Bazil Restaurant

Server Training & Education
Dear Bazil Server Trainee,

Welcome to Bazil Restaurant.  Given the many choices of restaurants to work with we appreciate and thank you for choosing to be a part of Bazil Restaurant.  Our promise to you is to provide a safe, friendly, enjoyable and profitable atmosphere for you to work in.  You have successfully made it through our interviewing and hiring process which means we truly believe you have the experience, skills and personality necessary to succeed at Bazil Restaurant.  Congratulations on your new position, you earned it.

As you read through this training information, do your best to keep an open mind with the methods we have adopted over the past 25 years to succeed in our service industry.  This information package is designed to give you the knowledge and tools to be as successful as you possibly can working at Bazil.  Your success both in enjoyment and in personal earnings will be directly tied to the amount of information you are able to absorb as you read through the following pages.  Your past experience can both positively and negatively effect your performance at Bazil depending on how well your past training was conducted.  Our training and methods of service are among the most respected in our industry and we trust upon completion of your training with us, you too will understand the personal monetary value the proper service and attitude will have in your wallet at the end of each shift.

Thank you again for your commitment to Bazil and we hope your career with us will be more prosperous than you had imagined.
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Danny J. Daniele

Owner, Bazil Restaurant

“Those that achieve the highest results live every moment of their lives with passion and intensity, both in their glory and in their greatest misery.”

Translation:  Regardless of what you’re doing, put your whole heart into it, you’ll be amazed and surprised at how well you will perform.

Important Information Regarding Bazil Restaurants

Who are the family owners?

   The Father is ______________________________________

   The Mother is ______________________________________

   The younger brother’s name is  ____________________________________


He manages mostly at __________________________________

   The older brother’s name is ____________________________________


He manages mostly at ___________________________________

Who are the managers?

Bazil Brighton Location:  749 E. Henrietta Road, Across from MCC (585) 427-7420

   The General Manager is ____________________________________

   The Dining Room Manager is ___________________________________

   The Kitchen Manager is ___________________________________

Bazil Penfield Location:  1384 Empire Blvd, Near Southpoint Marina (585) 697-2006

   The General Manager is ____________________________________

   The Dining Room Manager is ___________________________________

   The Kitchen Manager is ____________________________________

All Bazil Location Hours of Operation are:

   Monday – Thursday ___________________________

   Friday ________________________

   Saturday _________________________

   Sunday _________________________

What are the accepted 5 Credit Cards at Bazil?

________________, __________________, _________________, _______________, ________________

Our restrooms are located where? __________________________________________

My Employee Number is _____________________

Knowing how to Clock in and out – Follow the prompts on the computer sign in screen…

Never clock in before being in complete _____________________________

Our goal here at bazil is __________ % guest satisfaction.  No one leaves Bazil unhappy, not even our employees!

If you see that a guest is not 100% happy with their meal, atmosphere or service, always 

notify a ______________________________ right away.  The manager will visit them.

The server sets the tone of the meal.  Make sure to start out right.

As a server, you are expected to visit your table within ______ seconds of being seated.

We personalize the guests experience by responding at the ______________ that is appropriate for Their dining experience.   Every guest has different needs and timing expectations.  Families with children are usually in a hurry, romantic diners usually don’t want to feel rushed.

When guests are dining with us, their needs are ___________________ and exceeded.

When you see a glass half full, you refill it before they have to ask you.  When you see they are on their last breadstick, you refill the basket.  When their salads are below half, we ask if they would care for a refill.

We make every effort to ensure our guests feel our  _____________ and ____________.  We speak with a smile and share in our guests’ happiness and sometimes dissatisfaction.  

Welcome your guests like ______________.  Immediately greet guests with eye contact and a warm, genuine SMILE.   Introduce yourself by name.

Personalize your guest’s __________________.  Get to know your guest’s needs and any time constraints, and meet them.  Its about meeting the guests’ needs, not ours.  Build raport using your personality and show you care.

Be pro-______________________ and recognize guests’ needs at all times.  Throughout the meal, make specific suggestions, provide refills promptly, make sure they have enough napkins, silverware and deliver coursed in a timely manner.

Guests ordering ________________________ often get behind on their dining timeline due to the extra time to order, cook and deliver the appetizer.  Most diners will appreciate you asking permission to bring out the salad and breadsticks right away while they are waiting for the appetizer to be prepared.

Make sure the area surrounding your guests is __________________ and organized.  Pre-buss your table throughout the meal.  Never leave empty dishes or glasses on the table unless the guest requests it.

Demonstrate teamwork while working.  Remember, everything is everyone’s job at Bazil.  We work as a team.  Help your team members out as often as possible, and they will help you as you need it.

Provide quick and _____________________ service recovery to diffuse any potential guest dissatisfaction and restore guest loyalty.  When a customer is not happy with something, replace it as soon as possible.

Bazil Restaurants stand for PASSION and INTEGRITY.  Everything we do is based on these two words.  In order to show our guests our sincerity, we follow standard etiquette policies…

Appearance & Uniform standards
A guests’ first impression of a server is how well they are presented physically.  This includes your uniform, your hair, your smile and your overall facial expression.  Right now we’ll just focus on the uniform.  Everyone has a different opinion of what looks “cool” when you’re out on the town – it could be an un-tucked shirt, low jeans with boxers showing, apple bottom pants and the boots with the fir…, or any other fashion statement that one deems appropriate.  When our customers come into Bazil however, we want every employee dressed to the same standards to portray a professional atmosphere.  We have put much effort into our uniforms so that they are comfortable, fashionable, professional and not embarrassing like some restaurants with lots of overdone “flare”.  Your uniform pretty much consists of black pants, black shoes, a comfortable short sleeve black polo shirt and a simple clean black name tag.  We have kept the uniform simple for two reasons.  One, to ensure that you are comfortable while serving your tables, and two to make it as easy as possible for you to be in proper uniform at all times.  Here are the actual guidelines that we require you follow for your uniform:

· Clean un-wrinkled solid black shoes or sneakers.  No logos or colored accents, no open toe shoes, heels or sandals and all shoes must be slip-resistant.

· Solid black socks that cover above the ankle.

· Clean ironed solid black pants.  No bell bottoms, flare pants, boot cut, tight fitting, or spandex pants.  Pants bottoms must go past the ankles but not touching the floor.  Just your basic plain or pleated black pants is good.

