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APPENDIX 7. THE RESULT OF INTERVIEW (INTERVIEW 

TRANSCRIPT) 

Tanggal : 27 Februari 2023 

Narasumber : Ibu Sri Wiani (Guru mapel F&B Service) 

No. Pertanyaan Tanggapan  

1 Apakah Bapak/Ibu dapat memperoleh bahan 

ajar secara tidak terbatas? 

Bisa. Bahan ajar bisa 

diperoleh dari berbagai 

sumber kemudian buku-

bukunya juga masih ada. 

Disini hanya tentang 

service, praktek-

prakteknya siswa juga 

sudah lengkap. 

2 Apakah Bapak/Ibu memiliki kesulitan untuk 

mendapatkan sumber belajar di atas, apakah 

sudah memiliki solusi terkait kesulitan 

tersebut? 

Biasanya seandainya ada 

kesulitan kita ada teman 

sejawat. Kebetulan ibu 

memegang ervice hanya 

satu kelas, kemudian 

teman ibu yang 4 kelas 

karna disini ada 4 kelas 

yang ada servicenya. Kita  

sharing dengan teman-

teman atau teman yang 

terlebih dahulu memegang 

service. Disini di rolling 

antara service dan product. 

Yaa, saling mengisi lah. 

Seandainya pun susah 

sekali kita kan bisa 

searching, zamannya sudah 



 

 
 

modern sekarang. 

3 Apaah Bapak/Ibu merasa cukup percaya diri 

bahwa materi atau metode yang digunakan 

dalam pembelajaran sudah dapat menarik 

minat siswa? 

Belum tentu ya. Kadang-

kadang kan siswa ada yang 

basic nya ke product, ada 

yang ke service. Sama juga 

selama mereka di prakrin 

ternyata tidak full mereka 

di product, ada yang di 

service. Tergantung siswa, 

kadang-kadang saat 

ditanya “anak-anak mau 

product apa service?” ada 

yang jawab product, ada 

yang jawab service. 

Tergantung anak-anak saja, 

dimana nyamannya, dan 

dimana senangnya. 

4 Apakah menurut Bapak/Ibu buku ajar F&B 

Service diperlukan? 

ya tentu. Kan sebagai 

bahan ajar. Selain sebagai 

bahan ajar, disana mungkin 

siswanya bisa itu dulu 

dilihat, dipelajari biar ada 

dilihat dirumah. Kadan-

kadang saat kegiatan 

belajar disuruh searching, 

bukan itu yang dicari tapi 

yang lain-lain. Ya harus 

jadinya. Disini ada buku 

tentang pramusaji, macam-

macam service ada disini, 

dik. Yang di service 



 

 
 

biasanya di kelas 11 (boga 

1-5). Kurikulum yang 

dipakai itu kurikulum 

merdeka. Buku ajar nya 

memang dapat dari pusat. 

Yang lama juga tetap kita 

pakai sebagai patokan, kita 

liat masih ndak sejajar atau 

masih nyambung tidak 

dengan buku yang baru. 

Ternyata setelah 

dibandingkan isinya sama 

saja. Cuma dulu pakai 

RPP, silabus. Kalau 

sekarang CP, ATP. Beda 

istilahnya saja. 

5 Apakah menurut Bapak/Ibu, materi yang 

disajikan dalan buku ajar selama ini sudah 

memenuhi kebutuhan Bapak/Ibu? 

Sudah memenuhi dia. 

Yang di servie itu isi 

bukunya tentang 

bagaimana kiat-kiat 

menjadi pramusaji, 

bagaimana cara 

menyajikan hidangan 

secara amerika, rusia. Itu 

dari yang dulu sampe 

sekarang masih isi 

bukunya seperti itu. Harus 

ada tambahan materi 

contohnya, cara 

menyajikan hidangan kan 

ada banyak tu tidak hanya 



 

 
 

amerika dan rusia saja, jadi 

kalau bisa ada 

tambahannya. Isi bukunya 

sama, cuma beda sampul 

aja. 

6 Apakah bahan ajar yang Bapak/Ibu gunakan 

sudah menyajikan contoh percakapan yang 

menggunakan kondisi yang sama seperti yang 

aslinya? 

Kalau ibu di service punya 

tim, bukan im sih. Kita 

dibantu oleh pak eka 

namanya dulu kerja 

dikapal, terus honor disini 

di bagian TU. Lalu, karna 

dia Bahasa Inggris nya 

bagus, lumayan lancar, pak 

Eka itu disuruh bantu ke 

boga kuliner, khususnya di 

service. Selama pelajaran 

service, siswa diharapkan 

dari awal masuk kelas 

harus sudah menggunakan 

Bahasa Inggris. Untuk 

yang dari plating alat, set 

up table, itu sudah mulai 

pakai Bahasa Inggris. Ibu 

di bantu sama pak Eka. 

Kalau ibu yakan hanya 

scara umum  saja bisa. 

Kalau bapaknya kan sudah 

semuanya bisa karna 

dulunya kerja di kapal di 

bagian service. Makanya 

sekarang kalau ada tamu 



 

 
 

dari luar, pesan makanan 

disini siswa itu sudah bisa 

melayani dengan full 

Bahasa Inggris. Sebelum 

masuk kelas juga siswa 

kan ada kumpul di 

lapangan, kalau tidak salah 

tiap selasa itu khusus 

Bahasa Inggris. Dari 

kumpul di lapangan sudah 

dikasi literasi. Guru 

Bahasa Inggris juga pada 

pembelajaran Bahasa 

Inggris sudah ditekankan 

sama ibunya kalau bisa 

hal-hal yang menjurus ke 

jurusan, misalnya 

percakapannya bagaimana, 

alat-alatnya itu, supaya 

nyambung gitu. 

7 Apakah bahan ajar yang telah Bapak/Ibu 

gunakan selama ini sudah menyajikan 

gambar yang terkait dengan F&B Service? 

Paling hanya sedikit. 

Karna setiap pelajaran ibu 

sering minta silahkan anak-

anak searching. Cari 

bagaimana contoh-contoh 

pelayanan secara Amerika, 

urutannya suruh dah cari. 

Kemudian secara Rusian 

juga kemudian jelaskan 

satu satu atau siapa yang 

tau. Setelah itu baru kita 



 

 
 

praktekan. Sudah tau 

siswanya contohnya, apa 

yang membedakan 

pelayanan secara Amerika 

dan Rusia. Kalau masalah 

gambar harus di searching, 

di buku hanya sedikit. 

Paling gambarnya itu 

kadang kadang buram 

tidak berwarna karna hitam 

putih. Makanya ibu suruh 

searching tambahan di 

internet, kalau bisa cari 

videonya bagaimana, nanti 

kita hidupkan videonya 

baru kita praktekan. Masih 

mencari di internet, di 

youtube. Kuranglah 

masalah gambar. Kalau di 

buku paling hanya 

sepintas-sepintas saja, 

paling satu aja, warnanya 

ga jelas lagi. Tapi bagus 

juga bisa searching lebih 

gampang tahu urutannya, 

awalnya gimana, 

gambarnya gimana, apa 

sesuai teori dengan 

prakteknya atau tidak 

8 Apakah bahan ajar yang selama ni telah 

Bapak/Ibu gunakan sudah menyajikan 

Latihan soal tetap ada. 

