, holding
relevant credit/debit cards or due to holding any other discount coupon/voucher.
Ÿ In case there is an electronic failure, one must be well versed in calculating the bill manually.
Establishments usually have manual invoice proformas for generating manual bills in
emergencies where usual billing is done through a Point of Sale system.
Ÿ Always thank guest for tips and gratuities. Never appear to suggest or demand tips or gratuities
from guests. These are completely voluntary.
Ÿ
Ÿ

Fig. 5.7 Meal pass coupon
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Summary
1.

Key terms for billing are:
Service charge: An additional charge for a service for which there is already a basic fee. At a
restaurant, it may involve adding an additional percentage of the bill to the total bill, often in lieu
of tipping. This is at the discretion of the restaurant. It is banned in some states of India.
Ÿ Service tax: A tax levied to a service provider for services rendered. This is charged by the
government.
Ÿ Tips/ Gratuity: Money left by the guest in exchange for a service performed.
Ÿ VAT: Value added Tax: A tax charged by government for goods produced.
Ÿ

2.

Items in the invoice

The invoice must have the following information:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

3.

Invoice number
Invoice date and time
Number of guests
Complete and clear name/ description of the product or service and item numbers quantity
The total amount due, clearly indicated.
Taxes and other charges over and above item price
Discounts, if any
Payment terms
Name or code of the person raising the invoice
Any registration number of the establishment
Name of the establishment
Types of payments

The payment can be made by the guest by various means – Credit card, debit card, cheque, cash, credit
terms, etc.
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Exercise
1.

List items of information provided on an invoice.

2.

List the various types of payments.
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3.

How does one prepare for invoicing?
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Notes
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and Issues
Unit 6.1 – Handling complaint and issues
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Key Learning Outcomes
At the end of this module, you will be able to:
1. Respond to customer requests appropriately in line with organizational standards
2. Respond to customer complaints appropriately in line with organizational standards
3. Deal with an angry customer effectively
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UNIT 6.1: Handling Complaints and Issues
Unit Objectives
At the end of this unit, you will be able to:
1. Respond to customer requests appropriately in line with organizational standards
2. Respond to customer complaints appropriately in line with organizational standards
3. Deal with an angry customer effectively

6.1.1 Resolving Complaints and Disputes
It would be a perfect world if the job always went according to plan. Part of the work of a server will
involve communication and dealing with dispute situations or solving customer complaints. How
effectively one deals with such situation can have a major impact on any business.
Here are a few fey points to be kept in mind in such situations.
Customer complaints must be actioned as soon as possible. If one does not do that, even small
complaints will over time become big issues. In case one is unable to solve the problem, he/she
must refer it to someone who can. Even that is a resolution.
Ÿ Always explain fully to the customer what you are doing, so they are aware of what is happening
and why. This should ensure the customer is happy with what is happening and should alleviate
further complaints or arguments.
Ÿ Never make any promises that you cannot deliver.
Ÿ Finally, always ask if the customer is happy with the outcome. This is to make sure that the
customer is happy with the outcome and you have dealt fully with their complaint.
Ÿ

If dealt with professionally and courteously you will have won your customer back, thus ensuring their
return time and time again. If there are any issues raised by the customers complaint, then ensure all
necessary action is taken to make sure that that particular problem does not occur again.
Always remember a guest complaint is an opportunity to improve the establishment and its practices. A
complaining guest is better than a guest who leaves dissatisfied without complaining.
Also a guest whose complaint is resolved satisfactorily is likely to be more loyal and happy with the
establishment.
A guest who is going to complain about the same thing twice is likely to never come back.
Some guests also complain to impress other guests or to exploit the establishment for unfair gains such
as discounts and complementary meals, etc.
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Therefore it is important to take the following approach when it comes to handling complaints:
1) Assure the guest that they have your full attention and that you will help them resolve the
complaint.
2) Establish facts by listening to the guest and talking to others involved.
3) Apologise to the guest for the inconvenience, if the error is on part of the establishment quickly
make amends where possible. This may involve replacing the dish or drink, or placing an order
that was forgotten.
4) If amends are not possible and the damage has been done, highlight the problem to the
manager. Apologize to the guest profusely. The manager may initiate a process of service
recovery where the guest may be offered future benefits, complementary meals, etc. to off-set
the damage and re-establish a positive relationship with the guest.
5) If it seems there is no damage and the guest is merely complaining for any other reason, do not
blame the guest or make them look bad, but try and politely to diffuse the situation by even
offering a mild apology. Explain the position of the establishment politely.
6) If the complaint is about the food, etc. the Chef may be informed and asked to meet the guest
and apologise.
7) It is important in the end that the guest when leaves the establishment should not be upset or
unhappy.
8) The complaints should be discussed with the manager and the team at the end of the shift and
any necessary actions that can prevent such complaints in the future should be undertaken.
Dealing with angry or difficult people
During work one can come across any kind of people, even people who are angry and may seem difficult
to deal with. However as a professional one should know how to deal with such people in a manner that
will good for the business as well as respectful for both parties involved.
Ÿ

Ÿ

Ÿ

Ÿ

Ÿ

First of all, always try to be aware of the surroundings and the people in them, and then one can
detect many problems before they happen. Instead of ignoring these behaviours, try speaking
with the person as soon as possible.
Approach them gently, make good eye contact, and ask if they need help. Make the person feel
safe and help them understand that their situation will be taken care of in the best possible
manner.
Sometimes people just need to know that they are not being ignored, especially if they have been
waiting for a long time. Also, practice active listening, and make sure the tone and body language
show support, and do not threaten.
If one is not able to deal with a complaint, he/she should try to direct the person to someone who
can help them. If an anxious person thinks that they are being ignored, they may become
defensive.
It is very important to stay professional at all times and to not take anything personally. In case
one finds that he/she is allowing the situation to affect him/her personally, then one should
practice counting in his/her head, or breathe deeply. One needs to be aware of what “pushes
his/her buttons” and practice ways for remaining calm in times of conflict.
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Summary
1. Few key points to be kept in mind while resolving customer complaints:
Customer complaints must be actioned as soon as possible. If one does not do that, even small
complaints will over time become big issues. In case one is unable to solve the problem, he/she
must refer it to someone who can. Even that is a resolution.
Ÿ Always explain fully to the customer what you are doing, so they are aware of what is happening
and why. This should ensure the customer is happy with what is happening and should alleviate
further complaints or arguments.
Ÿ Never make any promises that you cannot deliver.
Ÿ Finally, always ask if the customer is happy with the outcome. This is to make sure that the
customer is happy with the outcome and you have dealt fully with their complaint.
Ÿ

2. Dealing with angry or difficult customers
Ÿ

Ÿ

Ÿ

Ÿ

Ÿ

First of all, always try to be aware of the surroundings and the people in them, and then one can
detect many problems before they happen. Instead of ignoring these behaviours, try speaking
with the person as soon as possible.
Approach them gently, make good eye contact, and ask if they need help. Make the person feel
safe and help them understand that their situation will be taken care of in the best possible
manner.
Sometimes people just need to know that they are not being ignored, especially if they have been
waiting for a long time. Also, practice active listening, and make sure the tone and body language
show support, and do not threaten.
If one is not able to deal with a complaint, he/she should try to direct the person to someone who
can help them. If an anxious person thinks that they are being ignored, they may become
defensive.
It is very important to stay professional at all times and to not take anything personally. In case
one finds that he/she is allowing the situation to affect him/her personally, then one should
practice counting in his/her head, or breathe deeply. One needs to be aware of what “pushes
his/her buttons” and practice ways for remaining calm in times of conflict.
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Exercise
1.

How should a Counter Sale Executive behave up on receiving complaint(s) from a guest? List at
least three points.

2.

Indicate whether the below statements are true of false.
1.
2.
3.
4.
5.

3.

Angry customers should be ignored.
If a customer is rude to a Counter Sale Executive, the same attitude should be
reciprocated by the Counter Sale Executive.
Customer complaints must be actioned as soon as possible.
Happy customers bring more business.
Customer complaints should never be discussed with the manager.