· Clean un-wrinkled short sleeve black polo style shirt.  We provide a very inexpensive logo shirt if you choose to purchase one from us.  We suggest at least owning one per shift per week.

· A t-shirt under your black shirt is optional, however must be either solid black or solid white with a clean, tight collar.

· A black name tag with white lettering.

· Hair – combed neatly, no longer than shoulder length, and not covering up any part of your face.  If the length is longer than shoulders, it must be tied up neatly.

· Facial hair – No facial hair of any kind is allowed.  Face must be clean shaven at all times.

· Nails – clean, short fingernails.  Only neutral colored nail polish, no Spice Girl colors.

· Earrings – Men may not wear earrings.  Women may wear one earring per ear, non-hanging and smaller than a dime.

· Rings – One ring per hand is allowed.  Nothing that sticks out too much.

· Necklace – Only one necklace per person is allowed.  Must be metallic in nature and no more than 1/8 inch thick.  No chokers or hemp.  No pendants larger than a dime.

· Bracelets – For safety reasons, no bracelets allowed. 

· Perfume – Only subtle amounts of perfume allowed.

· Make-up – Only neutral colors allowed.  No colored make-up.

· Clean skin and body, no odors of any kind.  Please shower and use deodorant.

· 4 matching black cased pens and a wine opener.

· A functional lighter –  for birthday candles and sparklers.

· $20.00 cash bank broken into small bills for making change.

· A sincere smile and positive attitude.

Servers should have as many uniform shirts as necessary.  We recommend one shirt for each shift you work weekly.  As a server you are required to have the shirt pressed and cleaned prior to the beginning of each shift.  You may purchase shirts at one of many locations selling polo shirts, or you can also purchase shirts from Bazil for a very discounted price.  Your manager will help you choose the correct size.

Per the company handbook, The Company reserves the right to interpret and make final decisions on what is considered appropriate.  Please remember that if we ask you not to wear a particular item of clothing it is not personal, it is for the good of the business and the clean cut image we are portraying as a family restaurant.  Thank you in advance for your cooperation.

Note:  Your uniform is one of the companies biggest pet peeves, and it’s very obvious if you’re out of uniform code.  Please follow the above guidelines to keep from getting written up for something minor.  Thank you!

Personality & Attitude Standards

As we said earlier, your appearance is the first thing a customer sees.  The very next impression you make on a customer will be your personality and attitude.  The most under-rated secret to serving tables is this… When you first greet your table, if you portray a sincere, friendly and warm attitude, you will earn the trust of your customers right off the bat, so if you happen to make a mistake later on, they will forgive you much quicker than if you started off on the wrong foot so to speak.

Approach your tables with sincerity.  Don’t try and fake it, it’s much too obvious.  If you’re not in a good mood at the moment, walk to the water fountain and get some fresh cold water and think of something that puts you in a fresh and happy mood.  As your walking over to your table, think of something that makes you smile.  This exercise will place a sincere smile on your face rather than a fake one that is easily identifiable.  (Have you ever seen someone try and smile who is actually uncomfortable in a situation – can you remember how easy it was for you to notice that it wasn’t a sincere smile… you’re not the only one with those special powers to read people, the rest of us can too...)  This simple step will change the your first impression in more ways than you can imagine.  It will also increase your tips at the end of their meal when the magic moment happens when they are deciding on how much money to leave you as your tip.  

Remember this little known fact in a National Restaurant Association survey conducted on restaurant customers, the decision on the amount of a tip to leave the server at the end of the meal is based 71% on the server’s personality and friendliness and only 29% on their skills and actual service.  Mistakes can be fixed with a good personality, however good service is quickly tarnished with a bad attitude.

Showcasing our sincere appreciation to guests

Display Warmth

· Make eye contact – the first sign your paying attention to the guest

· Smile – The universal way of telling someone you enjoy what you do, and often you will receive one in return.

· Show positive body language – Don’t lean.  Stand attentively and energetically so your back is never facing your guests.

Display Good Manners
Good manners are based on respect.  Treat each person, guest or employee as a special guest in your home.  For example…

· Always extend a genuine welcome

· Smile and make eye contact

· Use “please” and “thank you” as often as possible

· Don’t refer to anyone as “you guys”

· Anticipate when something isn’t right or if a guest is in need

· Escort guests to where they are going, don’t just point

· Never discuss gratuities among yourselves or with guests

· Never discuss anything personal about a guest (looks, smell, etc)

· Always act on an opportunity to say something positive about a guest

· Verbalize our appreciation of our guests and invite them back

Display Generosity
Generosity lies in the heart of Italian culture and Bazil.  We are always generous and we care about the sincere happiness of our guests.

· Remember that we are here to enhance our guests experience

· We win when guests leave happy and fulfilled

· Be kind in your words and in your actions

· Take personal responsibility to fix the situations, don’t pass the buck…

· Be a team player, help your fellow employees help their guests

· If someone complains, never take it personally… just LISTEN 

-Then apologize for any perceived problem and get a manager

-You don’t need the last word, be gracious

Use Positive Language

· Instead of saying “you guys” use

· You – “How are you tonight”

· Ladies/Gentlemen – “Good evening ladies, or thank you gentlemen

· Everyone – “how is everyone this evening”

· Instead of saying “no problem” use

· It’s my pleasure
· I would be glad to
· It would be my pleasure to…
· Certainly

· Right away

· Instead of saying “I don’t know” use

· I’m not sure, let me get you an answer
· That’s a great question, I’ll find out
· Instead of saying “yeah or uh huh” use

· Yes
· Certainly
· Instead of saying “hold on” when answering the phone use

· May I briefly place you on hold
· Instead of saying “What do you want” use

· May I help you?
Words to use when Welcoming Guests 

Welcome to Bazil Thank you for _____________________________________________

Thank you for choosing ____________________________________________________

Good evening and ________________________________________________________

Words that show genuine interest

Is this your ______________________________________________________________

Are you here for __________________________________________________________

Have you had the chance to visit _____________________________________________

If you have the time you should ______________________________________________

Words that convey a warm goodbye

Thank you for _____________________________________________________________

It was my pleasure ________________________________________________________

Enjoy your ______________________________________________________________

I’m really glad you enjoyed __________________________________________________

Handling Guest Situations with “Magic Moments”

There may be times when a guest notifies you of a situation that did not meet their expectations during their dining experience.  This provides an opportunity to restore guest loyalty.  We call these situations, “Magic Moments”.