Paling itu-itu aja soalnya. 



 

 
 

beberapa latihan soal yang bervariasi untuk 

siswa? 

Biasanya soalnya objektif 

ada, essai ada. Tiap 

pertemuan ibu teori dulu 

ya, setelah teorinya sudah 

jelas kalau ada waktu 1 

atau 2 jam baru tes. 

Minggu depan baru 

praktek. Praktek lumayan 

itu waktunya, karna kita 

masih persiapan alat. 

Kalau praktek lama, 

kadang-kadang kurangan 

jam, keburu dateng 

gurunya jadi minta jam 

sedikit ke guru yang ngajar 

selanjutnya. 

9 Apakah tingkat keberhasilan dalam 

pembelajaran mata pelajaran F&B Service 

sudah memuaskan bagi Bapak/Ibu? 

Kalau dibilang memuaskan 

dari segi ibu itu tergantung 

dari siswanya ya. Kalau 

siswanya benar-benar aktif, 

berhasil dia di service. 

Karna sudah diliat dari 

prakrin, yang mana 

service, yang mana 

product. Kalau seandainya 

service, keliatan dia saat 

ujian. Kadang disesuaikan 

ya, “bu saya di service 

seperti ini lo dapat 

pelayannya” ibu bilang yaa 

silahkan diterapkan disini. 



 

 
 

Ibu juga gitu dik. Ibu 

pernah dulu ke denpasar 

kunjungan yang prakrin, 

ternyata penataan yang 

terbaru itu sudah ada, 

kemudian kemarin ibu 

jelaskan ke siswa ternyata 

yang di singaraja juga 

begitu. Jadi yang terbaru 

itu yang kita pakai. Kita 

tinggalkan yang lama. 

Contohnya water goblet 

sekarang penambahannya 

sudah ada, glass wine 

ternyata disini sudah ada 

juga seperti itu jadi ibu 

terapkan yang baru, yang 

lama kita tinggalkan biar 

sesuai. Balik lagi, itu 

tergantung siswanya dik. 

Kadang-kadang dikit yang 

ke service minatnya, 

banyakan ke product. 

Padahal enakan di service. 

Itu tergantung siswanya 

saja. Kadang ibu liat kok 

bagus sekali service nya, 

siswanya bilang waktu 

prakrin itu 6 bulan di 

service. 

10 Apakah bbuku yang Bapak/Ibu gunakan Ada juga kadang-kadang 



 

 
 

telah memfokus pada mata pelajaran F&B 

Service? 

 

yang diisi produknya 

sebagai pengulangan lah 

modelnya. Sudah 

mengkhusus dia, seperti 

yang ibu bilang tadi kiat-

kiat menjadi pramusaji, 

apa saja perlengkapannya, 

perlengkapan diri dari 

ujung rambut ke ujung 

kaki, itudah dijelaskan. 

Kemudian alat-alat yang 

mesti di siapkan di sevice 

kan beda dia dari yang di 

produk. Kemudian 

bagaiaman table set up, 

macam-macam gelas, 

sendok, piring sudah 

semua ada. Jadi kan siswa 

harus tau dia yang mana 

piring maincorse yang 

mana piring desert. Sendok 

juga, pelan-pelan juga 

karna hampir mirip-mirip 

alatnya. Ini besaran, ini 

kecilan. Alat juga sudah 

ibu atur supaya bisa 

mereka ambil. Bukunya 

ada yang pake Bahasa 

Indonesia, tidak full pakai 

Bahasa Inggris. 
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Activity 1: Look at the picture below and match it with the correct name! 

Table.1 Activity 1 

Picture 1 

 

 

A 

 

Saucer champagne glass 

Picture 2 

 

 

 

B 

 

 

Sauce/gravy boat 

Picture 3 

 

 

 

C 

 

 

Bill tray 

Picture 4 

 

 

 

D 

 

 

Gueridon 

Picture 5   

E 

 

Cheese knife 

Picture 6 

 

 

F 

 

Platter 

 
INPUT 
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Picture 7 

 

 

G 

 

Molton 
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FOCUS OF THE STUDY 

 In this unit, students are presented with material on wares and 

table set up. Through the material presented in this unit, students are 

expected to be able to fulfill the learning outcomes. The material in 

this unit aims to equip students with soft skills and hard skills through 

the learning process so that students are able to choose the right wares, 

and apply the preparation to serving process. 
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 This section consists of two main topics, namely material about wares and 

table set up/table setting. Each topic will be explained in detail starting from the 

definition, types, and several steps in it. 

A. Wares  

1. Wares Definition 

 Within the scope of food and beverage service, a 

waiter/waitress must know a number of things, one of which is 

related to wares. Wares have a very important role and a 

waiter/waitress must have a good understanding of serving 

utensils. Wares are all equipment used for eating and drinking, and 

are used in the right way and in accordance with their respective 

functions. Wares itself consists of chinaware, glassware, table 

accompaniments and other equipment used in serving food. 

2. Types of Wares  

 Wares are classified into several things namely, chinaware, 

silverware, glassware, and other equipment.  

a) Chinaware  

 Chinaware is glassware made of ceramic, porcelain or 

earthenware for restaurant operations. For equipment made of 

ceramics generally have thick walls, the surface is slightly rough 

but has high resistance. Meanwhile, utensils made of porcelain or 

earthenware usually have thin, smooth walls but do not have high 

resistance to heat. When exposed to high heat, this equipment may 

break. 

 

CONTENT FOCUS 
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Adopted from: 

https://s.id/1IpFo 

 

 Overall chinaware can be classified as follows: 

a. Platters 

Is a lodor plate with various sizes ranging from small, 

medium and large. Has three shapes, there are oval platter, 

round platter and rectangular platter. 

b. Plates  

• Dinner plate, which is a large flat plate used to serve 

the main course. It has 26 cm in diameter. 

• Soup plate, is a concave plate that is usually used for 

daily Indonesian home meals or buffet needs and for 

serving soup. The diameter of the soup plate is 22 cm. 

• Dessert plate, which is a plate that is used to serve 

desserts, appetizers and sometimes as an 

underliner/base when serving appetizers/desserts. The 

diameter of the dessert plate is 18 cm. 
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• B & B plate (Butter and Bread), which is used to serve 

bread and butter, also called a side plate or quarter plate 

because when setting  

the table it is always placed to the left of the fork 

(dinner fork). Its diameter is about 15 cm. 

• Fish plate, which is a plate for serving fish dishes. 

• Breakfast plate, which is a plate for breakfast dishes. 

• Show plate, which is a flat plate that is slightly larger in 

size than a dinner plate, given a nice decoration for the 

show. 

c. Cups  

• Soup cup, is a cup-shaped bowl with a larger size and 

has handles on either side for serving liquid soup. Its 

diameter is about 10 cm. 

d. Saucer  

• Soup saucer, is a soup cup mat with a diameter of 14 

cm. 

e. Bowl  

• Soup bowl, is a soup bowl for serving thick soup. 