Mention an experience of good customer service that you received at a restaurant. Why would
you call it good customer service?
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7. Communication with
Customers and
Collegues
Unit 7.1 – Communication with Customers and Colleagues
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Key Learning Outcomes
At the end of this module, you will be able to:
1. Display appropriate communication etiquette while working
etiquette: e.g. do not use abusive language, use appropriate titles and terms of respect, do not
eat or chew while talking (vice versa), etc.
2. Display active listening skills while interacting with others at work
3. Use appropriate tone, pitch and language to convey politeness, assertiveness, care and
professionalism
4. Use appropriate welcome phrases and gestures as per organization standards
5. Provide customer relevant information that makes their experience comfortable, safe and
enjoyable

104

Counter Sale Executive

UNIT 7.1: Communication with Customers and Colleagues
Unit Objectives
At the end of this unit, you will be able to:
1. Display appropriate communication etiquette while working etiquette: e.g. do not use
abusive language, use appropriate titles and terms of respect, do not eat or chew while
talking (vice versa), etc.
2. Display active listening skills while interacting with others at work
3. Use appropriate tone, pitch and language to convey politeness, assertiveness, care and
professionalism
4. Use appropriate welcome phrases and gestures as per organization standards
5. Provide customer relevant information that makes their experience comfortable, safe and
enjoyable

7.1.1 Communication
Ÿ

Ÿ
Ÿ

Ÿ

Ÿ
Ÿ

Ÿ

The ability of the Food and Beverage Service staff to perform their duties successfully is
dependent upon many factors, but effective communication skills should be considered the
foundation on which all other factors are based.
The service staff should know how to make their communication effective, should practice active
listening and be able to speak assertively.
Apart from this he/she should know Basic English, which is used in almost all organizations. While
some of the staff will already know Basic English like numbers, alphabets, days of the week,
months, common greetings/salutation and words and phrases used in everyday interaction,
there will be some who are not comfortable in using the same. However each individual will be
aware of the need to learn the same.
Poor communicators may end up in confusing & irritating guests, getting and conveying wrong
messages, etc., to guests or fellow workers. So, good communication is an essential part of
everyday life, at personal and professional levels.
Communication is the activity of conveying meaningful information.
Communication requires the following agents or elements. It requires a sender, a message, and
an intended recipient. Though it may be so that the receiver need not be present or aware of the
sender's intent to communicate at the time of communication.
Communication can occur across vast distances in time and space. The communication process is
complete once the receiver has understood the sender.

Types of communication
Based on the channels used for communicating, the process of communication can be broadly classified
as verbal communication and non-verbal communication.
Verbal communication includes written and oral communication whereas the non-verbal
communication includes body language, facial expressions and visuals diagrams or pictures used for
communication.
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Verbal communication
Verbal communication is further divided into written and oral
communication.
The oral communication refers to the spoken words in the
communication process. Oral communication can either be
face-to-face communication or a conversation over the
phone or on the voice chat over the Internet. Spoken
conversations or dialogs are influenced by voice modulation,
pitch, volume and even the speed and clarity of speaking.

Fig. 7.1 Verbal communication

Written communication can be either via letters or email. The effectiveness of written communication
depends on the style of writing, vocabulary used, grammar, clarity and precision of language
Non-verbal communication
Non-verbal communication includes the overall body language
of the person who is sending the message. This will include the
body posture, hand gestures, and overall body movements.
The facial expressions also are part of non-verbal
communication and play a major role in communication.
Expressions on a person's face say a lot about his/her frame of
mind. Other gestures like a handshake, a smile or a hug convey
emotions and also are an important part of communication.

Fig. 7.2 Non-Verbal communication

Effective communication skills and its importance
Communication skills simply do not refer to the way in which we communicate with another person. It
includes many other things –
Ÿ

the way in which we respond to the person we are speaking,

Ÿ

body gestures including the facial ones,

Ÿ

Pitch and tone of our voice and a lot of other things.

And the importance of communication skills is not just limited to the management world, since effective
communication skills are now required in each and every aspect of our life.

Good communication skills are the key to SUCCESS.
Communication can make the deal or break the deal.
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Communication process
Communication is a process of exchanging verbal and non-verbal messages and it is a continuous
process. Pre-requisite of communication is a message. This message must be conveyed to the recipient
using a medium. It is essential that the recipient must understand the message in same terms as
intended by the sender. He/she must respond within a time frame, communicating receipt of the
message. Therefore, communication is a two-way process. Communication is incomplete without
feedback from the recipient to the sender on how well the message is understood by him or her.
The main components of communication process are as follows:

Fig. 7.3 Process of communication

Communication is affected by the context in which it takes place, which is
the reference point for sender and receiver. This context may be physical,
cultural, social, or based on time.

Sender is a person who sends the message. A sender makes use of symbols
(words, signs, graphic or visual aids) to convey the message.

Message is a key idea that the sender wants to communicate. It is what aims
to elicit the response of recipient. Communication process begins with
deciding about the message to be conveyed. For effective communication,
it must be ensured that the main objective of the message is clear.
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Medium is the mean used to exchange / transmit the message. The sender
must choose an appropriate medium for transmitting the message else the
message that maybe used by the recipient for receiving the message. The
choice of appropriate medium of communication is essential for making the
message effective and correctly interpreted by the recipient. This choice of
communication medium varies depending upon the features of
communication.

Receiver is a person for whom the message is intended. Various factors such
as prior knowledge of recipient, medium used, and the confidence of
sender on recipient, etc. are responsible for the degree to which the
recipient understands the message.

Feedback is the main component of communication process as it permits
the sender to analyse the efficacy of the message. It helps the sender in
confirming the correct interpretation of message by the recipient. Feedback
may be taken in various forms including written, verbal (through words) or
body language (in form of smiles, sighs, etc.).
Barriers to effective communications
It is critical to understand and be aware of what could be the communication barriers and constantly
avoids these barriers by making a conscious effort to make sure there is a minimal loss of meaning in the
communication.

Fig. 7.4 Barriers to communication

The following will suggest a number of barriers to effective communication at work:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

The choice of words or language that a sender uses will influence the quality of communication.
Wrong reading of body language, tone, and other non-verbal forms of communication
Ignoring non-verbal language
Selective hearing
Hesitation to be candid
Distrust
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Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ

Distrust
Value judgment
Power struggles
Unreliable transmission (due to noise or inconsistent sending)
Defensiveness (a typical barrier in a work situation, especially when negative information or
criticism is involved)
Distorted perception (How we perceive communication is affected by experiences. Perception is
also affected by the organizational relationship two people have. For example, communication
from a superior may be perceived differently than from a subordinate or peer.)
Guilt
Distortions from the past
Stereotyping (assuming the other person has certain characteristics based on the group to which
they belong without validating that they in fact have these characteristics)
Cultural differences (Effective communication requires deciphering the basic values, motives,
aspirations, and assumptions that operate across geographical lines. Given some dramatic
differences across cultures, the opportunities for miscommunication in cross-cultural situations
are enormous.)

Active listening
Three false assumptions people have in their mind:
I listen WELL
I CAN NOT BE taught to listen better
Listening and hearing are the SAME thing

Listening involves:

Hearing and Seeing

Understanding

LISTENING
Retaining

Recalling
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Active listening: Paying complete attention towards the discussion/person. Example: Listening songs,
watching a movie, listen to guests etc.
Hearing means simply the act of perceiving sound by the ear. Example: Hearing vehicle sound, noise in
the market etc.
Barker (1971) breaks down the percentage of time spent throughout the day for an average person
engaged in one of the four aspects of communication:
Ÿ
Ÿ
Ÿ
Ÿ

Listening-42%
Talking-32%
Reading-15%
Writing-11%

The reality is that the majority of people only listen for approximately 25 % of the time. And in many
cases, most people only listen to the first couple of words from a speaker before starting to formulate a
response in their minds.
How to become a good listener?
The following are some suggestions for becoming a better listener:
Do no interrupt. To become an effective listener, wait until the speaker is finished before providing
feedback or expressing opinion. People have a tendency to become impatient while listening and cannot
wait for the speaker to finish. Not only is this rude, but it will drastically limit the information exchange
and damage the communication process.

Fig. 7.5 Counter Sale Executive listening to a customer
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Do not jump to conclusions. Do not assume that you know what the speaker is going to say. One often
makes assumptions as to what the speaker means even before the speaker has finished speaking, one
might start thinking of a response before receiving all the necessary information. This can lead to
inaccurate listening and errors in response.
Do not judge the speaker and be biased towards them. Do not allow one’s bias towards the speaker to
interfere with the message being communicated. The speaker's dress, voice, speed of delivery (talks too
fast or too slow), posture, background, accent, gender and age are just a few factors that may create bias
and limit effective listening. One should concentrate on the content of the message, not on the speaker.
Take notes to focus. Take notes to accurately record what was communicated and to hold own interest
through focus. Not only is taking notes a good way of retaining information for a later time, but it also
helps the listener maintain interest, shows the speaker that you are paying attention, and helps eliminate
distractions.

Fig. 7.6 Counter Sale Executive taking notes

Ask questions. Asking good (relevant) questions, paraphrasing, and providing feedback are essential to
good listening. Listening more carefully strengthens the relationship between the speaker and the
listener and helps understand the message better. Good listeners play an active role in the
communication process. This may include asking questions, head nodding, eye contact, and appreciating
the speaker.
Some rewards for becoming a good listener include
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Expansion of knowledge,
Vocabulary development and language development,
Ability to evaluate messages,
Saving time,
This will also help in the areas of public relations, investigations, and crisis/emergency
management situations.