What to do…

· Always offer to help the guest.  Be positive.  Stress what you can do for the guest, not what you can’t.

· Be the guests ally – not an opponent.  Show this through your tone of voice and choice of words.

· Ask the guest’s name.  Call your guest by their last name by saying Mr, Mrs., or Miss

· LISTEN – allow guests to fully explain their concern without interrupting.  Don’t jump to conclusions even if the problem sounds like one you’ve had before.

· Instead of re-stating the situation, show concern by apologizing and immediately getting a manager involved.

· Show respect and keep your tone friendly.

· Empathize with the guest by using language such as…

· “I hear how frustrated this is for you”

· “I understand exactly what you mean”

· “I appreciate your concern”

· Gain permission to ask questions…

· “May I ask you a couple of questions”

· “Let me see if I understand…”

· Ask questions considerately to determine what your guest wants.

· ALWAYS ALERT YOUR MANAGER TO THE SITUATION IMMEDIATELY, EVEN IF THE SITUATION HAS  BEEN RESOLVED

What not to do…

· Don’t be defensive or argue with the guest.  Agree that a problem exists.

· Don’t assign blame to others or make excuses such as “The kitchen is really backed up tonight” or “We had 3 call off’s tonight” or “The kitchen must have messed up your order”

· Don’t let guests see you loose control, or seem stressed about anything.

these are our Most popular complaints from guests

            Complaint


How to handle it                    What could have been done

	“This dinner is not what I ordered”
	“I apologize, let me take that away and get the dinner you ordered right away”
	Repeat orders, and be very accurate writing in your pad and when inputting meals into the computer


	“I am not happy with my meal” or “I don’t like my dinner” or “There is something in my dinner”
	“I apologize, let me take that away from you.  Would you like to try something else this evening?”  “May I ask what was wrong with the entrée?”
	Always check the quality of food before placing it in front of a guest


	“I had to ask my server for more drinks and to fill my water”
	“I apologize for letting your drink get too low, I will bring you a full glass right away”
	Always re-fill soda and water glasses at the half full point.  Ask if guest wishes to have another beer/wine/cocktail


	“My server was pre-occupied with other tables and we felt like we were bothering him/her every time we asked for something”
	“I apologize for not getting back to you sooner, Is there anything I can bring you”
	Always give your guests your undivided attention, never loose focus of why we are here


	“We were not happy with the server, he/she was rude and didn’t seem to care about us”
	“I apologize for the service you received.  Could you wait just a moment while I get a manager?”
	Always speak to guests in a warm friendly voice.  Be sure to smile and respect your guests


Dealing specifically with a meal complaint…

Inevitably, you will at one point be placed in a situation where a guest is not happy with their meal.  Remember, don’t take it personally.  Follow these steps and your guest will appreciate your timely and appropriate response to the situation…

1. Apologize – “I apologize…”

2. Ask & Listen – “May I ask what in particular you are not happy with?”

3. Keep Listening – let your guest explain in full, don’t interrupt

4. Stay Focused – Maintain eye contact, and show genuine interest

5. Ask what to replace it with – “Would you care to try something different, it would just take a few minutes to prepare?”

6. Ask to take it away – “Would you like me to take this meal away”

7. Inform them of what will happen – “Your dinner will be out in just a few minutes, I will also inform a manager of the situation”

8. Follow up – make sure their replacement dinner comes out quickly, check with the manager that went to visit the table, ask the guest if they are enjoying their new dinner.  Apologize again and thank them for their understanding.

The manager will assess the complaint.  Then, depending on the level of guest dissatisfaction, the manager may refund the guest the price of the original entrée and “comp” the replacement item, or perhaps the manager will offer the guest a complimentary cocktail or dessert.  The financial reimbursements and complimentary items offered will vary and may only be approved by a manager.

Magic Moments – Magic moments are moments during a guest’s visit to Bazil in which we have an opportunity to create a life long lasting moment.  Perhaps it might be someone’s unusual request for something that no other restaurant could offer, or it could be that something unfortunately went wrong while dining with us – perhaps a bad meal, spilt wine, poor service, long wait for a meal, whatever it may be.  During these moments, we are granted a small window of opportunity of time in which we can turn this negative experience for a guest into the most positive experience they have ever had in a restaurant.

Example:  A woman’s child only will eat a pizza if the crusts are cut off and the pepperoni’s are placed in the shape of a smiley face.  You inform the mother that its no problem at all.  You bring out the pizza as requested, and you also bring out a separate dish with mushrooms on a plate in the shape of a smiley face and you inform the child that you’re favorite toppings are mushrooms and you get the child to try something new…  

As a server creating a Magic Moment, there are no rules, restrictions or policies limiting your ability to make people happy.  Do whatever it takes to go above and beyond what a guest may be expecting.

Table Setting Standards

1. Tables should be cleared and reset within 60 seconds of guests’ departure.

2. Tables should be completed one at a time.

3. Most silverware is thrown out in the trash and lost during bussing, place all silverware in one area of your tray or bus tub.  Always use the same area each time.  Be certain linens and napkins do not have silverware in them when throwing them in the trash.

4. Separate bar glasses (martini, margarita, frozen drink glasses, espresso/cappuccino cups and shot glasses) and take them directly to the bar for cleaning.

5. Remember to work quietly so as not to disturb nearby guests.

6. It is always easiest when servers pre-buss tables through out the meal service

7. Salad plates and bread baskets should NEVER be on the table during coffee/desserts

8. Never overload a tray, don’t ever carry more than you are absolutely 100% sure you can

Steps to ensure a properly set table

· Place a clean, wrinkle free paper table top over the table

· Ensure paper is neat and folded neatly at edges if necessary

· Arrange the condiments and table tent caddy neatly and be sure it is clean

· Place a clean and dry salad plate in the center of each place setting (wet plates make a mess)

· Place a clean rolled and dry silverware/napkin roll centered in the salad plate

· Check the floor area around the table.  Pick up and hokey if needed

· Push all the chairs in slightly and be sure they are lined up neatly

· Stop, step back and take a good look at the table and surrounding area

· A properly set table is one of the first impressions of a guest when seated

When you arrive for your shift, one of the first things you will do is check to see what section of tables you will be serving.  Before any customers are seated in your section, you should walk your tables to make sure they are all clean and set up properly.  These are the main items you will be looking for:

1. Are any of your tables wobbly?  If so, adjust the table base feet to steady the table.  There are few things worse in life than having to serve a table that wobbles and the guests keep complaining about it and then you have to try and fix it once there are people sitting at the table.