• Cereal bowl, is a concave plate like a bowl for serving 

porridge or cereal. 

• Finger bowl, is a bowl for washing hands placed on the 

dining table. 

• Sugar bowl, is a place to put sugar on the dining table. 

• Supreme bowl, is a place to serve shrimp cocktail, ice 

cream in the room. 

• Butter bowl, is a butter place that is placed on the 

dining table. 
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b) Silverware  

 Silverware is a dish in the form of spoons, forks and knives. 

The compatibility of silverware with other equipment also 

determines whether or not the appearance of a dining table in a 

restaurant or diner. Based on the material, silverware is made of 

stainless steel, brass, aluminum, silver, melamine or plastic. 

Actually, a lot of silverware equipment is the same as chinaware, 

but it’s differ in the main of the materials. Silverware in fact 

includes many cutlery, namely holloware and flatware. 

1) Holloware  

 Holoware is a cutlery that has a concave shape and 

is made of silver metal covered with satinless steel. The 

basin in this cutlery is intended for food and drink 

containers. Holloware consists of several types, including: 

platters, sauce boats/gravy boats, water pitchers, pots, 

creamers, sugar bowls, ashtrays, and others. 

 

 

Adopted from: 

https://s.id/1IpG1  

 

2) Flatware  

 Flatware is a type of dishes consisting of various 

spoons and forks made from the best materials. The 

materials usually used to make flatware are silver, stainless 

steel, chrome, brass and melamine. The most important 
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material for making flatware, is a material that is rust 

resistant, strong, and also easy to clean. 

• Spoon  

 There are some kinds of spoon such as, dinner 

spoon, soup spoon, dessert spoon, demintasse spoon, 

etc. Those spoons have different sizes dan shapes. It 

should be consider when the waiter/waitress will 

serve the food or beverage so that the tools/spoons 

served are in accordance with the food/drink ordered 

by the guest.  

 

Adopted from: 

https://s.id/1IpGj  

 

• Fork  

 Apart from spoons, there is also a fork which 

will complement the cutlery used. There are also 

several types of forks and with different functions, 

such as steak fork, dessert fork, snail fork, fish fork, 

etc. 
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Adopted from: 

https://s.id/1IpGH  

3) Cuttlery  

 Cutlery is kinds of dishes that is included in 

silverware which consists of various kinds of knives and 

other cutting tools. This material is made of silver, stainless 

steel, chrome, brass, and melamine. Most of the cutlery is 

made of stainless steel because it is rust resistant, strong, 

and has an affordable price. There are several types of 

cutlery knives that can be used, namely dessert knife, 

dinner knife, butter knife, cake knife, fruit knife, etc.  

 

Adopted from: 

https://s.id/1IpH5  

c) Glassware  

 In addition to the serving utensils that have been described 

previously, glasses are no less important and very necessary in 
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restaurants which are usually used in the dining room (dining room 

glass) and in the bar (bar glass). Glasses are made from various 

materials, namely river glass, crystal glass, plastic, and metal. The 

use of glasses for restaurants and bars in hotels depends on the 

class of the hotel, the price of the food/drink sold and the type of 

function being held. The design of the glass depends on the 

manufacturer's release despite the current trend of the model. What 

is commonly used is colorless glass, so it is pure white and does 

not affect the color of the drink in it. 

 

Adopted from:  

https://s.id/1IpHt  

The glass used can be divided into two types, namely: 

1. Stem glass  

Stem Glass is used for cold drinks without ice where 

unchanged temperature conditions are desired. For 

example, water goblet, red wine glass, white wine glass, 

coctail glass, sour glass, etc. 

 

Adopted from: 

https://s.id/1IpI3  
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2. Unstem glass  

Unstem glass is used for drinks mixed with ice cubes. For 

example, beer mug, juice glass, collin glass, shot glass, etc.  

       

 

Adopted from: 

https://s.id/1IpIr  

 

B. Table Set Up 

1. Table Set Up Definition 

 Table Set up has several types and models according to 

needs, for example for breakfast, lunch or dinner. There is also a 

type of table setup that is oriented towards American service or 

Russian service where all of the table setting procedures must be 

known by people who work in the f&b service sector. Table set 

up is a series of activities to close and arrange the serving table 

with all kinds of equipment that has been prepared such as 

chinaware, silverware, glassware, linen and table accessories 

neatly for one person according to the dish served. 

 There are several tools commonly used in table setting 

(table set up). The equipment is divided into several groups 

according to their respective functions and uses. 
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1. Table and Chair 

2. Chinaware  

• B&B plate 

• Tea cup 

• Saucer  

3. Silverware  

• Spoon  

• Fork  

• Cutlery  

4. Glassware  

5. Linen  

• Moulton  

• Table cloth 

• Napkin  

6. Table accessories  

• Ashtray  

• Salt & pepper shaker  

• Sugar bowl  

• Flower vase  

• Table number  

 

2. The Function of Table Set Up 

  Table set up can said as a component that is very needed. 

There are several functions or purposes for setting the table. 

a. Becoming one of the restaurant's strategies in attracting 

consumers 

b. To beautify the arrangement of the dining table 

c. So that consumers can enjoy the decoration of the dining 

table before eating a meal 

d. To facilitate the taking of food according to the type of 

food wanted 
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3. Types of Table Set Up/Table Setting 

  In case of culinary, there are 3 models of how to set a table 

(table set up) which is usually done in a restaurant or star hotel. 

Each type has its own differences and characteristics in it. The 

following is an explanation and discussion of the types of table 

setups. 

1) Basic Table Set Up 

 Basic table setting is a simple type of model setting. 

Usually this arrangement is used when serving 

appetizers (not main dishes/main course). 

 

Adopted from:  

https://s.id/1IpIJ  

2) Standard/Causal/Informal Table Set Up 

 This type of table setting is generally used when 

serving breakfast, lunch and dinner menus. What 

distinguishes between the basic and standard types of 

arrangement is that there is an additional spoon. 
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Adopted from:  

https://s.id/1IpJj  

3) Ellaborate/Formal Table Set Up 

 This type of elaborate/formal table set up is usually 

used to serve a complete meal at a state banquet or 

when entertaining important guests. 

 

 

Adopted from:  

https://s.id/1IpJT  
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4. Table Setting Guide 

  In setting the table, there are actually guidelines that must 

be known, especially by waiters who work in restaurants or hotels. 

a. Basic Table Setting Guidelines 

➢ All cutlery is placed 2 cm from the edge of the table 

(except the dessert knife and water goblet) 

➢ All types of knives are placed to the right of the 

serving plate with the cutting edge pointing in 

(except the dessert knife and the butter spreader). 

➢ All spoons are placed to the right of the serving 

plate in the open position (except the dessert and 

soup spoons). 

➢ All forks are placed to the left of the plate in the 

open position (except for the dessert and oyster 

forks) 

➢ The cutlery that is used first is placed on the outside 

of the cover 

➢ The knife and fork were placed in front of the chair 

and a plate-sized space was spaced between them 

b. Tablecloth Arrangement Guidelines 

 To set the tablecloth, there are several steps that 

need to be done, as follows. 