By using these listening suggestions, practicing them, and putting them into action, the server is able to
understand guest's requirement better and deliver accordingly. Even he is better off in maintaining good
relations with co-workers and receiving their experienced advice or help during the performance of his
work.

111

Participant Handbook

Assertive communication
What is assertive communication?
Assertive communication is the ability to express positive and negative ideas and feelings in an open,
honest and direct way whilst still respecting others. It is a mutual recognition of rights and based on
feelings and recognition of equality. It allows us to take responsibility for our actions and ourselves
without judging or blaming other people. And it allows us to constructively confront and find a mutually
satisfying solution where conflict exists.

Fig. 7.7 Learn assertive communication

Advantages of assertive communication
There are many advantages of assertive communication, most notably these:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Helps us feel good about others and ourselves
Develops mutual respect with others
Increases our self-esteem
Helps us achieve our goals
Minimizes hurting and alienating other people
Reduces anxiety
Protects us from being taken advantage of by others
Enables us to make decisions and free choices in life
Enables us to express, both verbally and non-verbally, a wide range of feelings and thoughts, both
positive and negative

Characteristics of assertive communication
There are six main characteristics of assertive communication. These are:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Eye contact: demonstrates interest, shows sincerity
Body posture: congruent body language will improve the significance of the message
Gestures: appropriate gestures help to add emphasis
Voice: a level, well-modulated tone is more convincing and acceptable, and is not intimidating
Timing: use own judgment to maximize receptivity and impact
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Ÿ

Content: how, where and when one choose to comment is probably more important than what
he/she say

Fig. 7.8 Assertive Communication’s Charactaristics

Assertive techniques
There are six assertive techniques - let's look at each of them in turn.
1. A very useful technique when one wants to talk about a sensitive subject, is to rehearse what one
wants to say to oneself. It helps dissipate any emotion associated with an experience and allows to
accurately identifying the behaviour one wishes to confront.
2. Another technique that allows the person to feel comfortable is to ignore manipulative talks,
argumentative baiting and irrelevant logic while sticking to his/her point. To use this technique most
effectively should use calm repetition, and say what he/she wants to say and stay focused on the issue.
There is no need to rehearse this technique, and no need to 'hype one up' to deal with others.
3. This technique allows the person to receive criticism comfortably, without getting anxious or
defensive, and without rewarding manipulative criticism. To do this one needs to acknowledge the
criticism, agree that there may be some truth to what they say, but still choose to do what feels right.
4. This technique seeks out one's own criticism in close relationships by prompting the expression of
honest, negative feelings to improve communication. To use effectively one need to listen for critical
comments, clarify the understanding of those criticisms, use the information if it will be helpful or
ignore the information if it is manipulative.
5. This technique lets one look more comfortably at negatives in his/her own behaviour or personality
without feeling defensive or anxious. This also reduces the critics' hostility. The person should accept
his/her errors or faults, but no need to say sorry. An example would be, "Perhaps you're right. I don't
always listen closely to what you have to say. I will try to from now onwards"
6. When one feels that his/her self-respect is not in question, consider a workable compromise with the
other person. One can bargain for the material goals unless the compromise affects the personal feelings
of self-respect. However, if the end goal involves a matter of one's self-worth and self-respect then one
should not compromise. A demonstration of this principle would be "I understand that you have a need
to talk and I need to finish what I'm doing. So, what about meeting in half an hour?"
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Commonly used English phrases and words
Greetings/ Salutation
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Good Morning
Good Afternoon
Good Evening
Good Night
Good Day
Hello
How are you?
Have a Nice Day

When one meets a guest/ fellow worker:
“Good Morning, Mr. Sood, how are you?”
“Good Afternoon, Vinod”
“Good Evening, Sir.”
“Good Morning, Ma'am.”
When one leaves:
“Good Night, Sir.”
“Good Day, Ma'am”
“Have a nice day, Mr. Gupta”
“Bye, Rahul”
Self-introduction
I am ____________________ (own name)
I work as a server with _________________________ (name of employer)
I live in _____________________ (City/Location)

Interaction with guests/ visitors
Ÿ Please……Thank You…….Sorry
Ÿ How can I help you
Ÿ What is the problem
Ÿ Let me have a look, first
Ÿ I will get back to you
Ÿ He is coming
Ÿ She is coming
Ÿ Please Stand here / Stand there / Sit here / Sit there
Ÿ I'm sorry that is not allowed
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Telephonic communication
A person's first contact with the service staff may be by telephone. The customer may call to book a table,
ask for a delivery or for just some information.

Fig. 7.9 Counter Sale Executive attending to a call

When on telephone:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Answer the telephone courteously, giving the name of the employer, and one's own name. e.g.
“Good evening, <ABC Hotel>, <Sunil> here”;
Be brief but polite, avoid abruptness;
Concentrate on the speaker
What does the caller want?
Provide feedback
Voice should be – Concerned, Professional, Moderate speed and Moderate pitch (slightly lower
than one's normal voice)
Don't talk too much (listen more)
Don't eat or drink when on the phone
Don't cover the receiver to talk to co-workers
Don't allow oneself to get distracted
Don't leave the customer on hold for a long time
Don't forget thanks and good-days.

Taking a telephone message
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Listen carefully
Echo the caller's message
Tell caller to whom he/she is going to route the message
Tell caller approximately when message should reach its recipient
Write down the own name, caller's name, name of the person that the message is for and
substance of message, clearly and accurately
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Summary
1.

The main components of communication process are:

2.

Tips for becoming a better listener:
Ÿ Do no interrupt
Ÿ Do not jump to conclusions
Ÿ Do not judge the speaker
Ÿ Take notes to hold interest
Ÿ Ask questions

3. Characteristics of assertive communication:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

4.

Eye contact: demonstrates interest, shows sincerity
Body posture: congruent body language will improve the significance of the message
Gestures: appropriate gestures help to add emphasis
Voice: a level, well-modulated tone is more convincing and acceptable, and is not intimidating
Timing: use own judgment to maximize receptivity and impact
Content: how, where and when one chooses to comment is probably more important than WHAT
he/she say

Tips for taking a telephone message:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Listen carefully
Echo the caller's message
Tell caller to whom he/she is going to route the message
Tell caller approximately when message should reach its recipient
Write down the own name, caller's name, name of the person that the message is for and
substance of message, clearly and accurately
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Exercise
1.

What do you understand by 'communication'? List the two types of communication.

2. How will you introduce yourself to a guest?

3. Tick on the techniques to assertive communication:
1.
2.
3.
4.
5.
6.

Rehearse
Stay focused
Ignore criticism
Not apologising
Passive listening
Use information
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Notes
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Key Learning Outcomes
At the end of this module, you will be able to:
1. List principles of good customer service
2. Explain customer service behaviour expected from servers in food establishments
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UNIT 8.1: Customer Service Principles
Unit Objectives
At the end of this unit, you will be able to:
1. List principles of good customer service
2. Explain customer service behaviour expected from servers in food establishments

8.1.1 Principles of Good Customer Service
When one understands the value of the customer for the business, he/she starts working keeping the
customer's priorities in mind e.g.
Ÿ
Ÿ
Ÿ

Finding long term solutions
Finding cost effective solution
Being punctual and adhering to deadlines, etc.

Such people are well appreciated by customers and they get repeat business. The customers also talk
good things about such workers to others and refer them to family and friends. This builds a good
reputation for the worker, which is very important in this field.
Principles of good customer service
1) The primary cause of success for any organization/ individual is service to its customers.
Customer satisfaction and loyalty is critical for the success of any organization.
2) Whatever perception the customer forms about the organization/ individual, is a reality to them
and they talk about it to others. Hence it is important for each individual to project a good image
at all times.
3) Service to customers is based not just on systems, processes and procedures but also on
personal effort and creativity of those who serve.
4) Serve every customer as you would serve the person you most care about. Ensure they are
comfortable, safe and well looked after.
5) Ask what the customer needs and then listen.
6) Seek always to do it right the first time; if this is not done, then do it very right the second time.
7) If a customer has had a bad experience and complains, treat this complaint as an opportunity to
win him/her back.
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Behaviour expected from a server
The correct approach towards the customer is of the utmost importance.
Ÿ
Ÿ
Ÿ
Ÿ

The staff must not be too humble, but should be always aware of the customer's needs and wishes.
A careful watch should be kept on customers at all times during the service without staring.
Staff should never argue with customers as it will only worsen the situation.
All complaints should be passed to someone senior in the food service area.