2. Is the table cloth under the white paper clean or need to be replaced?

3. Is the white butcher paper clean and crisp and fit properly?  Change it if necessary.

4. Are the salad plates and napkins clean and set neatly?

5. Are the condiments clean and set up properly?

6. Is the dessert menu clean and set properly?

7. Are the walls and carpet around your tables clean?

8. Can you hear the music in your section, does it need to be turned up?

9. Is the temperature comfortable in your section?

10. Are all the lights on your tables working and at the right brightness level?

Once you have gotten your station ready for the evening, make your way to the front desk to let the hosts know that you have arrived and that you are ready to begin seating tables in your section.

Hot food in the window!

Hot food in the window is a phrase that enables us to deliver piping hot food to every guest consistently.  Everyone has a key role in delivering hot food to our guests.

· No food waits.  Ever. 

· All employees deliver food.  Food delivery is everyone’s responsibility

· All food is delivered directly to the table.  Move quickly from the kitchen to the table, no side trips to bar or service station or even other tables.

· The Line Expo will help you set your tray before delivery.
· You can’t say NO.  When you hear “Hot Food in the window” or “Order Up” you must stop what you are doing and run food to the table.

· Remember, FOOD COOLS QUICKLY, so move quickly

· Soup must be stirred before ladling it out to ensure the hot soup from the  bottom mixes with the cold soup on top.

Opening A bottle of wine

1. Present the bottle to the guest who ordered the wine “The Host”

2. If there is a foil surrounding the top of the bottle, cut and remove it with your knife

3. Insert your corkscrew into the center of the cork by twisting the handle

4. Anchor the lever onto the lip of the bottle

5. Extract the cork, unwind the cork and place it to the right of the host’s glass

6. Wipe the top of the bottle

7. Pour a sample for the host (about 1 oz.)

8. Pour clockwise around the table, ladies first and host last

9. Make sure there is enough wine for everyone.  You can get about 5-6 glasses per bottle when pouring 5 oz of wine (about half a wine glass)

10. Place the bottle on the table and refill glasses throughout the meal

Serving Hot Tea

1. Heat a coffee cup with hot water from coffee machine

2. Gather 2 lemon wedges, 2 honey packets and a teaspoon on a salad plate

3. Fill a small teapot with hot water and place on salad plate

4. Find the wooden tea box selection of teas

5. Bring everything to the table and offer your guest a selection from the tea box

· This sounds like an awful lot of work for simple tea, but please understand the guest is paying $2.79 for a tea.  In addition to the tea bag, we provide the fresh lemons, honey, sugar, cream, hot water and a hot cup.  Make sure you’re providing a great hot tea experience to your guests.  Those guests that drink hot tea will love you for it.

· There is no charge for Hot Tea refills.  Give your guest another selection from the tea box along with another pot of hot water.

Order Timing Tips

· Menu items all have different cook times.  Steak and Fish dishes usually take the longest – approximately 8-14 minutes

· Simple pasta dishes take the shortest time to prepare – approximately 4-6 minutes

· Although these items cook at different length of times, the kitchen will ensure that all your items come out at the same time.  Keep in mind those tables ordering all pasta dishes may come out quicker than a table with fish and or steak dishes.

What do you say to a guest or a table if they order an appetizer?

· If the guest orders and appetizer, inform them the kitchen will prepare the item within 10 minutes and ask if they would like to start off with their salads, soups and breadsticks while they are waiting.

When do you offer this suggestion? _____________________________________

· Determine the tables pacing needs and time service around their needs.  If they are going to a movie ask what time it starts.  Help them move the meal along so they get there on time.

· Before sending a check to the kitchen, determine approximate check times (meaning what is the current average time for dinners out of the kitchen)

· If you need to communicate information to the line cooks, always talk to the Expediter working the server side of the line.  Let the “Expo” know you need and item right away or if you need an item re-made with a special request.

Bazil Service Standards

Although most of our guests have dined at a Bazil Restaurant before, we treat each table as if it were their first visit.  This is how we create a consistent and professional environment.  If a guest wishes to simply order without hearing your introduction, they will let you know.  Never assume they don’t want to hear it.  Many times guests are talking or not paying attention when servers speak, which means they may not already know that all of our entrées with little white stars next to them are all you can eat!

1. Welcome your guests like family (Within 30 Seconds)

· Introduce yourself – “Welcome to Bazil… My name is… “

· Ask your guests if this is there first visit.  If so, inform a manager so we can welcome them.

· Read your guests to personalize your welcome conversation.  Help guests feel welcome, special, and appreciated by creating conversation and building rapport.  Use your personality.  Look for items such as gifts for a birthday party, kids in sports uniforms, Grandparents and grand kids, etc.  Talk about what you see – “Are these your beautiful grandchildren?” or “How was the baseball game tonight?”

· Find out their pacing needs so we can deliver excellent service.  (This will allow you to suggest quicker preparation items, tailor your recommendations etc.)
2. Communicate the Bazil Restaurant Specifics (Must be communicated to ALL tables)

· Entrée’s include unlimited soup or salad  

“All of our dinner entrees include unlimited house soup or salad”

· Family style salads

“Our salad is served family style dressed with our house Italian dressing”

· Hearty Minestrone 

“our soup is a hearty homemade vegetable and noodle minestrone”

· White stars – all you can eat  

“all of our dinner entrees marked with a little white star are all you can eat, just let me know if you’d like another dish”

· Point to Appetizers & Desserts

“The appetizers are on the first page and the desserts are on the last”

· The Funnel cake  

“Our funnel cake is our most popular dessert and has become a trademark of the restaurant”

· Take the Drink order

“May I get you a cold soda, lemonade or cocktail to begin with”

· Begin the Appetizer Teaser

“Would you like to have the kitchen begin preparing an appetizer while you look over the menu”  

*NOTE – if your table orders an appetizer while you’re gathering the drink order you have saved the table time by placing it before their dinner order.  At this point don’t offer to bring the salads and soups to the table yet.  If your table declines to order an appetizer at this point, then remember to offer to bring out the salads, soups and breadsticks while they are waiting for their appetizer.  Remember, one of the most common guest complaints is when they order an appetizer and they end up feeling that the “whole dinner took too long”

3. Suggest one favorite appetizer and one entree

· Only suggests items that you truly and sincerely like.  In order for your guests to respect what you are suggesting, you must come across as genuine.  If you suggest an item that you don’t like, your guests will see it in your eyes.  If you suggest an item that you love like the funnel cake you will sell it by your genuine facial expressions alone.