➢ Make sure tables and chairs are in the right position 

and in a solid state (strong to hold the weight on it) 

➢ Arrange the position of tables and chairs with 

appropriate distances to facilitate arrangement 

➢ Then take the multon pile that is on the side board 

and bring it to the dining table 

➢ Then place it on the chair with the patterned 

position on top 

➢ Install the multon (tablecloth)  

➢ Then attach the slip cloth and tidy it up 
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➢ Fold the napkin and place it in front of the middle 

seat 

➢ Make sure the napkin is attached to the table 

➢ Finished 

c. Complex Table Arrangement Guidelines 

 The steps in performing a complex table setup are 

as follows: 

➢ Place all necessary table accessories with the 

provision that a flower vase is placed in the center 

of the table as well as a benchmark for placing other 

table accessories. Meanwhile, the table number is 

placed on the side facing the main door for easy 

viewing. 

➢ Place the show plate in the middle of the dining 

table, 2 cm from the edge of the table 

➢ Place the silverware and cutlery starting with the 

dinner fork and dinner knife. So this dinner knife is 

positioned right in the middle of the right side of the 

show plate with the blade pointing inward. While 

the distance between the two is approximately 26 

cm (the size of one serving plate). While the dinner 

fork is placed to the left of the show plate parallel to 

the dinner knife. So these two tools are the basis for 

laying out other cutlery. 

➢ For other silverware equipment, it can be placed 

according to the existing guidelines 

➢ For silverware, the type of fork can be placed on the 

left (except for types of silverware that do not have 

a partner) 

➢ Place the water goblet 2 cm above the dinner knife. 

If the water goblet is followed by a wine glass, 
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place it under the water goblet where it is parallel to 

form a 45 degree angle from the edge of the table. 

➢ Bread and butter plate is placed to the left of the 

fork at the very end (3 cm apart) 

➢ Lastly, place the guest napkin on the show plate 

 

C. Other Equipment  

 Apart from the explanation of material related to wares and table 

set up in the previous discussion, there are still some equipments that are 

actually needed in the scope of food and beverage service that must be 

considered by workers (waiters/waitresses) in a restaurant or hotel. Other 

types of equipment include. 

 

Table 2. Other Equipment Description 

No.  Name  Description  

1 Round tray  Round trays, there are several sizes 

generally for serving drinks, appetizers, 

soups, salads and desserts, snacks, to carry 

glasses, cutleries, and others 

2 Silver tray Trays made of metal are usually used to 

place table accessories 

3 Bill tray A special small tray for placing and 

carrying payment receipts for services 

4 Service tray A large rectangular tray is generally used to 

serve main dishes 

5 Sald and pepper 

shaker  

Seasoning pepper and salt 

6 Mustard pot A place to put the mustard 
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7 Soup tureen A large bowl with a lid for heating or 

warming soup dishes and used at buffets 

8 Soup ladel A large crooked spoon for taking soup on a 

soup tureen 

9 Oil dan venegar 

cruet 

A place to put oil and vinegar 

10 Sauce boat A place to serve the sauce in a boat-like 

shape 

11 Sauce ladel Spoon to take the sauce 

12 Punch bowl Large bowl for serving mixed ice 

13 Punch ladel Mixing spoon large, long-stemmed, bent, 

for scooping mixed ice (punch) 

14 Butter container A place to serve butter 

15 Flower vase Vase or flower pot 

16 Ice bucket A kind of small bucket made of metal 

which is used for placing ice cubesWine 

bsasket 

17 Wine bucket Wine bottle basket to put the wine 

18 Bread basket A place to put the bread 

19 Lobster pick A kind of long small fork to pick up the 

shrimp meat to put on the dinner plate, but 

not a dinner fork 

20 Lobster cracker Tongs for peeling shrimp skin 

21 Nut cracker Tongs for peeling nuts 
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22 Sugar tong Tongs for taking sugar cubes (sugar cube) 

23 Snail tong Pairs with snail forks for clamshell clamps 

24 Meat skewer Meat skewers specifically grilled dishes 

25 Table number  Table numbers function to make it easier 

for waiters to remember and bring orders 

26 Chaving dish Food heater with wax or spirit fuel, can be 

round, rectangular in various sizes 

27 Gueridon  Strollers used to prepare food in restaurants 

28 Banana split dish Oval flat plate used to serve banana split 

29 Table lamp Lights on the buffet table 

30 Candle labra Candle holder mounted on the buffet table 

31 Candle set  A candle holder with a glass chimney that is 

installed above the dining table, especially 

at candle light dinners 

32 Marmalade dish A place to serve jam 

33 Carving fork Fork to cut the meat 

34 Carving board Board for cutting meat 

35 Carving knife  Knife for cutting meat 
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A. Vocabulary: Tools & Function (Wares)  

Table 3. Tools and Function 

No. Classification  Name  Function  

1 Chinawares  Platters  

 

 

 

used to carry food 

Plates : 

• Dinner plate 

 

 

 

 

 

used to serve the 

main course 

• Soup plate  

 

usually used for 

daily Indonesian 

home meals or 

buffet needs and 

for serving soup 

• Dessert plate used to serve 

desserts, 

appetizers and 

sometimes as an 

underliner/base 

LANGUAGE FOCUS 
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when serving 

appetizers/desserts 

• B&B plate (butter and Bread) 

 

 

 

used for serving 

bread and butter 

• Fish plate  

 

 

 

Used for serving 

fish dishes 

• Breakfast plate  

 

 

 

a plate for 

breakfast dishes 

• Show plate  

 

Decorative plates 

that have been 

assigned to each 

place setting 

during a formal 

meal, which are 

removed before 
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the banquet begins 

 

  Cups : 

• Soup cup 

 

 

 

Used for serving 

liquid soup 

Saucer : 

• Soup saucer 

 

 

 

Used as a soup 

cup coaster 

• Soup bowl 

 

 

Used for serving 

thick soup 

• Cereal bowl  

 

 

Used for serving 

porridge or cereal 

 

• Finger bowl 

 

 

A bowl ued for 

washing hands 
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• Sugar bowl  

 

 

 

Used for putting 

sugar 

• Supreme bowl  

 

 

Used for serving 

shrimp cocktail, 

ice cream 

• Butter bowl 

 

 

serves as a place 

for butter placed 

on the dining table 

   

 

 

 

Holloware : 

• Platter 

 

 

 

 

 

Used for serving 

the food  

(russian & france 

style) 

• Sauce/gravy boat 

 

Used for serving 

sauce 
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• Water pitcher  

 

 

place of water / to 

collect ice 

• Pots 

 

Used for mixing 

drinks consisting 

of tea leaves / to 

mix coffee 

 

• Creamer 

 

used for pouring 

cream 

• Sugar bowl  

 

Used to store 

sugar 

• Vegetable bowl 

 

used to store or 

serve vegetables 

in large portions 

   

 

 

• Finger bowl  

 

used to stir food or 

dough 

• Butter place   

used as a place for 

butter 
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• Hot food cover 

 

used to cover food 

so as not to be 

infested with 

insects 

• Ashtray  

 