Fig. 8.1 Counter Sale Executive interacting with a customer

Greeting the customer
Whether the guest visits the restaurant, the first impression the service staff makes on the guest will set
the tone of entire interaction. The guest will react with trust or distrust depending upon the first
impression they get of the service.
Always make eye contact with the guest the first second they come in and acknowledge their
presence immediately. A simple gesture tells the new person that they have been seen and will soon
be served.
Ÿ Smile! Smile! Smile! Smile! Smile! Smile!
Ÿ The greeting should tell the guest, “I am glad you're here!”
Ÿ

Greetings such as:
“Good morning! How can I help you?”
“Welcome, we haven't seen you in a while!”
“Good afternoon! Good to see you again.”
A friendly greeting immediately disarms the person and sets them at ease. It sets the tone for the rest of
the interaction. No matter what the guest's emotional state this will make things better. This is probably
the single most important point for anyone working in any position where they greet guests.
Ÿ

Every person who comes in MUST be greeted in a friendly way: new guests, old guests, guests who
come in all the time, all of them. Support staff, vendors, random enquirers, those seeking directions,
etc. all should be greeted in a friendly and professional manner. Remember, even if the person who
comes is not and never will be a customer they still will relay their experiences, good or bad, to
everyone they talk to and it reflects in their responses and interactions with others in the
establishment.
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Identify and confirm the guest's expectations
A guest may know exactly what they need or want. In this situation, determining the guest's need is
about asking a straight forward question and then carrying out what is required or taking the appropriate
steps to achieve what is requested.
There are also guests who are unsure or do not know exactly what they require. This is where skill in
customer service comes into play. To "steer" the guest towards understanding his/her needs and being
able to communicate them, one needs to know how to ask the right questions, listen and observe.
Asking the right questions
Asking the right questions makes all the difference. Questions help in probing further in order to identify
the guest's needs and wants.
Ÿ

The right questions to ask are open-ended questions that encourage and allow the guest to
provide a more detailed answer. For example
–
–

Ÿ

What did you have in mind?
How can I help you?

Closed questions that require a simple one-word answer are great for clarifying or summing up
the needs of the guest.
–
–

You have asked for 2 cups of cappuccino and 1 chocolate brownie is that correct?
How you like to have your sandwich grilled?

Listening
As with questioning, listening is also an important part of customer services. Good listening is an active
process. It involves much more than simply hearing the sounds being formed by a customer's lips, tongue
and larynx. Listening involves interpretation. You must make the effort to interpret what the customer is
saying and check your understanding by repeating for the customer what he/she has just said to you.
The main benefits of good, active listening are:
It helps insure that you have understood the needs of the customer.
It assists in building rapport and also in building the confidence of the customer in your ability to
determine and meet their needs.
Ÿ It also assists the customer to clarify and crystallize what they want.
Ÿ
Ÿ

There are also times when one has to anticipate the customer's needs, without being asked. For
example:
If the customer is concerned about the costs, then give him/her options of good quality but
cheaper parts for replacements.
Ÿ If the customer is interested in knowing what went wrong, then take some time and explain it to
them in simple language without using jargons and also explain what needs to be done.
Ÿ If the customer is in a hurry, recognize the same, and do not linger or get distracted. If the work
will take a lot of time then inform the customer of the same and ask him/her, if they want it done
in more than one shifts or they want to call more than one person for the work or would like to
have it done later, etc.
Ÿ

These sorts of actions demonstrate that the organization/individual values them and is making the effort
to "think ahead".
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Keep the customer informed and reassured
Ÿ

It is also very important for him/her to have information about the product or service that the
employer organization provides. They must not answer, “I don't know” or “It is not my
department” because then they will automatically be demeaned in the mind of the customer.

Fig. 8.2 Counter Sale Executive bringing customer's order

If they do not know, then they should find out the information and convey to the customer or have
someone who would know meet the customer.
Keep the customer informed on what steps are being taken to take care of his/her request.
Do not keep the customer waiting. If there is going to be a waiting time, tell the customer about it
realistically.
Ÿ In case there is a wait time involved, one should always inform the customer accurately to the
best of your knowledge. Saying it will be “just a few more minutes” thinking the customer will get
upset, when you know it will be much more will be worse as when the customer expectations are
not met, there is a loss of trust and a feeling of being let down and being lied to is left with the
customer.
Ÿ
Ÿ
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Summary
1. Principles of good customer service:
Ÿ
Ÿ

Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

The primary cause of success for any organization/ individual is service to its customers.
Customer satisfaction and loyalty is critical for the success of any organization.
Whatever perception the customer forms about the organization/ individual, is a reality to them
and they talk about it to others. Hence it is important for each individual to project a good image
at all times.
Service to customers is based not just on systems, processes and procedures but also on personal
effort and creativity of those who serve.
Serve every customer as you would serve the person you most care about. Ensure they are
comfortable, safe and well looked after.
Ask what the customer needs and then listen.
Seek always to do it right the first time; if this is not done, then do it very right the second time.
If a customer has had a bad experience and complains, treat this complaint as an opportunity to
win him/her back.

2. Behaviour expected from a server:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Greet the customer
Identify and confirm the guest's expectations
Asking the right questions
Listening
Keep the customer informed and reassured
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Exercise
1.

What are principles of good customer service?

2. How should a Counter Sale Executive behave with the guests? Tick on the correct options.

3. Which all phrases can be used while greeting the customer? Tick on the correct options:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

“I am glad you're here!”
“Good morning! How can I help you?”
“Welcome, we haven't seen you in a while!”
“You'll have to try another restaurant today. All tables are reserved.”
“Good afternoon! Good to see you again.”
“Your choice of dish isn't available.”
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9. Grooming, Conduct
and Etiquette
Unit 9.1 – Grooming
Unit 9.2 – Code of Conduct and Etiquette
Unit 9.3 – Ethics and Discipline
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Key Learning Outcomes
At the end of this module, you will be able to:
1.
2.
3.
4.

Dress appropriately to professional standards of personal presentation
Follow appropriate behavioural and etiquette standards while dealing with customers
Follow high ethical standards of practice
Demonstrate responsible and disciplined behaviours at the workplace
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UNIT 9.1: Grooming
Unit Objectives
At the end of this unit, you will be able to:
1. Dress appropriately to professional standards of personal

9.1.1 Grooming
Every person in the hospitality business needs to know the importance of making a positive first
impression. Customer experience is dependent not only on aspects of ambience and actual food and
beverage, but on the quality of interactions and the impression of the people they interact with in the
establishment. First impressions are usually made in the first minute of interaction. Good professionals
develop immediate rapport with customers, that sets the tone for the customer experience and helps
customers to like them, and give favourable reviews.
Remember: One never gets a second chance to make a first impression.
An important aspect of making a good first impression is to be well presented and have a good visual
impact.
In order to be visually pleasing the following elements become of immense importance:
1.
2.
3.
4.
5.

Clean, well-fitting and well ironed uniform.
Well-polished clean shoes, that are not torn and worn out.
Well-kept hair which are cut neatly and orderly including facial hair.
Clean body, without dirt and body odour.
A smiling face.

Grooming Tips
1.
2.
3.
4.
5.
6.
7.
8.

Bathe daily using a good quality soap.
Polish shoes daily and wipe clean in case it accumulates dirt or spills during working time.
Do not wear torn or worn out shoes.
Hair should preferably be short and neatly trimmed, where hair is long it should be tied
neatly. Hair should always be combed.
Nails should be trimmed and clean with no dirt under the nails.
Body should be odour free, if required use a mild deodorant without an overpowering smell.
Wearing jewellery should be avoided, where one is permitted to wear jewellery it should be
understated, clean and securely worn.
Men should shave facial hair daily, avoid cuts during shaving.
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9. Wear clean, well-ironed and well-fitting clothes at all times. Do not wear clothes which are torn,
stained, dirty or wrinkled.
10. Always wear clean socks, undergarments to absorb sweat.
11. Always wear a pleasant smile when meeting and greeting guests. A smile is one of the most
important thing to wear in a customer service environment.
12. If wearing a bow tie or a tie, it should be straight with a proper knot. It should not be frayed or
stained.
13. Women should tie their hair neatly in a bun, pleats or other ways which ensure the hair are
orderly.
14. Where gloves are worn they should be clean, unstained, not torn and free from any holes.
change gloves when they get dirty.
15. Comply with uniform guidelines of the organisation at all times.