4. Return with the drink order

· Return quickly and efficiently, don’t get behind on your timing

5. Take the dinner order

· Always repeat the meal order back to ensure no mistakes in communication

· When taking soup or salad orders, don’t suggest salad dressing choices, Bazil salads come out pre-dressed with our creamy house Italian dressing.  

6. Bring the salads, soups and breadsticks

· How many breadsticks go out to guests initially?  ___________________

· How many breadsticks go out for a refill to the guests? ________________
7. Clear the salads and soups, refill the breadsticks

· Always ask if your guests wish to have a salad refill regardless how much is left in the bowl.  By asking, you are giving the guest a value added experience.
8. Prepare the table for the meals

· Make sure your guests have a clean place setting for the meal to be placed
· Make sure your guests have clean silverware and napkins
· Clear the table of empty plates, empty glasses and garbage
· Refill drinks before the meals are served
9. Serve the meals

10. Check back within 2 minutes

· This is the most important part of the guests experience – The Meal!
· Check to make sure the guests are enjoying it and it was prepared as they requested
· Fix anything that is wrong and notify a manager right away
11. Suggest coffee and describe the desserts

· Always begin by describing the desserts by picking up the dessert menu
· Suggest your favorite dessert
· Ask “which dessert they would like to try tonight”, not “would you like one”
· Offer espresso, cappuccino, hot tea or American coffee
12. Box up any “left-overs”

· Ask your guests if they would prefer you bring them doggie bag containers or if its alright for you to take the left-overs and box them up in the kitchen
13. Serve desserts and coffees

· At this point, there should be no empty plates, salads, garbage, dirty silverware etc. on the table.  If so, please remove.
· Make sure to bring extra forks for sharing
14. Promptly present the check and complete payment

· Sincerely thank guests for dining with us

· Take payment and return change in check presenter

· Never “ask” if your guest would like the change back, always return it unless told otherwise.  Asking presents an awkward moment for guests not wishing to leave the full amount of change as a gratuity

· Use the guests name if they use a credit card –  “Thank you Mr. Smith” 

· Take payment quickly, cash or credit cards.  Let the guest choose to take their time if they wish.  Most gratuities are lowered at the end of a meal when a server fails to complete the payment process quickly.

Specific Serving Standards
Every restaurant in the world has different serving standards.  Some restaurants don’t even have servers, you have to buss your own table.  Some restaurants are 5 star rated, and have four servers per table.  Bazil is somewhere in between.  We are a casual Italian restaurant.  Our mission is to give great service in a comfortable family atmosphere.  

These are some of the basic serving standards that you should follow while serving tables at Bazil Restaurant:

1. Greet your customers within 60 seconds.

2. Always speak with a smile.  It sounds much nicer when you speak with a smile.  Try it on your own sometime in the mirror.  You’ll be surprised.

3. Know the Server 9 point table introduction and recite it to all your tables.

4. Know the 13 steps of table service.

5. Serve from the left, clear from the right… whenever possible.

6. Serve dinner entrees with the main protein (meat) facing the customer.

7. Make sure the customer has a fork, spoon or knife before serving them food.

8. Make sure shared foods have serving utensils like tongs etc.

9. Never touch the top portion of a glass that touches the customer’s lips.

10. Only touch the rims of the plate, don’t let your thumb touch the food.

11. Load your tray properly, place heavy and unstable items in the center. (like wine bottles and glasses)

12. Lift heavy trays with your legs, not your back.

13. Communicate “going in” or “going out” when traveling in the kitchen.

14. Communicate “behind you”  or “pardon me sir/mam”

15. How to pre-bus a table.  Stack the plates on your forearm and slide food and utensils to the plate in your hand.  See demonstration.

16. How to carry multiple plates.  See demonstration.

17. How to fill a water glass or coffee glass.

18. When to ask for re-fills.

19. Always remove trash from the table -  like saltine wrappers, empty creamers, suger packets etc.

20. If you see someone’s napkin has been mangled, bring over a new one!

21. Always remove or re-fill empty glasses on the table.

22. Always remove an empty plate on the table.

23. Always remove or re-fill an empty bread basket on the table.

24. Always remove or re-fill an empty salad bowl on the table.

25. How to open and pour a bottle of wine.  See demonstration.

26. Always describe all the desserts by pointing to them on the dessert menu before taking the order.

27. Always offer espresso, cappuccino or American coffee after dinner.

28. How to present the check –always thank your guests for coming in.

29. How to return change or a charge slip – NEVER ask if they would like change, always bring it.

Salesmanship Standards
Some restaurants always refer to servers as servers.  At Bazil, although we may use the term server, we consider you a salesperson.  This is because you are the one selling the food to the customers.  A poor server/salesperson goes to a table and “takes” the order from the customer.  A good server/salesperson markets the menu to the customer and “sells” the order from the customer.  At Bazil there are minimum per person guest check averages that servers must maintain.  Poor salespeople make substantially less than good salespeople.  The same 25 covers served in one station may produce $390.00 @ $15.60per person in sales for one server while another server with a higher check average could have produced $510.00 @ $20.40 per person from those same customers.  At Bazil we average about a 17% tip average for our servers.  Using that formula, the poor server would have made $66.30 and the good server would have made $86.70.  If those servers are working four days a week for a year, the good server would be making $4,243.20 more in tips alone per year simply by suggesting appetizers, drinks, desserts and coffee.  You can see on our weekly server sales analysis posted in the kitchen who is making the most money.  Make sure your name is on the top of the list!