 

used as a 

container for ashes 

or burning 

cigarettes 

  Flatware (spoons): 

• Dinner spoon 

 

 

 

used to take food 

instead of a 

serving spoon 

• Soup spoon 

 

 

used for soup 

dishes 

• Dessert spoon 

 

 

used for serving 

desserts 

 

• Serving spoon  

used for serving 

food or 
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transferring food 

to a plate 

• Ice cream spoon 

 

 

 

used for eating ice 

cream 

• Coffee or tea spoon 

 

 

 

used for coffee 

and tea 

• Long spoon 

 

 

 

 

used for juice 

Flatware (Fork): 

• Dinner fork   

 

 

used to eat the 

main course, 

usually side by 

side with a dinner 

spoon 

• Dessert fork   

used for an 
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appetizer or 

dessert 

• Serving fork 

 

 

 

used as a food  

serving, has a 

large size 

• Steak fork 

 

 

 

Used to eat steak 

• Cake fork  

 

 

Used to eat cake 

• Snail fork 

 

 

used to eat 

shellfish dishes 

• Fish fork 

 

Used to eat fish 

dish. It have sharp 

edges that can 

help separate the 

spines on fish 

• Fruit fork  
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Used to eat fruit 

  Cutlery:  

• Dessert knife 

 

 

used for cutting 

appetizers and 

desserts 

• Dinner knife  

 

 

Used to eat main 

course 

• Steak knife  

 

 

Used to eat steak 

• Fish knife 

 

 

Used to eat fish 

dish 

• Butter knife 

 

 

Used for greasing 

butter/butter 

spreader 

• Cheese knife  

 

Used for cutting 
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and eating cheese 

• Cake knife 

 

 

Used for cutting 

cake 

• Furit knife 

 

 

 

Used to eat fruits 

3 Glassware  Stem glass: 

• Water goblet 

 

 

 

used to serve iced 

water 

• Red wine glass  

 

 

 

used to serve red 

wine 

• White wine glass  
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used to serve 

white wine 

• Saucer champagne glass 

 

 

used to serve 

champagne or ice 

cream 

• Tulip champagne glass 

 

 

 

 

Used to serve 

champagne  

• Cocktail glass 

 

 

used to serve 

cocktail 

• Milk shakes glass 

 

 

used to serve milk 

shake 

• Sour glass  

used to serve 
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whiskey sour 

• Zombie glass 

 

 

Used to serve 

zombie 

Unstem glass: 

• Beer mug 

 

 

 

Used to serve beer 

• Juice glass 

 

 

Used to serve 

juice 

• High ball glass 

 

 

 

Used to serve soft 

drink 

• Punch glass  

Used to serve 

punch 
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• Ice tea glass 

 

 

 

Used to serve ice 

tea 

• Shot glass 

 

 

Small glass used 

to measure drinks  

• Collin glass  

 

 

 

Used to serve 

mixed drink 

 

 

 

 

B. Vocabulary: tools & function (table set up/table setting) 

Table 4. Tools and Function for Table Set Up 

No. Classification  Name  Function  

1 Linen  Molton/Silence Cloth  • minimize 

friction 

between 
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equipment 

placed on the 

table  

• as a heat 

insulator  

• holding heat 

insulators  

• hold the table 

cloth  

• absorb spilled 

liquid 

Table Cloth  

 

 

 

serves as a table 

cover and 

beautifies the 

appearance of 

the table 

Napkin  

 

• clean food stuck 

in mouth or 

hands 

• decorate the 

table with a 

variety of folds 

• as a lap cover 

while eating 
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Table Mat/Daily Mat 

 

 

 

• used as a 

placemat / 

substitute for 

table cloth 

• aims to beautify 

the appearance 

of the table 

 

Buffet Cloth 

 

 

 

Specifically used 

to serve a buffet 

menu 

Skirting/Table Skirting 

 

 

serves to cover 

around the side 

of the buffet 

table that has 

been installed 

with a buffet 

cloth so that the 

table looks 

neater and more 

beautiful 

 

Glass Towel 

• wiping all 

restaurant 

equipment that 

will be used to 
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set the dinner 

table 

• as a decorative 

element and a 

complement to 

the supply of 

equipment on 

the side board 

2 Table Accessories Salt & Pepper Shaker 

 

 

 

seasoning salt 

and pepper 

Flower Vase 

 

 

 

 

 

as a table 

decoration 

 

Table Number 

 

 

 

For umbering the 

table to make it  

easier serving 

the guest’s order 
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Menu Card 

 

 

Source of 

information 

regarding the 

types of food 

and drinks that 

can be ordered 

 

Toothpick Box 

 

 

 

 

as a place to 

store toothpicks 

 

 

Candle Labra 

 

 

 

as a candle 

holder 

Chop Stick Stand 

 

 

 

 

as a place to put 

chopsticks 
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Table Lamp 

 

 

 

as lighting on the 

buffet table 

 

 

C. Vocabulary: tools (other equipment)  

Table 5. Tools (other equipment) 

No. Name Pictures 

1 Round tray  

 

2 Silver tray  

 

3 Bill tray  

 

4 Service tray  
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5 Mustard pot  

 

6 Oil and vinegar cruet 

 

7 Soup tureen 

 

8 Sauce boat  

 

 

9 

 

Sauce ladle  

 

 

 

10 Punch bowl  
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11 Punch ladle  

 

12 Butter container  

 

13 Ice bucket  

 

14 Wine busket 

 

15 Bread basket 

 

16 Lobster pick  

 

17 Lobster cracker  
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18 Nut cracker  

 

19 Sugar tong 

 

20 Snail tong  

 

21 Meat skewer 

 

22 Chaving dish  

 

23 Gueridon  

 

24 Banana split dish 

 

25 Candle set  
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26 Marmalade dish  

 

27 Carving fork  

 

28 Carving board 

 

29 Carving knife  
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Listening Section 

In this section, students will work in group and listen from audio on Youtube 

video.  

Below is the following step. 

• Please work in a group of 3! 

• Then, watch a video by clicking the QR below! 

  

• Please mention and explain the information provided in the video! 

• The representative of each group should present their work in front 

of the class! 

 

Speaking Section 

In this part, students are ask individually by making a video. Bellow is the 

istruction! 

 

 

 

 

Reeading Section  

Please read the text in the QR bellow entitled “READING TASK UNIT 1”! 

After that, please make a summary of what information provided in the text! 

 

TASK 

 

Please make a video tutorial with a maximum duration of 5 minutes on 

how to set the table. Students are required to explain how to set the table 

in the video! 

 

 

 

SCAN HERE 

SCAN HERE 
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Writing Section  

In this section, students are asked to work individually to make a checklist 

regarding the equipment and the amount needed to set the table consisting of: 

1. Casual table set up 

2. Standard/Causal/Informal Table Set Up 

3. Ellaborate/Formal table set up 
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Activity 2:  

A. Arrange the steps below in accordance with the appropriate service 

procedure! 