Fig. 9.1 Well groomed Counter Sale Executives
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UNIT 9.2: Code of Conduct and Etiquette
Unit Objectives
At the end of this unit, you will be able to:
1. Follow appropriate behavioural and etiquette standards while dealing with customers

9.2.1 Code of Conduct and Etiquette
The behaviours that form a good code of conduct and etiquette for customer service professionals such
as Counter Sale Executives are as follows:
1. Address the customers in a respectable manner.
2. Do not eat or chew while talking.
3. Use guest names as many times as possible during the conversation, usually preceded by a
Mr. or Ms.
4. Ensure not to be too loud while talking.
5. Do not lie to a guest, where unsure inform the guest that you will check and get back to them
with the right answer. Avoid guesses as well.
6. Ensure not to argue with the customer. A customer may not always be right, but a customer is a
customer.
7. Always pay attention to what the customer is saying, listen attentively and always answer back
politely, even if the customer is rude.
8. Always be punctual, being on time is being respectful of others time and goes a long way in
establishing a positive image in front of colleagues and seniors.
9. Use appropriate tone, pitch and language to convey politeness, assertiveness, care and
professionalism.
10. Always take decisions that protect the rights of customers and the organisation. Do not cheat,
steal or harm anyone.
11. Always be ready to help others where help is needed, whether customers or colleagues.
12. Do not solicit tips or gratuities.
13. Always give correct information regarding pricing.
14. Be respectful of others at all times.
15. Do not laugh when somebody goes through an embarrassing situation, like if someone slips,
suffers a tear in clothes, farts or belches, etc.
16. Do not stare at customers or colleagues.
17. Do not use slangs when talking to customers.
18. Do not abuse ever in any work condition.
19. Do not indulge in gossiping.
20. Do not scratch yourself in public, if you feel an itch remove yourself from a guest area before
scratching.
21. Use a handkerchief while sneezing, or coughing. Always turn away from guests and any food and
beverage items, etc. in case one is about to cough or sneeze.
22. Never pick your nose or put your fingers in your ear or mouth.
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Body Language
Good body language must be demonstrated at all times this includes:
1. Greet the customers with a handshake or appropriate gesture based on the type of customer on
their arrival.
2. Welcome the customers with a smile.
3. Ensure to maintain eye contact, this makes the service more personalised and creates trust. It is
bad manners to not look at the person you are speaking to.
4. Do not roll your eyes or stamp your feet under any circumstances.
5. Do not use aggressive hand gestures while dealing with guests.
6. Do not frown when unhappy with guests for any reason.
7. Lean a little forward to pay attention to guest while talking to them.
8. Never touch customers.
9. Do not gesture to communicate with colleagues across the room.
10. Stand erect, with correct body posture at all times. Do not slouch or lean against the wall or a
table, etc.
11. Do not tap your feet, fingers, whistle or or snap your fingers these are all bad manners.
12. Avoid rocking back and forth, while standing.
13. Do not fiddle with hair, jewellery, ear lobes, etc.
14. Do not yawn in front of customers.
15. Do not stand too close to customers, as this invades their personal space and make them
uncomfortable.
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UNIT 9.3: Ethics and Discipline
Unit Objectives
At the end of this unit, you will be able to:
1. Follow high ethical standards of practice
2. Demonstrate responsible and disciplined behaviours at the workplace

9.3.1 Career and Professional Development
Ethics
Ethics are those rules of conduct by which people regulate their conduct among themselves with all
other persons with whom they deal in their regular performance of duties.
One must be constantly mindful of one's obligations to serve the customer and organisation efficiently
and effectively. The degree to which the community will cooperate is dependent upon respect for, and
confidence in oneself.
Ethics involve:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Exemplary conduct
Observe honesty & integrity while discharging duties and responsibilities.
Impartial, fair, non-discriminatory toward everyone
Provide correct and complete information and services
Respect the client's assets and property and that of employees
Protect confidential information
Maintaining a safe and secure workplace

Causes of unethical behaviour
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Financial instability
Poor character (not screened)
Resistance to change (not embracing new training)
Fatigue (taking shortcuts; path of least resistance)
Conflicts of interest (Doing more than one job)

Consequences of unethical or unprofessional behaviour:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Loss of business
Loss of reputation
Being snubbed by colleagues and superiors
Passed over for promotion
Termination
Civil and criminal liability
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Integrity
Integrity is one of the most important qualities one can have. It is an inner guideline that tells the person
how to react positively to the outside world. People who have integrity are respectful, reliable, honest
and principled.
When one is respectful
Ÿ
Ÿ
Ÿ
Ÿ

one treats others as one would like to be treated oneself.
one understands that it is important to follow laws, policies and guidelines.
one respects the property of others.
one does not get upset at disagreements and never insult others.

When one is reliable
Ÿ
Ÿ

one can be depended on to do one's duties to the best of one's ability.
one can take control and stay calm in emergencies.

When one is honest
Ÿ
Ÿ
Ÿ
Ÿ

one tells the truth.
one takes responsibility for one's actions, instead of blaming others.
one can be trusted to keep confidential information to oneself
one is sincere. This means that the person as one appears to others is the same as who is inside.

When one is principled
Ÿ
Ÿ
Ÿ

one believes in treating everyone fairly.
one speaks out if one sees someone being treated unfairly.
Besides integrity, a professional should also have discipline.

Discipline
Discipline is the key to success in any profession. Discipline requires one to:
Ÿ

Display appropriate professional public appearance for the workplace
- As per company guidelines,
- clean uniform,
- neat and clean, shoes polished, hair combed and orderly,
- appropriate stance and posture, appropriate facial expressions, etc.

Looking professional and neat makes one feel active and confident, and it also creates a good image and
people want to work with such people
Ÿ

Display appropriate work habits
- make commitments that one aims to fulfil and then works to fulfil all commitments made.
- be well-organized and carry out one's duties with care.
- not become involved in any gossip at workplace.
- remain calm under stress.
- ensure one arrives to work on time and mentally and physically prepared for their shift.
- respecting the working hours by being 100% on the job when at work. i.e. must not invite
friends to the location. Should stay off the phone unless it is work or truly an emergency.
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Good working habits ensure that one is able to manage self and time and does not make errors in work.
Also people find such workers dependable and trustworthy and give them more business and appreciate
them.
Ÿ

Be responsible – towards the work as well as oneself and the people around. Where one is unable
to resolve issues at own level support must be sought from others to resolve matters. Effective
escalation involves approaching the right people at the right time to seek support.

Escalation of matters
Any issues that cannot be resolved on one's own that may be important for customer satisfaction, own
mental peace or for effective working with others must be escalated to appropriate level of authority for
support. One may seek support from colleagues such as manager, supervisor or department or HR head,
etc. to resolve these matters.
It is important to note that one must seek assistance in a timely fashion before any dissatisfaction or
damage sets in. For example, if a customer is upset and one is unable to handle the customer one may
request the supervisor or manager to intervene, before the situation worsens. Also where one realises
that the decision required to resolve the matter effectively is above and beyond one's authority such a
case must be immediately referred to the appropriate level of authority so that no time is wasted in
resolving the matter to everyone's satisfaction.
One must be disciplined also in not over stepping one's authority and making promises that one cannot
keep or is authorised to make.
While referring case to a higher authority one must keep the customer informed of why the matter is
being passed on to appropriate authority in order to not let the customer feel that one is trying to pass
the buck on and evade the issue.
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Summary
An important aspect of making a good first impression is to be well presented and have a good visual
impact.
In order to be visually pleasing the following elements become of immense importance:
1.
2.
3.
4.
5.

Clean, well-fitting and well ironed uniform.
Well-polished clean shoes, that are not torn and worn out.
Well-kept hair which are cut neatly and orderly including facial hair.
Clean body, without dirt and body odour.
A smiling face.

The behaviours that form a good code of conduct and etiquette for customer service professionals
such as Counter Sale Executives are as follows:
1. Address the customers in a respectable manner.
2. Do not eat or chew while talking.
3. Use guest names as many times as possible during the conversation, usually preceded by a Mr. or
Ms.
4. Ensure not to be too loud while talking.
5. Do not lie to a guest, where unsure inform the guest that you will check and get back to them with
the right answer. Avoid guesses as well.
6. Ensure not to argue with the customer. A customer may not always be right, but a customer is a
customer.
7. Always pay attention to what the customer is saying, listen attentively and always answer back
politely, even if the customer is rude.
8. Always be punctual, being on time is being respectful of others time and goes a long way in
establishing a postive image in front of colleagues and seniors.
9. Use appropriate tone, pitch and language to convey politeness, assertiveness, care and
professionalism.
10. Always take decisions that protect the rights of customers and the organisation. Do not cheat,
steal or harm anyone.
11. Always be ready to help others where help is needed, whether customers or colleagues.
12. Do not solicit tips or gratuities.
13. Always give correct information regarding pricing.
14. Be respectful of others at all times.
15. Do not laugh when somebody goes through an embarasssing situation, like if someone slips,
suffers a tear in clothes, farts or belches, etc.
16. Do not stare at customers or colleagues.
17. Do not use slangs when talking to customers.
18. Do not abuse ever in any work condition.
19. Do not indulge in gossiping.
20. Do not scratch yourself in public, if you feel an itch remove yourself from a guest area before
scratching.
21. Use a handkerchief while sneezing, or coughing. Always turn away from guests and any food and
beverage items, etc. in case one is about to cough or sneeze.
22. Never pick your nose or put your fingers in your ear or mouth.
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Ethics Involve:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Exemplary conduct
Observe honesty & integrity while discharging duties and responsibilities.
Impartial, fair, non-discriminatory toward everyone
Provide correct and complete information and services
Respect the client's assets and property and that of employees
Protect confidential information
Maintaining a safe and secure workplace

Causes of Unethical Behaviour
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Financial instability
Poor character (not screened)
Resistance to change (not embracing new training)
Fatigue (taking shortcuts; path of least resistance)
Conflicts of interest (Doing more than one job)

Consequences of unethical or unprofessional behaviour:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Loss of business
Loss of reputation
Being snubbed by colleagues and superiors
Passed over for promotion
Termination
Civil and criminal liability

Integrity
Integrity is one of the most important qualities one can have. It is an inner guideline that tells the person
how to react positively to the outside world. People who have integrity are respectful, reliable, honest
and principled.
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Exercise
1. List at least 5 actions or practices one must follow in order to be groomed suitably for the
workplace.