HOW CAN I BECOME A BETTER SALESPERSON YOU MAY ASK?…

These are some great tips for increasing your per person check average:

1. Always speak sincerely about your favorite items.  Customers can spot a fake sales pitch like a Cheetah spots a weak little Gazelle in the forest…

2. After you have said your Bazil introductions, go off on a quick tangent about your favorite appetizer, explain why you like it so much, give specific descriptions to get their mouths watering.  Like the fried calamari is so crispy or crunchy or tender and the dipping sauces are tasty and spicy made from over 36 ingredients.

3. When your taking a drink order, never just ask “would you like anything to drink?”  For the love of God, that is the worst way to sell a drink.  By doing this you can just about guarantee their probably going to say no or “just a water would be great, thanks”.  Instead ask “would you like a drink from the bar, perhaps a glass of Merlot or Chardonnay?”  or for someone younger you may say “Would you like a cold soda, lemonade or ice tea with fresh lemon?”.  Paint a picture in their minds.  Be descriptive with everything you say.  Someone who normally just orders a water might be interested in an ice cold lemonade with a fresh lemon wedge that they didn’t even know we had.  

4. Usually the drink order is the first thing you sell.  Before you leave the table, you may want to ask if they would like you to place an appetizer order in the kitchen so they have something to eat right away while deciding on what to order for dinner.  Remember, at the beginning of the meal is when you can sell the most food – people come to restaurant because they are Hungary.  And when you’re Hungary you want food.  Give them what they naturally want.  If you do take an appetizer order at the same time as the drinks, make sure you take their dinner order before the appetizers are delivered – otherwise they will put down their menus and when it comes time to take their orders, it will take twice as long because most people forget the name of their entrée and have to pull out the menu again and search for it while they eat their appetizers, plus, we don’t want to give the kitchen as much time as possible to prepare the meals.

5. CAUTION:  Don’t sound like you’re trying to push everything on your customers.  No one wants to feel pressured, and if they get the feeling you’re just trying to sell them everything you can, their not going to be happy with your service.  The key is to speak with sincerity, don’t recommend anything you wouldn’t want for yourself.  People are human lie detectors.  If you speak from your heart, they will trust your opinions.

6. When it comes to the dinner order don’t worry about trying to sell them anything here – because everyone is going to order a dinner regardless of what you say.  Appetizers, drinks, desserts and coffee are where your salesmanship plays a big role, not on the dinner entrée.  Instead, when their ordering dinner, your role now is more educational and informative.  This is when you can showcase your knowledge of the menu.  Answer their questions and recommend dinners only if they ask you to.  Don’t try and sell them the expensive steak or seafood dinner, it comes across as to obvious that you are trying to sell them the most expensive dinner on the menu.  Be patient with them, be thorough and be informative.  They will appreciate you for it.

7. If your guests order an appetizer at the same time they are ordering their dinner, take the moment to ask if they would like to have their salads brought out as well at the same time.  The number one complaint we hear from our customers is that when they ordered an appetizer their dinners took too long.  This common complaint can be reduced by placing the appetizer order in the kitchen as soon as you can, bringing out the salads and soups quickly and timing the dinner entrée to follow shortly thereafter.

8. Whenever you’re cleaning plates from salads or appetizers, look to see if they would like another drink.  Be pro-active, don’t wait for them to ask you for a drink when you’re not ready, always ask them if they would care for another drink once their glass is below the half way mark.  This gives you time to prepare and deliver the drink before their original glass becomes empty.  Keep your eyes on their drinks, one of the top complaints customers have in restaurants is that their drinks or waters were empty when they wanted to more.  Keep your eyes on their drinks every time you walk by the table!  

9. When it comes time to clear their dinner entrée plates, don’t rush to take a coffee or drink order by asking them while your juggling a bunch of plates in your hands clearing the table.  Once you have cleared their table, return in a calm and poised manner and pick up the dessert menu and give your customers a personalized description of each dessert.  Let them know which one is your favorite, use descriptive words like “The warm and crunchy funnel cake topped with real vanilla bean ice cream with chocolate chips and caramel and whipped cream… “  How could anyone resist that!  At the same time you should ask your customers which dessert they would like to try this evening.  Make it an open ended question.  Don’t just ask “Would anyone care for dessert tonight?”  because 9 out of 10 people will just answer with a “no thank you, we’re full”.  You see, most people want dessert but are usually too embarrassed to be the first one to request one.  You will find that normally once one person orders a dessert, others will follow.  So try and sell at least one of your favorites and others sales orders will follow.  

10. While you are still at the table taking the dessert order, now is the time to ask “would anyone would like a cup of fresh American coffee, assorted hot teas or an espresso or cappuccino.”  Say all those choices, and you will be surprised at how much more you will sell rather than just saying “Would any care for coffee?”  Give them descriptive choices.

This part of your training is also one of the most important parts of your training to ensure you earn above average tips per customer at Bazil Restaurant.  Even if you ever move out of town or for any other reason work at another restaurant some day, use these salesmanship tools and you will always be the one who quietly makes more money as a server then your peers at other restaurants.

Food Knowledge
As a server you should know the restaurant menu inside and out.  You should be able to recognize every dish quickly and be able to spot any mistakes before it gets to your customers.  Our menus are available on-line at BazilRestaurant.com and also at the front desk in the form of take out menus.  Study the menus and become familiar with them.

The items below are listed with approximate times it takes to prepare given an average night in the kitchen.  During busy hours there may be a 5-10 minute delay on the preparation of the items.

· Most of our appetizers take on average 7-9 minutes to prepare.  

· House salads take on average 2-4 minutes to prepare

· Most of our entrees take on average 8-10 minutes to prepare.

· Steaks and broiled fish take about 12-15 minutes

· Simple pasta dishes take about 6 minutes

· The funnel cake dessert takes about 5 minutes.

· Regular sliced desserts take about 2-4 minutes.

Keep an eye on the kitchen during busy times.  Be aware of the preparation times throughout the evening so you can time your food orders properly.  

Dietary Menus

We have a dietary section of our menu.  It has four categories:

1. Reduced Calories Menu – This menu is designed for people using the Weight Watchers Point System.   We a similar formula that has the same point system to track their consumption.  We follow strict recipes to ensure the correct nutritional values.