1) Clear up 

2) Serving the order  

3) Escorting and sittin the guest  

4) Crumbing down 

5) Bid forewell 

6) Greating the guest 

7) Presenting the menu  

8) Presenting the bill 

9) Taking order 

 

B. Mention the activities carried out from each picture below! 

   Table 6. Activity 2 

No. Picture Activities 

1 

 

 

2 

 

 

 
INPUT 
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3 

 

 

4 
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FOCUS OF THE STUDY 

 . In this unit, students are provided with material on food and beverage 

service along with the concept of standard operational procedures. Through the 

material presented in this unit, students are expected to be able to fulfill their 

learning outcomes. The material in this unit aims to equip students with soft skills 

and hard skills through the learning process so that students are able to provide 

food and beverage services in accordance with applicable industry standards. 
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The restaurant is part of the hotel that provides food and beverage 

services for guests who are staying or not. The arrangement and service of food at 

hotels is known as the F & B Service under the auspices of the Food and Beverage 

Department. The food and beverage department is divided into two major 

sections, namely food production (kitchen) and food and beverage service. Food 

Production (kitchen) is the part that prepares and processes food. While the Food 

and Beverages Service is the part that provides service and serving food and 

beverage to each guest.  

A. Sequence of Service 

 Service is the maximum effort given by service officers from an 

industrial company to meet the expectations and needs of customers so that 

satisfaction is achieved (Sugiarto, 2002). 

Service procedures in restaurants include: 

1. Greeting the guest: The guest enters the restaurant and is greeted 

warmly by the restaurant hostess or restaurant receptionist. 

2. Escorting and Sitting the guest: The guest is escorted to a table that has 

been ordered or preferred, or has not reserved a place at all then helps to 

pull out a chair when he is about to sit and opens the guest napkin 

3. Presenting the menu/taking order: the waiter provides a menu list from 

the guest's left side, while helping guests if they experience difficulties 

with the menu offered and recording guest orders (take orders) which 

are then given to the relevant section. 

4. Serving bread and butter: Serve bread and butter as a side dish. 

5. Adjustment: The waiter clears up or replaces cutlery and adjusts it to 

the menu ordered by the guest. 

6. Serving the food: Serving menu dishes according to predetermined 

rules. 

CONTENT FOCUS 
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7. Clear up: Clear up is the process of taking dirty utensils after guests 

have finished eating. When the dessert dish is taken out, the waiter 

takes equipment that is no longer used, such as ashtrays, B&B plates, 

and wine glasses. 

8. Crumbing down: Crumbing down is the process of cleaning the dining 

table from dirt after the clear up process is carried out 

9. Presenting coffee or tea: After the dessert is finished, the waiter offers 

tea or coffee and the sommelier offers after-meal drinks. 

10. Presenting the bill: Before giving the bill, the waiter asks for guest 

comments regarding service, the taste of dishes and drinks as a 

benchmark for future development and improvement according to 

customer wishes. Then the captain waiter gives the bill using a check 

tray or bill order. 

11. Bid Forewell: After payment, the captain is ready to help pull out chairs 

when guests stand up and say thank you. 

12. Table setting: As soon as the guests leave the dining table, the waiter 

immediately performs the table setting again so that the table can be 

used again if there are guests. 

 The types and services of food and beverages are divided into four 

types, namely: 

1) Table service 

  A service system where guests sit in chairs facing the dining 

table. Then food and drinks are delivered and served. Table service 

is generally divided into 4 categories, namely: 

a) American Service  

There are some characteristics of American service, 

including 

• The nature of the service is simple, informal, 

and fast. 

• The food is ready to be arranged and arranged 

on a plate. 

• Served to guests from the left. 
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• Dirty dishes are lifted from the right. 

b) English Service 

 This service is used by noble families in England. 

Food is available at the table and arranged by the 

hostess on plates and served to guests and the hostess is 

usually called a hostess. So, this service is widely used 

in households. The most common example is if 

someone has a birthday, then the birthday person will 

cut the cake and give it to the guest. 

c) French Service 

  French service is a type of service that is 

formal/official. Initially this service was used for noble 

guests. Now it is preferred for people who want to get 

luxury services. Food one by one comes from the 

kitchen and upon arrival at the restaurant room is 

cooked near the guests using a "range oven or rechaud 

oven". After being cooked, arranged or arranged on an 

oval platter using a guerdion and decorated with good 

decorations, then one by one the dishes are offered by 

the waiter sequentially to guests. This type of service 

has the characteristic of serving the main meal as a 

whole. If the guest has chosen the part of the dish he 

likes, then it is cut by an expert waiter and served 

directly onto the guest's plate, which is made of good 

and expensive service equipment and decorations.  

d) Russian Service  

 This type of service is often referred to as a 

modified French service because in several ways it has 

something in common with a French service. Russian-

style service is very formal, luxurious and guests feel 

they are getting extraordinary attention from the 
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officers. The main differences between Russian and 

French are: 

• Russian service need a waiter/waitrees, while 

French serice need two waiters/waitresses 

• Food that is ordered in Russian service fully 

prepared in the kitchen, while French service is 

partly prepared in the kitchen and in the 

restaurant. 

2) Counter service 

 The food served in Russian service is fully prepared in the 

kitchen, while French service is partly prepared in the kitchen and 

in the restaurant. 

3) Self service 

 Self service or buffet service is a restaurant service system in 

which all complete meals (appetizers, soup, main course, dessert) 

are neatly arranged and arranged on a serving table or buffet table. 

Guests are free to take their own dishes according to taste. 

4) Cary out sevice  

 Carry out service, better known as take out service, is a 

service system where guests come to buy food that is ready or 

prepared beforehand, wrapped in a box to take away. So, food is 

not enjoyed on the spot. 

  In case of service, there are some steps/procedures that should be 

apply well by the waiter/waitress in a restaurant. These procedures are 

very important because it will give many impact of the guest’s impression 

and comfortability of the restaurant service. The pocedues can be seen in 

the description bellow.  

1. Order acceptance procedure  

❖ Procedure for handling telephone orders/reservations 

  Place reservation services are generally carried out by 

guests by calling the restaurant. This is done to anticipate full 

places during peak hours or busy restaurants. However, there are 
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not a few guests who come directly to the restaurant without 

calling/reserving in advance. The procedures for handling bookings 

are as follows: 

➢ Greet guests; answer the phone immediately saying “Good 

afternoon, Oriental café, Dini speaking, how may I help 

you?”, Speak in a clear, friendly, and polite voice. 

➢ Recording order details; listen carefully to guest requests 

and record details. Then transfer the data to the order 

book, these data include: number of people who will 

come, name of the orderer, date and time of arrival, room 

number or contact number, special requests such as: non-

smoking area, private area/place), etc. 

➢ Repeat order data details. 

2. Receive guests in the dining room 

 There are two ways that can be followed in recieving guest in the 

dining room  

➢ If guests enter the room, they should be received in a polite 

manner. Ask if they have made an order. If so, check the order 

book and escort the guest to the table that has been prepared, but if 

the guest does not make an order then check if there are still empty 

tables for them. If there is then take them to get it. And if there are 

no empty seats or tables, then allow them to wait a while at the bar 

for example and take note of their name or room number, and as 

soon as a table is prepared, call them. 

