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Unit 1 Making and Accepting a Reservation Part A Making and Accepting a Reservation Part B Offering an
Alternative to the Guests When Their Needs Are Not AvailabllUnit 2 Receiving the Guests Part A Receiving the
Guests with the Reservation Part B Receiving the Guests without the ResenrationUnit 3 Ordering Food and Taking
orders [0 Part A Asking and Explaining Dishes Part B Recommending DishesUnit 4 Ordering Food and Taking
Orders [0 Part A Asking What the Guest Prefers Part B Room ServiceUnit 5 Ordering DemeM Part A Asking
and Telling If Dessert Is Wanted [0 Part B Asking and Telling If Dessert Is Wanted [J Unit 6 Paying the Bill Part A
Asking for the Bill and Ways of Payin9 Part B Explaining the Charge and Handling Mistakes on the BillUnit 7 Bar
Service [1 Part A Asking What the Guest Wants to Drink Part B Telling What Is WantedUnit 8 Bar service [

[ Part A Asking before Serving and Serving the Guest[] Part B Asking How Much Is Owed and Saying
GoodbyeUnit 9 Handling Complaints [ [J Part A Complaining about Drinks[ Part B Complaining about Meat
and FoodUnit 10 Handling Complaints [J [J Part A Complaining about Service[d Part B Showing the Way of
Dealing with Complaints
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00 O O You should explain to the guest patiently and offer an alternative if the time or date the guest needs is not
available.Hold the guest on the waiting list if he or she insists on a certain time or date.A "reserved" card made for
the guest on the assigned table will be preferable as it Hill make the guests feel especially important.A prior
arrangement including the time, the menu, the wine and the payment should be made if a large party wants to have
adinner.Learning TipsGuidelines for Taking Reservations by PhoneWhat should the restaurant clerks do when
they are taking reservations from the guests by phonel]

For those that take a reservation, telephone courtesy is a must. Greet your guest warmly, when you are being called.
Then, get the necessary information for the proper reservation in an organized manner. That means, you need to
make clear the request of the guest, including the name of the guest, the number of the party, the date and time, and
any special requirements. After that you should repeat these information to confirm it with the guest.
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