2. List 5 things to avoid when it comes to grooming right for the workplace.
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3. State whether each of the following is good or bad body language for a Counter Sale Executive at
work by marking or against the statements respectively.
a. To draw the attention of a customer who is not looking at you, one must tap the shoulder
gently (
)
b. When the ambient noise is high one must lean in and talk in the customers ear
(
)
c. When tired one may rest one elbow on the bar counter (

)

d. One must keep one's hair in order by touching it and checking it every 20 minutes
(
)
e. When one is sleepy one must cover one's mouth while yawning in front of the customer
(
)
4. List 3 consequences of unethical behaviour
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Unit 10.1 – Handling Different Customers

THC/N9904

Participant Handbook

Key Learning Outcomes
At the end of this module, you will be able to:
1. Serve various categories of guests as appropriate to their needs
2. Adapt own behaviour to deal effectively with different types of customers to achieve customer
satisfaction
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UNIT 10.1: Handling Different Customers
Unit Objectives
At the end of this unit, you will be able to:
1. Adapt own behaviour to deal effectively with different types of customers to achieve
customer satisfaction
2. Serve various categories of guests as appropriate to their needs

10.1.1 Handling Different Customers
Adapting behavior to different types of customers
Customers can behave differently in different situations and a good customer service profesional will be
equipped to handle different customers differently as per needs of the situation:
Given below are different customer types and possible ways one can adapt their behaviour to dealwith
customers effectively. Remember the objective is to maintain dignity and help achieve customer
satisfaction to arrive at a win-win situation.

1.
—
—

Tough or Aggressive Customer
Egoistic Impatient
Harsh

How to adapt:
Ÿ
Ÿ
Ÿ

2.

Listen, allow him/her to talk first
Express your points clearly and as suggestions
Be courteous but firm

Uncertain Customer
—
—
—
—

Fig. 10.1 Aggressive customer order

Non demanding
Indecisive and unsure
Evasive
Seeks assurance

How to adapt:
Ÿ
Ÿ
Ÿ
Ÿ

Maintain Eye contact
Break barriers, be friendly
Listen
Ask the right questions
Fig. 10.2 Uncertain customer
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3.

Knowledgeable Customer
—
—
—

Demanding
Technically sound
Good knowledge about the product

How to adapt:
Ÿ
Ÿ

4.

Satisfy his/her desire for detail
Don't try to fool or evade.

Friendly Customer
—
—
—

Talkative
Discusses a lot
Warm & good natured

How to adapt:
Ÿ
Ÿ

5.

Respond with Warmth and Hospitality
Keep to Business

Angry or Irate Customer
—
—
—

Fig. 10.3 Friendly customer

Impatient
Argues
Does not listen

How to adapt:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

6.

Be Assertive, In control and not angry
Be polite and to the point
Use Calm & Clear voice
Don't give hollow promises
Emphasize

Business like Customer
—
—

Crisp and to the point
Avoids waste of time & Procrastination

Fig. 10.4 Angry customer

How to adapt:
Ÿ
Ÿ

Be crisp and to the point
Avoid waste of time & Procrastination
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Some general tips for adapting behavior:
Ÿ

Pace the customer's vocal style: Listen to the customer's speech and note the pace, tone, volume and
length of message. Then without copying/mimicking them, use a similar pace, tone of voice, and
length of message. Pacing or mirroring will build rapport and comfort with your customer.

Ÿ

Mirror your customer: This includes basic body language such as facial and hand gestures,
expressions and body lean. Try to be more similar rather than different from the customer. Don't
mimic them by following their every gesture and behaviour. Mimicking is considered insulting and
may be more damaging. Instead, try to gradually position yourself similarly in terms of leaning
forward or backward, mirror basic gestures and look (relaxed or formal). In other words, use more or
less gesturing based on your customer's patterns. And mirror the facial signals of smiling, attending or
frowning based on the content of the message. Listen carefully to mirror the right facial expressions.

Ÿ

Adjust the level of simplicity and complexity: A mismatch in the simplicity of communication with the
complexity of the listener or the speaker can create a lot of confusion and poor communication. One
must listen to the customer and think how simple or complex they seem to be talking and thinking, in
terms of language used, idea and details around it. If they want it simple, keep it as simple and clear as
possible. If your customer is communicating with complex details and/or language, go into greater
depth and substance as is appropriate and use similar language where possible. Adjusting towards
simplicity and complexity as required is a powerful way to build rapport and understanding.

Ÿ

Signal respect and interest: These can be done by maintaining friendly eye contact, responding
through appropriate nodding, and with non-aggressive hand and face gestures providing 3 to 5 feet of
space, maintaining an open looking posture, etc. A 10% forward lean when standing and a 20%
forward lean when sitting creates greater rapport. Follow your customer's message with agreement
gestures such as nodding and listening sounds within 1-2 seconds, or your rapport will be broken.

Remember that you need to provide the "right amount" or "balance" of attention to your customer. This
means not being pushy, overbearing or dominating. For example, there are many times when a customer
will be happy just browsing and does not want to be interrupted.
Major 'Don'ts of Customer Service
Every day customer service representatives face situations when what they say makes or breaks a service
interaction. The following phrases should not be used because they anger and disappoint the customers.
Ÿ

“I'm busy right now.”

Ÿ

“NO.”

Ÿ

“I don't know.”

Ÿ

“You want it by when?”

Ÿ

“That's not my job/ that's not my department.”

Ÿ

“Call me back.”

Ÿ

“That's not my fault.”

Ÿ

“You need to talk to my supervisor.”
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Ÿ

I'm busy right now: The customer is the reason why the business exists and customers know it. For
whatever reasons customers have to be attended to and respected. It often happens that while
helping one customer, another call or visits the service area. Asking a customer to be patient or
politely asking them to wait is very different than putting them off and saying, “I'm too busy to help”.
Better to say, “I'll be with you in one moment” or “Please hold and I'll be right with you.”

Ÿ

NO: Everyone hates the word “no”. It is de -motivating, discouraging, and disinteresting. As a
customer, when one hears this word, “No” is equal to “bad service. “No” is easy, cheap, unproductive
and negative – it means failure. Admittedly, there are times when one will have to say “no,” but focus
on what can be done for the customer (highlight the positive) and not the negatives of the situation.
Better to say, “What I can do is…” and demonstrate that one cares and wants to provide quality
service despite current limitations.

Ÿ

I don't know: Just saying “I don’t know” is not enough. It communicates your unwillingness to help
the customer.” Better to say, “I'll find out” or “Let me look into this and get back to you as soon as
possible.”

Ÿ

That's not my job/ That's not my department: When a customer asks to do something that he/she
does not know how to do or does not have the authority to do, then one should become a catalyst by
arranging a call back or leading the customer to the person or department who can help him/her
solve the problem. Better to say, “Let me transfer to the person who can immediately help you will
this problem.” Or “I will arrange a call back from the appropriate person or department”.

Ÿ

Call me back: This expression conveys little interest on the part of the customer relation's employee
for the needs and wants of the customer. One should always call the customer back because we want
their business and are responsive to their requests. Being proactive is part of good customer service.

Ÿ

By when do you want it: Customers often make unrealistic demands, especially when it comes to
time. One's first reaction may be annoyance and one may want to make a snide or sarcastic comment.
However, the best approach is to hold off on displaying a negative attitude and making a poor
impression. Better to say, “I will call you right back after I find out if that is feasible.”
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Handling different customer segments:
Women
We are in a world that is increasingly realising that women are equal to men and that gender
discrimination is a bad thing. Women in all fields have proven to be equal of men.
In a service institution women are accorded priority and provide certain privileges as well. All service
usually commences by serving women first.
The following points are important to bear when it comes to dealing with women in a dining
establishment:
Ÿ
Ÿ

Ÿ

Ÿ
Ÿ
Ÿ
Ÿ

Ÿ
Ÿ
Ÿ

Women should be treated with respect at all times.
Safety and security of women is of paramount importance. No woman should feel threatened
in your establishment, including from other guests. For this purpose women are often accorded
priority in terms of choosing where to sit in the restaurant and on the table.
Staring at women is to be avoided at any cost. Many time due to cultural differences the dress
and mannerism of women may be different than what one is used to. One must not let this
become a reason for staring or any other objectionable behaviour.
Women should never be touched on any account.
Women if required to be touched due to fainting or ill health, etc. should be touched by women
staff only. This is including when being frisked for security purposes.
Women should ideally be addressed as Ma'am or with the title Ms. or Mrs. Followed by the
surname.
Any type of sexual harassment should not be tolerated and one must complain of the same to
higher management or security. Sexual harassment includes bullying women, passing lewd and
objectionable comments, touching and groping, etc.
Women should never be expected to carry heavy bags and baggage and always offered
assistance.
At late hours women may be offered transport assistance as per organisation policy
Pregnant women should be given extra care both in terms of comfort, by offering them extra
pillows, etc.