➢ Every guest who comes to the dining room should be received and 

greeted by saying good morning, good afternoon, or good night 

according to the time of day. Don't let guests enter our dining room 

without being greeted, and walk around looking for their own 

seats. This kind of thing will bring failure and give a bad 

impression of the company. 

3. Taking order  
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  Order taking is carried out by the waiter using a system 

called "Triplicate" where orders for both food and drinks are 

written in the order book (restaurant order) which is made in 

triplicate. In practice it can be described as follows: 

a. The original sheet (the top copy) will be sent and handed 

over to the kitchen staff to get food. 

b. The second sheet (the duplicate) is sent to the cashier to be 

used as data in the guest (guest's bill). 

c. The last sheet will be brought by the waiter, as a guide for 

setting up the equipment on the guest table and for service 

purposes. 

The restaurant order form and the information contained there 

in are: 

1) Name of restaurant/bar 

2) Table/room number 

3) Number of guests 

4) Date 

5) Waitress code 

6) Account number 

The following are steps in taking the guest’s order. 

1) Give guests the opportunity to study the menu, so guests can 

make the right choice. 

2) If guests find it difficult or take a while to make a choice, give 

suggestions. This action is very profitable both for the waiter 

in increasing the account that will be paid by the guest. 

a. Always suggest an appetizing drink. 

b. Before guests enjoy the meal. 

c. Suggest the type of fresh vegetables (salad) as a staple food 

accompaniment. 

When giving advice, specific questions are always asked, 

including: 
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➢ Whether the drink must be accompanied by ice or not or 

whether the drink is given a certain garnish. 

➢ If a guest orders a salad, what kind of dressing do you 

prefer. 

➢ Likewise what kind of vegetables do you like. 

➢ If you order food made from meat (steak), you must ask the 

level of doneness, whether the guest wants it: cooked, half 

cooked or raw. 

➢ Suggestions should be specific, not general. 

 Examples: 

- Do you need any dessert madam/miss/sir? 

- Do you enjoy the Apple pie as the dessert 

madam/miss/sir? 

3) When taking orders, the waiter must stand up straight and not get 

too close visitor. 

4) Don't interrupt or interrupt guests, but listen carefully and good. 

5) Trying to find/recognize the host (host) in taking orders. 

6) To ensure the order that the guest made, we have to repeat it. 

7) If the order is for a group of guests, make a draft (draft) for it not to 

happen error in presentation. 

8) Always write orders in the order book according to the order of the 

dishes (Courses) correct.  

 

4. Serving the order/food and beverage 

  Carrying plates of food by hand means being able to carry 

one to four plates of food from the kitchen. In other words, take 

food (picking-up area) from the table safely and meet the 

requirements. The plate must be balanced and held firmly. The 

things that must be considered in carrying the plate, are: 

• Position of all fingers and thumb. 

• How to hold the plate. 
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• There is a basis when carrying the plate that it must be 

balanced, held firmly in a good position, should not be placed 

between one another or fingers may not touch the food on the 

plate and should not leave marks/marks on the plate. 

• Carrying a plate filled with food by hand must be equipped 

with a service cloth, especially hot types of food.  

Before the plates containing food are brought from the kitchen to 

guests, the following must be considered: 

1) Whether the plate is not defective; 

2) The type and size are suitable. 

How to carry a platter filled with food and plates by hand is as 

follows: 

1) Choose close 

Take a lid that is the same size as the platter, so it can be 

closed properly, and make sure that the lid is completely 

clean and dry. 

2) After the platter is decorated and examined by Aboyeur, 

close the platter properly. 

3) Fold the service cloth lengthwise. 

4) Place the folded service cloth crosswise over the lid of the 

platter. 

5) Put a clean plate on the service cloth. 

6) Lift the platter and plate onto the palm of your left hand, right 

where the two ends of the service cloth meet and leave your 

hands empty for balance. If the platters and plates are heavy, 

help hold them with your right hand for balance. 

7) Carefully place the platter containing the food and plate on 

the gueridon in front of the guest, or at the side station. 

8) If the platter is too large and difficult to encircle the service 

cloth, fold the service cloth into a rectangular fold and place 

it on the platter. 

9) Place the plates on the service cloth. 



 

Food and Beverage Service 56 

 

10) Place another folded rectangle of service cloth over your 

palm to avoid scalding. 

5. Clear Up  

  Clear up is the process of taking dirty utensils after guests 

have finished eating. When the dessert dish is taken out, the waiter 

takes equipment that is no longer used, such as ashtrays, B & B 

plates, and wine glasses. 

How to clear up: 

1) Approach the guest from his right, with his right foot slightly 

forward. 

2) Take the plate on the guest table by holding the edge of the 

plate while pinching the knife/spoon and fork with your thumb 

and other fingers under the plate. 

3) Lift the plate while stepping backwards. 

4) With his back to the guest, move the plate to the left hand like 

the position of carrying one plate, and the fork is clamped on 

the thumb while the knife or spoon is placed by being clamped 

on the fork. 

5) Hold the plate firmly with the base of the thumb and forefinger 

below it evenly. Leave the right hand free. 

6) For the second and subsequent plates, place and arrange on the 

wrist supports. Leftover food is set aside on the plate (1), 

knife/spoon and fork clamped on the fork (1). 

7) Do it for the next plate in the same way clockwise, until 

everything is finished. 

8) Bring the plate to the side board. 

9) Place the plate on the restaurant tray and take it to the 

dishwashing area. 

  

 

 

6. Crumbing down  
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    Cleaning the table (crumbing down) means cleaning up 

food scraps (crumbs) or other types of dirt on the guest's table, 

during service. Usually this is done after the main course and bread 

& butter plates are cleared and of course before dessert is served. 

Equipment needed for crumbing down is a dessert plate and service 

cloth. 

How to do crumbling down: 

1) Fold the Service cloth like a pillow (pad). Hold the folded 

service cloth in your right hand. 

2) Hold the dessert plate with your left hand. 

3) Approach the guest from his left (start from the female guest 

and do the opposite 

4) clockwise around the table). 

5) Move the dirt (crumbs) from the left side. 

6) Move the dessert plate parallel to the table surface. 

7) Using your right hand equipped with a service cloth, transfer 

the dirt on the table to the dessert plate. 

8) Move the dessert fork to the left of the cover. 

9) Move to the guest's right and do the same thing and take a 

dessert spoon and place it to the right of the cover. 

10) Do the crumbing down to all the guests who are at the table 

in a counterclockwise motion. 

11) Due to guest seating conditions: it is sometimes only possible 

to have a “Crumbing down” from one direction 

12) Only so that even so, clean the dirt that is on the table as 

clean as possible. 

13) Crumbing down is not only done after clearing up staple 

foods, but can be done at any time if necessary. 

14) Make sure no crumbs fall to the floor 

 

7. Changing the ashtray  
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  Changing ashtray is replacing an ashtray that has been full 

of cigarette butts/ashes with a clean ashtray when guests are eating. 