2. Gluten Free Menu – The gluten free menu is for customers who have what is called “Celiac Disease”.  These items do not contain any WHEAT products of any kind.  If a customer orders from the gluten free menu, be sure to watch for any other items the customer may consume that may contain wheat.  They can not eat our breadsticks.  They can however have our marinara sauce (also available in 3 flavors, available for sale at the front desk, online and at Wegmans Supermarkets).    Note:  Gluten free meals take a few minutes longer to prepare, let your customers know there may be a few minute delay in the preparation to ensure safety. 

3. Low Carb Menu – The low carb menu takes regular items from our menu and greatly reduces the amounts of carbohydrates in those dishes.  This makes it easier for the customers to order.

4. Vegetarian Menu – The vegetarian menu consists of menu items that contain no meat.  They do contain dairy products.

KIDS MENUS

· We have children’s menus available at the front desk along with crayons to play with.  

· All children are given a complimentary apple sauce portion upon arrival.  

· For children mis-behaving or being to loud, we offer free DVD players with cartoons pre-loaded on them.  Headsets keep the volume from bothering other guests

· Always make sure to get food out quickly to tables with children.  They have little patience.

Alcohol Knowledge 
LIQUOR SERVICE
Everyone knows the difference between water soda and coffee, but do you know the difference between a Martini and a Manhattan?  As a server at a restaurant with a full service liquor bar, it is expected that you are familiar with the basic and most popular liquor, wine and beer drinks.  If a customer orders a Martini, what would you ask them?  Asking for a Martini is the equivalent to asking for a plate of pasta… What kind of pasta do you want?  What kind of sauce do you want?  Do you want meatballs or sausage with that?  Just as you need details when someone orders a pasta dish, you also must get details of cocktail drinks so the bartender knows how to prepare the drink.  

Generally speaking, if a customer orders a mixed drink by its common name, like a Gin and tonic or a Screwdriver, it is implied that the mixers will remain constant, however you should still ask if the customer has a brand preference of liquor such as Tanqueray Gin or House gin?  But a Martini or Manhatten has many choices. 

Here are the questions you must ask for these drinks before placing the order with the bartender:  

Martini drinks

1. Made with either VODKA or GIN, ask for a brand name or house brand.  (House brands our the least priced for those without a preference)

2. Made in a martini glass called UP or on the rocks in a bar glass.

3. Garnished with either a lemon peel, olive, or onion
Manhattens
1. Usually made with WHISKY, ask for a brand name or house brand.

2. Made in a martini glass called UP or on the rocks in a bar glass.

3. They will sometimes ask for DRY, EXTRA DRY or PERFECT.  This relates to how much vermouth is added to the drink.

4. Usually garnished with a cherry.

If you have a question with a drink, ask a bartender.  They are always helpful and full of information.  The best way to keep the bartenders happy is to ask the right questions when taking an order.

WINE SERVICE

Bazil is an Italian restaurant, which means we sell more wine than most any other type of restaurant.  You should familiarize yourself with our wine list.  The basic information you must be aware of is this:

1. When suggesting a wine with dinner, always recommend a red wine with red meats and heavy dishes like steaks and hearty pasta dishes, and always recommend a white wine with seafood, and light dishes.  Chicken dishes can go either way depending on the sauce.  Chicken French goes well with white wine, but Chicken Madeira goes well with red wine.

2. But remember this, although there are all sorts of proper etiquette rules for what kind of wine goes with what – remember that wine is supposed to be fun and enjoyable.  So if someone wants a red wine with ice as they eat their broiled fish dish, God bless them!

3. Merlot is our top selling red wine and Chardonnay and Reisling are our top selling white wines.  Recommend those and you will always be safe.

4. A bottle of wine contains about 5 glasses in it when the glasses are poured half way full or 5 ounces.

Here is a summery of how to present and open a bottle of wine at the table:

The first and most important aspect to opening a bottle of wine is the equipment – you must have a good wine key, with a knife, and strong barrel. That being said, it is relatively simple. (However the more practice you have the easier it is)

1. Present the bottle to the host that ordered it with the label facing him/her and pronounce the wine by name – let them inspect the bottle to see if it is the one they requested. 

2. After the host accepts, remove the foil from the top of the bottle with your wine knife (if applicable – some bottles do not have one), always keeping the label facing the host if possible.   Press your knife against the lip underneath and make one clean cut and remove the foil cap and place it in your pocket.

3. Taking your corkscrew, using your finger as a guide, place it slightly off center to the cork and twist the key, adjusting, as you need to, straight down into the cork. Be very careful not to screw at an angle or too close to the side of the cork – you will break the cork that way.

4. Stop, just before the last twist of the screw is in the cork, anchor the key on the lip and remove the cork in one smooth movement, slightly rock the cork out. Try not to  pop the cork out too quickly, use fluid motions.

5. Remove the cork from the screw, being careful not to touch the end, and give it to the host for inspection. They are looking to see if the cork is moist – this tells them several things: 1. If the bottle has been stored properly, 2. Approx. how long it has been stored properly, and 3. The correct moisture/humidity of the cork.

6. With a clean white linen, wipe around the inside and top of the bottle removing any pieces of cork.

7. Pour 1oz of wine into the host’s glass and let them sample it. Twisting up slightly after pouring so you don’t dribble wine all over the table.

8. After approval from the host, start with serving the wine to the rest of the table beginning with the ladies.  The Host is always served last.  Remember, the wine bottle holds about 5 glasses of wine when poured about half way up (5oz).  Don’t be embarrassed by not having enough wine to server everyone because you didn’t pour properly.

Practice opening bottles at the bar so you can become comfortable with the act.

Alcohol Related Laws

Responsible Drinking:  As much as we may enjoy wine, beer, or cocktails, it’s important to treat them with respect. Excessive drinking can affect your life and someone else’s life as well.  When serving alcohol it is important to remember that in New York you can be held personally liable and charged accordingly for serving irresponsibly or for serving to a minor.

IT IS UNLAWFUL TO SERVE OR SELL ALCOHOL TO ANYONE UNDER THE AGE OF 21 OR TO ANYONE WHO IS INTOXICATED.

