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Subtitle:

Online Self-learning Materials
Catering Industry
Workflow of Catering and Banquet Services (Chinese Banquet) 

Ben, the restaurant manager, entered into the banquet hall. He handed over the locker key and uniform to the new waitress, Amy, and showed her the location of changing room.
Ben: Amy?

Amy: Yes.

Ben: I’m not mistaken? Here’s your locker key. Get changed and come out for a briefing. Over there.

Amy: Thanks, Ben.

Amy entered into the staff changing room and locked up her personal belongings in the locker. When Amy saw another waitress tying up her long hair and tidying up her appearance, she did so too. Then, she went to wash her hands and dry with paper towels.
Subtitle:

Pay attention to personal appearance and cleanliness (e.g. tie up long hair, wash hands and dry with paper towels, etc.)

Attendants lined up in the banquet hall and listened to Ben’s briefing. After that, Amy inspected the venue under Ben’s guidance. Some attendants were replacing the tables and tablecloths where necessary.
Ben: I hope everything is clear. If you have no further questions, let’s start working. Amy, follow me.
Amy: Yes, Sir.
Ben: Before the guests arrive, there’s something we must do. Can you guess?

Amy: Inspect the venue?

Ben: That’s right, inspect the venue to ensure a clean, tidy and comfortable environment for our guests. Check the tables, chairs and tablecloths for dirt and damage. (VO) Check the tables, chairs and tablecloths for dirt and damage. Replace the damaged items. Make sure the tablecloths are of appropriate size to fit the tables. Replace over and under-sized tablecloths.
Subtitle:

· Attend to cleanliness and hygiene. Inspect the venue before and after preparation to ensure a clean, tidy and comfortable environment for guests.

· Check the tables, chairs and tablecloths for damage; do not use damaged items.
· Tablecloths should be clean and of appropriate size to fit the tables.
Guests were seated after the banquet started. Ben guided Amy about the dish serving skills. Amy followed the instructions and served the guests with a whole suckling pig.
Ben: We’ve just gone over how to serve a whole suckling pig. (Turn to Amy)
Amy: (with much hesitation) Let me try my hand.

Amy: (VO) Set down the dish from the designated spot. Do not reach in front of the guests and disturb their meal.
Subtitle:

Avoid disturbing guests (e.g. set down the dish from the designated spot, avoid reaching in front of guests, etc.)

Amy: Whole suckling pig.
Subtitle:

Announce the dish before serving.
Amy: (VO) Announce the dish before serving. Also set down the condiments, such as hoisin sauce, sugar, pancake and scallion onto the turntable. Portion the pork with serving utensils. Distribute equal portions to guests in an orderly manner.
Subtitle:

· Also set down the condiments (i.e. hoisin sauce, sugar, pancake and scallion) onto the turntable.
· Portion the pork with serving utensils.
· Serve the pork skin side up.
· Distribute equal portions to guests in an orderly manner.
Amy: Enjoy.

Guests: (Raise their glasses and say together) Cheers~

Amy: (VO) Ask your guests before clearing the plates.
Subtitle:

· Ask your guests before clearing the plates.
· Clear the turntable before setting down clean plates.
Amy: May I take your plate, Ma’am?

Amy: (VO) Clear the turntable of plates and condiments. Set down clean plates.
Amy felt uneasy when Ben applauded her work.
Ben: I’ll show you how to serve seafood soup with bamboo fungus and fish maw. Observe closely.
Amy nodded her understanding and followed Ben into the kitchen. He put the silicon pot holder and soup on the plates, and then served with catering trolleys.
Ben: (VO) Use the correct size of silicon pot holders and plates to avoid the soup tureens from slipping. To ensure safety, some restaurants serve soup with catering trolleys.
Subtitle:

· Use the correct size of silicon pot holders and plates to avoid the soup tureens from slipping.
· To ensure public safety, some restaurants serve soup with catering trolleys.
Ben: Seafood soup with bamboo fungus and fish maw.
Subtitle:

· Announce the dish before serving
· Stir the soup, then ladle the soup equally into bowls, using a ladle scoop and chopsticks.
· When ladling soup from the tureen to bowls, be careful not to spill the soup or overfill the bowls.
· Distribute the soup to guests in an orderly manner

Ben: (VO) Announce the dish before serving. Stir the soup before ladling equal portions into bowls. Be careful not to spill the soup in the process. Do not overfill the bowls. Afterwards, distribute the soup to guests in an orderly manner.
Ben: Ladies and gentlemen, would you like more soup?
A guest requested for more soup. Ben nodded and ladled the soup to the guest’s bowl.
Subtitle:

· Refill empty bowls
· Ask your guests before clearing the plates

· Dispense wrapped wet wipes

· Clear the turntable before setting down clean plates

Ben: (VO) Ask your guests before clearing the plates.

Ben: May I take your bowl?

Ben: (VO) Dispense wrapped wet wipes. Clear the turntable and set down clean plates.