Fig. 10.5 Counter Sale Executives serving a woman
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Children
The following points are important to bear when it comes to dealing
with children in a dining establishment:
Ÿ

Ÿ

Ÿ

Ÿ

Ÿ

Ÿ

Safety of children is of great importance in a public area.
Children may be susceptible to falls and injuries in a busy
environment. Therefore, one must be careful when children
are around.
It is also important that children are not left alone in public
places as there is always a security threat of kidnapping. One
must be very alert to this threat.
Children also tend to be left to wander or run around in the
restaurant, this may cause accidents or collisions and one
must be aware of this too.
Special chair are available in many restaurants for infants and
small children. Children should be helped into these when Fig. 10.6 Counter Sale Executive serving
a boy
possible. These are both for comfort and safety.
One must always be warm towards children and make sure
that any special child offers such as kids meals, toys and
giveaways are given to kids.
Children too must never be discriminated on the basis of age,
gender, ethnicity, behaviour, etc. by service staff.

Elderly
Ÿ

Ÿ

Ÿ

Ÿ
Ÿ

Ÿ

Elderly people should be treated with care, respect and
tolerance, as they may be slow, sometimes not in control, but
they are guests and should be respected at all times
Sometimes they may need extra help with bags and baggage,
pulling a chair, etc. and one must be ready to spot such
opportunities and never let one go by
One must also remember that elderly people also must be
allowed to maintain their independence and dignity, one must
not assume that they cannot carry out their own tasks
After women, elderly men deserve the next attention in order
taking and serving sequence.
Some elderly people may not able to read the menu and they
must be assisted in this case by explaining to them the options
and helping them decide
Some of the elderly may be at a hearing loss, and may require
to be spoken to a little loudly
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Fig. 10.7 Counter Sale Executive
serving an elderly gentlemen
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People with special needs (disability)
Restaurant seating may need to be adjusted to accommodate guest with disability.
One must not discriminate against people with disability and under no account should they be
refused seating or being served in the establishment.
Ÿ One must also remember that people with disability also must be allowed to maintain their
independence and dignity, one must not assume that they cannot carry out their own tasks.
They should be helped only as much as is necessary or being sought by them.
Ÿ Based on the nature of disability special assistance may be provided to the guests.
Ÿ
Ÿ
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Summary
1. Tips for adapting behaviour:
Ÿ

Pace the customer's vocal style: Listen to the customer's speech and note the pace, tone, volume
and length of message. Then without copying/mimicking them, use a similar pace, tone of voice,
and length of message. Pacing or mirroring will build rapport and comfort with your customer.

Ÿ

Mirror your customer: This includes basic body language such as facial and hand gestures,
expressions and body lean. Try to be more similar rather than different from the customer. Don't
mimic them by following their every gesture and behaviour. Mimicking is considered insulting and
may be more damaging. Instead, try to gradually position yourself similarly in terms of leaning
forward or backward, mirror basic gestures and look (relaxed or formal). In other words, use more
or less gesturing based on your customer's patterns. And mirror the facial signals of smiling,
attending or frowning based on the content of the message. Listen carefully to mirror the right
facial expressions.

Ÿ

Adjust the level of simplicity and complexity: A mismatch in the simplicity of communication with
the complexity of the listener or the speaker can create a lot of confusion and poor
communication. One must listen to the customer and think how simple or complex they seem to
be talking and thinking, in terms of language used, idea and details around it. If they want it simple,
keep it as simple and clear as possible. If your customer is communicating with complex details
and/or language, go into greater depth and substance as is appropriate and use similar language
where possible. Adjusting towards simplicity and complexity as required is a powerful way to build
rapport and understanding.

Ÿ

Signal respect and interest: These can be done by maintaining friendly eye contact, responding
through appropriate nodding, and with non-aggressive hand and face gestures providing 3 to 5
feet of space, maintaining an open looking posture, etc.

A 10% forward lean when standing and a 20% forward lean when sitting creates greater rapport. Follow
your customer's message with agreement gestures such as nodding and listening sounds within 1-2
seconds, or your rapport will be broken.
2. Major 'don'ts of customer service:
Ÿ

“I'm busy right now.”

Ÿ

“NO.”

Ÿ

“I don't know.”

Ÿ

“You want it by when?”

Ÿ

“That's not my job/ that's not my department.”

Ÿ

“Call me back.”

Ÿ

“That's not my fault.”

Ÿ

“You need to talk to my supervisor.”
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Exercise
1.

Write the techniques to respond to a:
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ
Ÿ

Tough/ aggressive customer
Uncertain customer
Knowledgeable customer
Friendly customer
Angry/ irate customer
Business like customer
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2. List any five major don'ts (thrashes) of customer service:

3. Indicate whether the following statements are true or false:
Ÿ

A Counter Sale Executive can stare at women customers.

Ÿ

At late hours, women may be offered transport assistance as per organisation's policy.

Ÿ

Women customers should be given special discounts.

Ÿ

Children are not left alone in public places.

Ÿ

Children can be discriminated on the basis of age, gender, ethnicity, behaviour, etc. by service
staff.

Ÿ

Elderly people should be treated with care, respect and tolerance.

Ÿ

Restaurant seating may need to be adjusted to accommodate guest with disability.
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Notes
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Unit 11.1 – Health and Hygiene
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Key Learning Outcomes
At the end of this module, you will be able to:
1.
2.
3.
4.

Identify key aspects of heath and hygiene as applicable to food workers
List common diseases and their causes
Explain various types of hygiene and its importance
List various steps to be taken for maintaining a hygienic food storage area
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UNIT 11.1: Health and Hygiene
Unit Objectives
At the end of this unit, you will be able to:
1.
2.
3.
4.

Identify key aspects of health and hygiene as applicable to food workers
List common diseases and their causes
Explain various types of hygiene and its importance
List various steps to be taken for maintaining a hygienic food storage area

11.1.1. Health and Hygiene
Personnel cleanliness and hygiene
Hygiene practices are preventative measures to reduce the incidence and spreading of disease in
everyday life settings

FOR SELF

Without good health, a person will not be able to feel enthusiasm for
anything. Life will become a burden instead of an opportunity

FOR FAMILY

Without good health, one becomes a less contributive member to the
family. Also the low energy levels due to ill health will act as a
dampener to whatever happiness that exists in the family. Add to that
the cost of medical treatment

FOR

An employee who is not in good health takes more leaves and even
when on the job, is not able to work efficiently

Preventing the spread of infectious diseases means breaking the chain of infection transmission.
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Ÿ

The chain of Infection Transmission is :

People and Animals spread
germs (bacteria, virus etc.)

Carried by - air, water,
food, insects (mosquitoes,
flies etc.), animals, dirty
hands/feet/utensils or
clothes etc.

through - spit, vomit,urine,
stool, pus, phlegm etc.

at - Sinks, waste pipes,
dustbins, clothes, cleaning
tools like combos etc.

Dengue is transmitted by the bite of an Aedes mosquito infected with the dengue virus.
Chikungunya disease is transmitted by the bite of the same family of mosquitoes that transmits
dengue.
Ÿ Malaria is transmitted by mosquito bite from a mosquito infected with malarial parasite.
Ÿ Typhoid fever is spread by the intake of the bacteria in unhygienic food or water. Patients can
contaminate the surrounding area through stool and the disease spreads through houseflies that
transfer the bacteria to other water bodies.
Ÿ Bacterial infections cause the more serious cases of diarrhoea. Typically, infection with bacteria
occurs from contaminated food or drinks (food poisoning). Many cases of diarrhoea are spread
from person-to-person.
Ÿ
Ÿ
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Hygiene and cleanliness in everyday life plays an important part in preventing the spread of infectious
diseases. It includes procedures used in a variety of situations such as
Hygiene and Cleanliness in everyday life plays an important part in preventing the spread of infectious
diseases.
It includes procedures used in a variety of situations such as
1. Self-hygiene or personal hygiene
- Washing of the body and hair frequently.
- Frequently washing of hands and /or face.
- Oral hygiene - Daily brushing of teeth.
- Wear clean under-wear and clothing daily.
- Suppression of habits such as nose picking.
- Not licking fingers before picking up sheets of paper, currency notes etc.
- Not biting nails.
- Washing hands after using toilet.
- Not borrowing towels, hair brush and other personal things.
- General avoidance of bodily fluids such as faeces, urine and vomit.
- Use mosquito repellents, even indoors.
2. Respiratory hygiene
-

Carry handkerchiefs/tissues and use them to catch coughs and sneezes.
Holding a tissue over the mouth or using the upper arm/elbow region when coughing
and sneezing rather than a bare hand.
Dispose of tissues as soon as possible.
Clean your hands by hand washing or using a hand sanitizer.
Use Sinks and flush off Spit and Phlegm especially during cold, flue, cough etc.
Use clean Kerchiefs and do not share kerchiefs.