Acceptable forms of identification

· Valid Driver’s License issued by a State, Federal, or US Territory

· Valid Non-Driver’s Identification Card issued by a State, Federal, or US Territory

· Valid Passport

· Valid Military Identification Card

Liability Law Overview

You should understand that you, personally, may be charged and/or fined along with the establishment you work for.  If you serve a minor alcohol, it is a misdemeanor.  A New York misdemeanor conviction may carry a term of imprisonment of up to one year or less, together with a fine of up to $1000.  Civil damages for any accidents occurred while that individual was drunk could also be applicable.

*THE POLICY AT BAZIL IS NO ONE CAN CONSUME MORE THAN THREE (3) DRINKS WITHIN TWO HOURS, then one drink per hour after that…

Food Safety and Personal Hygene

It is everyone’s responsibility to practice and enforce proper food safety and hygiene to prevent cross-contamination.  Humans are the primary source of such food-borne illness-causing microorganisms, such as Hepatitis A and Staphylococcus aureus. These, as well as others, can be easily transferred to food and food-contact surfaces through poor personal hygiene practices and can make CUSTOMERS, FAMILY members, and YOURSELF ill.

In order for us to prevent this from occurring, please understand the following:

FOOD HANDLERS CAN CONTAMINATE FOOD WHEN:

1. They touch anything that may contaminate their hands

2. They have been diagnosed with a food-borne illness

3. They show symptoms of gastrointestinal illness

4. They have an infected lesion

5. They live with, or are exposed to, a person who is ill with a food-borne illness

GOOD PERSONAL HYGIENE INCLUDES:

1. Hygienic hand practices; such as proper hand-washing, use of hand sanitizers, and gloves

2. Maintaining personal cleanliness, such as showering daily and keeping hair clean

3. Wearing clean and appropriate uniforms and following dress code – wearing hair restraints and removing jewelry prior to work

4. Avoiding unsanitary habits and actions, such as chewing tobacco or gum, smoking, or spitting while around food and food-contact surfaces

SERVERS SHOULD:

1. WASH HANDS FREQUENTLY!!! 

2. Handle all glassware and dishes properly; NEVER touch the food-contact area of the plate, bowls, glasses, or cups

3. HOLD flatware and utensils by the handles, NEVER by the food-contact surfaces

4. Cloths used for cleaning spills SHOULD NOT be used for anything else.
Common Guest Questions & Inquires

Q.
Is Bazil part of a franchise?

A.
Bazil is owned and operated by the Daniele family consisting of 2 Bazil Restaurant locations and another restaurant concept called Mario’s Italian Steakhouse & Catering which specializes in fine Italian cuisine, steaks, banquets, weddings up to 300 and catering.  The 

Q.
When and where did the first restaurant open?

A.
The first restaurant was opened in Rochester by Mario Daniele in 1976, it was a pizzeria with two employees – Mario and his wife Flora. 

Q.
Can you accommodate large parties?

A
Bazil can accommodate parties up to 200 guests for lunch when we are normally closed to the public.  Otherwise we can accommodate up about 45 guests in a semi private room called the Arch Room.

Q.
Can you buy the Marinara Sauce?

A.
You can purchase a jar of marinara sauce at the front desk and you can also find all three of our sauce flavors at Wegman’s Supermarkets in the sauce isle.  The three flavors we make are Marinara, Three Cheese, and Vodka Sauce.

General Information You Should Know about Bazil
Birthdays & Anniversaries – What se can do:

· Offer a dessert sampler platter with an assortment of our desserts (priced per dessert)

· For kids under 12, place a candle in a free scoop of vanilla ice cream and bring it to the table.

· We offer a discounted funnel cake dessert for $3.95 for birthdays.

· We offer a free dinner entrée for guests who sign up for our Email Birthday Program.  They must bring in the printed out email coupon to redeem the free dinner.  Restrictions apply.  (you can sign up on-line or in the restaurant using a sign up form)

· We do not sing in the dining room, instead we will place a fun sparkler on any dessert they order.

· Guest may purchase a cake or individual dessert from us or we can create a dessert combo for them.

Call Ahead Seating – Bazil is a non-reservation restaurant, however a guest may call in 30 minutes before arriving when we are on a wait to place their name on our list. This will greatly reduce their wait time. For Large parties of 8 or more give the call to a manager.

Banquet & Catering – We can accommodate up to about 20 guests in the sunroom.  Always refer banquet requests to a manager.  Bazil is not equipped for large on-site banquets over 20 guests, all inquiries should be referred to our other restaurant concept, Mario's Italian Steakhouse & Banquet Office. Their hours are Monday through Friday 9a-6p, or by appointment. They can accommodate up to 300 people on sight. We also do off-site catering.  

Gift Cards – are available for purchase in person or on our website in any dollar denomination. See manager or host for assistance.  You can also purchase sauce and gift certificates on line.  

Carry Out – Our entire menu and specials are available for carry out. All the guest has to do is call in their order, we’ll let them know how long it will take. They may call us from their car and we will bring the order to them or they may come in to pick it up. All orders include: Parmesan cheese, breadsticks, utensils & napkins, stickers and a copy of our TOGO menu. Express Pick Up works like this: the guests calls us 20 minutes before picking up the order and pre-pay with a credit card, parks in one of the “Express” parking spots, lets us know they have arrived via their cell phone, and we will deliver their order to their car.

Phone Etiquette –  Answer the phone by the second ring, “Thank you for calling Bazil, my name 

is __________, how may I help you?”  If you have to place them on hold, always ask for permission before you place someone on hold and it is your responsibility to make sure the appropriate person picks up the call or a phone message is taken.  “May I place you on hold for a moment”, then say “thank you”

Our web site  is:  www.bazilrestaurant.com    (remember we spell Bazil with a “Z”)

Thank you for choosing to work at Bazil, and we look forward to creating a great relationship with you and we hope you enjoy working with our team!
The Bazil Mission Statement
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	Bazil Mission Statement:   100% customer satisfaction.  

If you feel someone is not happy, no matter how slight, inform a manager immediately.  No one leaves Bazil unhappy.


And remember, Bazil is a “Quick Service” restaurant.  This means we want you to bring food & drink to your customers quickly, with great service!   
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	Server Training Orientation Completion Form


· Server Training orientation form, completed.  Thank you for continuing on in our hiring & training process.

Employee Name: ______________________________  Date: ________

Manager Conducting Orientation: _______________________________ Date: ______