Ben: (Turn to Amy and hand a tray over to her) Your turn.
Amy: (Take over the tray) Yes, Sir

In the kitchen, Amy took a tureen of soup. Ben came over to check and found the food tainted by a hair.
Subtitle:
Never serve tainted food

Ben: Always inspect the food right before serving. We must not serve tainted food.
Amy took another tureen of soup to serve the guests at the banquet hall. When ladling soup, Amy spilled the soup onto the guest carelessly. Ben promptly came over to help.
Subtitle:

· Avoid knocking over tableware or spilling food

· If an accident happens, focus on the well-being of guests; offer wet wipes as required and resolve the situation accordingly

Ben: Sir, are you alright?
Ben offered wet wipes to the guest. When cleaning up, the guest knocked over his drink carelessly, making another guest jump out of his seat.
Subtitle:
When guests knock over their drinks, always remain calm and polite
Ben: Sir, are you alright?

The guest: It’s fine.
Subtitle:

Mop up the spilled liquids with napkins. Then place a clean napkin on the affected area and weigh it down with tableware.
Ben mopped up the spilled liquids, placed a clean napkin on the affected area, and weigh it down with tableware. Amy turned around and leave the scene. Ben looked for Amy and saw her replace the guest’s drink.
Ben: Excuse me, Sir.
Amy: I’m sorry, Sir.
The guest: Not at all.
Subtitle:

Replace the guest’s glass and drink

Ben beckoned to Amy. She felt so ashamed of herself and followed Ben aside the banquet hall.
Amy: I’m sorry, Ben, for causing the trouble.
Ben: Never mind. It’s only your first day.

Amy: What do you mean?

Ben: I mean you did fine; I don’t expect you to know everything on your first day. There will be a lot to learn from now on.
Amy: Yes, Sir.
Subtitle:

When it comes to delivering drinks or tableware to a guest, always use a tray with proper posture.
Ben: (VO) When it comes to delivering drinks or tableware to a guest, always use a tray with proper posture. When delivering food, always be aware of your surroundings. For instance, is the floor wet and slippery?
Amy: I see.

Subtitle:

· Always be aware of your surroundings when delivering food (e.g. watch out for the slippery floor or guest belongings in your path)

· Remove chairs not in use from the venue to avoid hindering our work or tripping over guests
· If someone trips over and falls, inform your supervisor and seek medical consultation immediately

Ben: (VO) Always remove chairs not in use to avoid hindering our work. We don’t want anyone to trip over and fall. If it happens, inform your supervisor, that’s me, immediately. Then take the injured to a doctor or call an ambulance, whichever is more appropriate. No one wants such things to happen. So we must be aware of our surroundings.
Amy nodded her understanding.
A guest was discontented after having a bite of the fried rice. He raised his hand for the attendant’s attention.
Subtitle:

When handling guests’ complaints about the food, remain polite and inform the manager

Amy: (VO) When handling guests’ complaints about the food, remain polite and inform the manager.
The guest: How could you serve such horrible food?
Amy: (Keep smiling) Sir, how may I help you?
Ben was passing by and came over to check out what is happening.
Amy: Sir, this gentleman found our rice dish is too salty
Ben: Sir, my name is Chan, I’m the manager here. I’ve just learned what happened. Please accept our sincere apologies. I’ll inform our kitchen staff about the saltiness. We’re grateful for your feedback.

The guest: That sounds about right.
Ben: Thank you, Sir. (Turn to Amy) Go and tell Ming in the kitchen.
Amy handled the guest’s request to bag up the food.
Amy: How may I help you?

The guest: Can you bag these two dishes up for me? 

Amy: Certainly

Subtitle:

· The food should be bagged away from the dining area to avoid disturbing other guests at the table

· Sort the food, bag up the saucy and sauce-less food separately; or simply discard the sauce

· Pack saucy food in leak-proof containers; close the lids tightly
· Pack the containers in restaurant takeout bags before presenting to guests and remind them of the liquid contents

Amy: (VO) Before given to the guest, the food is to be bagged away from the dining area to avoid disturbing other guests. Separately bag up the food. Always separate saucy and sauce-less food; or simply discard the sauce. Pack soup or saucy food in leak-proof containers. Close the lids tightly. Pack the containers in restaurant takeout bags before presenting to guests. Remind guests of the liquid contents.
When the banquet was over, Ben and Amy were seeing the guests off at the hallway of the banquet hall.
Ben: Thank you, please visit us again.
Amy: Goodbye.
Ben: Thank you, please come again. Thank you, please come again.
Amy: Goodbye.
When using the tray to clear up a table, Amy found a mobile phone which was left behind by a guest. She reported it to Ben.
When you find belongings left behind by guests after a banquet service, report it to your superior immediately

Amy: Sir, I found this phone on the table next to the stage.
Ben: Thank you. Whenever you find belongings left behind by guests after a banquet service, you must inform me.

Amy: Yes, Sir.
After the work was done, Ben was handling the working documents. Amy came to say goodbye.
Amy: Sir, I’m sorry for giving you so much trouble today.
Ben: Not at all. It’s quite late. Go home if you’re done.

Amy: Alright, I’m leaving now. Bye.
Ben watched Amy leaving the hall.
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