3. Food and water hygiene
-

Separate raw and cooked foods to prevent contaminating the cooked foods.
Cook foods for the appropriate length of time and at the appropriate temperature to kill
germs.
Store food at the proper temperature.

Fig. 11.1 Food hygiene
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-

Use safe water and raw materials.
Wash food thoroughly and ensure it is well cooked.
Keep the Kitchen clean and Germ free.
Boil and/or filter water used for drinking or cooking.
Do not leave food or drinking water uncovered.

1. Home Hygiene
-

Keep the house clean and ensure circulation of fresh air.
Utilities such as toilets, wash basins etc. to be cleaned regularly with disinfectant.
Do not allow garbage to pile up in the house or residential area. Also ensure garbage is
regularly picked up and disposed.
Protect the house from mosquitos, flies, cockroaches, rats etc.
Change water in bird baths and flower pots etc. regularly.

2. Workplace Hygiene
-

Do not let water to collect at ACs and cooler areas.
Water stations and kitchens should be clean and kept dry.
Washrooms and toilets to be cleaned regularly with disinfectants.
Maintain regular cleaning activities of all areas and equipment.
Change water in flower pots etc. regularly.

3. Care of domestic animals
-

Domestic animals should be bathed and cleaned regularly.
They should be taken to vet and vaccinated regularly.
Not touching animals before eating or washing hands thoroughly between touching and
eating.

Apart from this safe disposal of human waste and sanitation of the neighbourhood is also everyone's
responsibility towards building a safe and healthy environment.
Storage area
In the food industry, it is very important to maintain food safety. Fresh and clean foods are important to
good nutrition and the establishment’s image. Harmful organisms such as bacteria and moulds in food
can cause spoilage, reducing the food's nutrient value and causing disease. Taking steps to see that food
does not become contaminated with food poisoning bacteria also reduces losses and illness. Preventing
food from becoming mouldy or otherwise spoiled, also reduces waste.

Fig. 11.2 Storage area
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Proper Storage and Handling of Foods
To keep food safe to eat it is important to follow these rules:
Ÿ

Keep storage cupboards and other storage areas clean, cool and dry.

Ÿ

Store foods in food containers only and not in containers that are used for other purposes. It is
important not to store food in containers that have previously been used for chemicals and other
harmful materials.

Ÿ

Keep food covered while it is being stored and keep it away from chemicals such as insecticides
and household/industrial cleaners.

Ÿ

Make sure that areas where food is prepared is thoroughly cleaned before starting preparation.
Also, all pots, pans, equipment and tools such as knives, forks and spoons are clean before food is
prepared. These should be cleaned again after preparation is over.

Ÿ

When washing pots, pans, equipment and tools such as knives, forks and spoons use hot water
for cleaning with soap or detergent, then rinse in clean water. Change washing and rinsing water
often. All of these should then be wiped clean with a clean cloth.

Ÿ

Fruits and vegetables must be washed in clean water before preparation for cooking. Fruits and
vegetables that are to be eaten without being cooked should also always be washed first in clean
water.

Ÿ

Try and make sure the water used for cooking and washing is fresh and from a safe source.

It is important to remember that people, insects and other items can make clean things dirty again. Even
though they still look clean. Therefore, it is important for everyone to:
Ÿ

Keep insects, pests, animals, birds, dust and fumes away from food. For this food should be
covered. Carry out regular cleaning and pest control activities.

Ÿ

Wash their hands with soap and clean water before preparing or eating food.

Ÿ

Avoid coughing or sneezing near food. Touching their nose, mouth, hair or anything likely to be
dirty while preparing food.

Ÿ

Avoid preparing food if they are sick or if they have wounds or sores on their hands. Anyone who is
sick or has wounds and cannot avoid preparing food, should take extra care to work cleanly.

Ÿ

Even in clean surroundings food will go bad over time. Food always has some bacteria on it and
these will increase in number over time and cause spoilage or even illness. The following is
therefore important:

Ÿ

Do not keep food too long. Throw it away if it looks or smells bad or spoiled. Use ‘best by’ dates for
guidance.

Ÿ

For food with labels carefully follow any storage instructions.

Ÿ

Do not leave bits of food or crumbs, etc. around, as bacteria infects these and then can spread to
the next lot of food to be prepared.
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Fig. 11.3 Proper handling of food items and well maintain storage area

Unhealthy Habits
A person doesn't actually "get" AIDS, they might get infected with HIV, and later they might develop
AIDS.
Ÿ They can get infected with HIV from anyone who's infected, even if they do not look sick and even
if they haven't been tested HIV-positive yet.
Ÿ The blood, vaginal fluid, semen, and breast milk of people infected with HIV has enough of the
virus in it to infect other people.
Ÿ To protect self from getting infected
- Use a condom. Avoid having sex with multiple partners
- Stay away from drugs especially needles and syringes
- Do not share razors, syringes with other people
- If you are donating or receiving blood make sure the blood has been tested by the
hospital
- Every time you are having sex with someone whom you have just met or if you are not
sure whether the person is infected or not
- You shouldn't have oral, anal or vaginal sex until you are in a monogamous relationship
and each of you knows the other's HIV status.
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Summary
1. Importance of hygiene:

FOR SELF

Without good health, a person will not be able to feel enthusiasm for
anything. Life will become a burden instead of an opportunity

FOR FAMILY

Without good health, one becomes a less contributive member to the
family. Also the low energy levels due to ill health will act as a
dampener to whatever happiness that exists in the family. Add to that
the cost of medical treatment

FOR

An employee who is not in good health takes more leaves and even
when on the job, is not able to work efficiently

2. Various types of hygiene:
Ÿ

Self-hygiene or personal hygiene
-

Ÿ

Washing of the body and hair frequently
Frequently washing of hands and /or face
Oral hygiene - Daily brushing of teeth
Wear clean under-wear and clothing daily
Suppression of habits such as nose picking
Not licking fingers before picking up sheets of paper, currency notes etc
Not biting nails
Washing hands after using toilet
Not borrowing towels, hair brush and other personal things
General avoidance of bodily fluids such as faeces, urine and vomit
Use mosquito repellents, even indoors.

Respiratory hygiene
-

Carry handkerchiefs/tissues and use them to catch coughs and sneezes
Holding a tissue over the mouth or using the upper arm/elbow region when coughing
and sneezing rather than a bare hand
Dispose of tissues as soon as possible
Clean your hands by hand washing or using a hand sanitizer.
Use Sinks and flush off Spit and Phlegm especially during cold, flue, cough et
Use clean Kerchiefs and do not share kerchiefs
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Ÿ

Food and water hygiene
-

Ÿ

Home hygiene
-

Ÿ

Keep the house clean and ensure circulation of fresh air.
Utilities such as toilets, wash basins etc. to be cleaned regularly with disinfectant
Do not allow garbage to pile up in the house or residential area. Also ensure garbage is
regularly picked up and disposed
Protect the house from mosquitos, flies, cockroaches, rats etc.
Change water in bird baths and flower pots etc. regularly

Workplace hygiene
-

Ÿ

Separate raw and cooked foods to prevent contaminating the cooked foods.
Cook foods for the appropriate length of time and at the appropriate temperature to kill
germs.
Store food at the proper temperature.
Use safe water and raw materials.
Wash food thoroughly and ensure it is well cooked.
Keep the Kitchen clean and Germ free.
Boil and/or filter water used for drinking or cooking.
Do not leave food or drinking water uncovered.

Do not let water to collect at ACs and cooler areas
Water stations and kitchens should be clean and kept dry
Washrooms and toilets to be cleaned regularly with disinfectants
Maintain regular cleaning activities of all areas and equipment
Change water in flower pots etc. regularly

Care of domestic animals
-

Domestic animals should be bathed and cleaned regularly
They should be taken to vet and vaccinated regularly
Not touching animals before eating or washing hands thoroughly between touching and
eating
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Exercise
1. List the chain of infection transmission:

2. How does one maintain personal hygiene?
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3. List five practices of safe handling of food:
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Notes
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