An ashtray full of cigarette butts/ashes is hazardous to health, that 

is why when eating the ashtray must be replaced as soon as 

possible without disturbing guests. Replacing the ashtray can be 

done from any direction, as long as guests are not disturbed, in the 

right way so that no cigarette ashes fall on the guest table; 

especially on guest food. The tools or equipment needed to replace 

the ashtray are 2 ashtrays and a round tray or salver. 

How to replace the ashtray: 

1) Bring two clean ashtrays over the salver. 

2) Take a clean one, hold it tight. 

3) Place the clean one directly above the dirty ashtray on the 

table, and lift the two ashtrays off the table and place the 

salver. 

4) Put the two clean ashtrays on the table, so that one covers the 

other and lift up the clean ashtray that is on the top as a cover. 

 

B. The Concept of Standard Operational Preocedure 

 As  describe in the previous point, how to serve the food and 

beverage is also very important to be considered. It will give big impact on 

the guest impression of the restaurant service. procedures for delivering 

orders for food or drinks at a restaurant must be carried out seriously and 

in accordance with prime standards. Procedures for delivering orders for 

food or drinks at a restaurant must be carried out seriously and in 

accordance with prime standards.  

 In case of tourism, one of which is Food and Beverage service, 

prime standard called as Standard Operational Procedures. Standard 

Operatinal Procedures are guidelines or systematic guidelines for carrying 

out work in any field. The contents of the Standard Operational Procedure 

vary depending on the business sector being carried out, but must be made 
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in accordance with the work procedures and work system of the unit 

concerned. 

 The role of Standard Operational Procedures is very important in 

any business operation, including F&B service. The quality of work 

increases when employees work according to the applicable Standard 

Operational Procedures. On the other hand, work becomes messy and 

undirected if there is no Standard Operational Procedure in it. There are 

some reason why Standard Operational Procedure is very important and 

needed in a restaurant. This is because it can become the identity of a 

restaurant if the service is good and in accordance with predetermined 

standards, can create Standards in Service so that service from day to day 

will not easily change/decrease, can guarantee Guest Safety and comfort, 

and can be used to measure Waiter Performance. 

 Standard Operational Procedure Concept 

 The concept of excellent service itself is based on the triple A 

concept, namely: attitude, attention and action. These concept is 

believed to be a complete concept in which the goals and 

implementation of excellent service or excellent service can be 

achieved. 

a. Attitude 

 In the portrait of F&B Service, starting from the first 

impression made by the staff, especially those who are on the 

front line or anyone who has contact with outsiders of the 

restaurant.. How the attitude and service of the restaurant’s 

staff, will describe and give the restaurant's image, either 

directly or indirectly. Every staff (waiter/waitress) of a 

restaurant should have a friendly attitude and uphold the 

professionalism of their work and have a high sense of 

belonging to the restaurant. That is the first principle of 

excellent service, having, maintaining and improving a 

friendly and professional attitude. 

b. Ability 
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 Even though at first it was not a basic concept, in an 

increasingly developing era, employees must have the ability. 

This means that waiter/waitress must have the ability to serve 

consumers, for example communication, selling skills, the 

ability to solve problems quickly, anxiety management, to 

more practical matters such as the use of information 

technology. 

c. Attention 

 Attention is the next prime service principle that must be 

owned by all staff (waiter/waitress), especially those who 

have direct contact with customers. Attention is a form of 

concern for customers or guests, which is related to the needs 

and desires of customers, as well as an understanding of the 

suggestions and criticisms given. In carrying out its activities, 

a waiter/waitress must always pay attention to and prioritize 

the wishes of customers, including guests of the company. 

Especially if the customer or guest has shown signs of 

needing help or service, then the waiter/waitress should hurry 

up or show attention to serve quickly and well. 

d. Action 

 What needs to be done at this action stage is to take 

concrete action to ascertain what the customer/guest needs or 

desires. If you are not sure, it is better to confirm politely. If 

necessary, recording can be carried out, especially if the 

request is quite diverse, and if this is part of a transaction, 

then the request can be recorded in a form that must have 

been prepared. Don't forget to say thank you, and ask if 

there's anything else you can help with, while clasping your 

hands as a sign of respect and appreciation. So carrying out 

the fourth principle of excellent service, namely action is 

very important, as a real form of concern (attention). 

e. Accountability (Responsibility) 
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 The next concept of excellent service is accountability or 

responsibility, namely our partiality towards customers / 

guests / work partners as a form of our empathy and concern. 

This attitude of responsibility, if carried out properly and 

wholeheartedly, can minimize dissatisfaction with customers, 

guests or company partners. 

f. Appearance 

 Employee appearance both physically and non-

physically reflects the credibility of the company, therefore it 

is important to always maintain this appearance. Appearance 

standards must be set by the company, and every employee 

must comply with them, especially when meeting customers 

or guests. 

g. Sympathy 

 The last thing that becomes the basic concept of 

excellent service is sympathy. Sometimes they have done 

excellent service professionally, but due to a lack of 

sympathy, the service process does not go well. Sympathy 

itself is an attitude where you can feel what other people are 

feeling. 
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A. Language Expression  

 Guests will feel comfortable when they are served well. Within the 

scope of F&B Service, where as staff (waiter/waitress) will always deal 

with and communicate with guests, a waiter/waitress must know and 

understand how to communicate properly and in accordance with 

applicable ethics. Therefore, language expression is very important and 

needed by waiters/waitresses at work. The following are some expressions 

that can be used in conversation with guests at a restaurant. 

Table 7. Language Expression 

The waiters tell the guest to do something 

(Imperative Expression) 

“Please come this way, Sir. “ 

“ Please be seated, Sir. Here is the menu. I will return in a moment to take 

your order”  

“Here is your bill, Sir. “ 

Asking the guests 

(Interrogartive Expression) 

“Do you have a reservation, Sir ?” 

“How may I help you, Sir?” 

“Are you ready to order, Sir ?” 

“What would you like to have sir ?” 

LANGUAGE FOCUS 
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Giving/offering something 

(Declaratrive Expression) 

“Ongol-ongol is traditional cake made from sago flour and cooking with 

steaming 

  method.” 

“We have sop janda. Sop janda is like soup and vegetable, the taste is 

unique and 

  traditional.” 

 

 Besides the example of language expression above, there are many 

more examples of expressions that can be used. The following are several 

language expression of sequence of service which can be used as an 

illustration in handling guests.  

Table 8. Lexical patterns of English Expresison 

Handling guest reservation 

• We will have a table for you. 

• I can seat you at 7.30 on Tuesday, if you would kindly give me your 

name. 

• We don’t have anything available at 8.30. Is 7.30 OK? 

• I have a table for four available at 7.45, please just give me your 

name. 

Being Seated at the Restaurant 
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• Of course. Please come this way. 

• Your table isn’t quite ready yet. 

• Would you like to wait in the bar? 

• We’re fully booked at the moment. Could you come back a bit later? 

• If you wait, there’ll be a table for you free in a minute. 

• Would you follow me, please? 

• If you would please be seated over in the waiting area, our hostess will 

be with you in a moment. 

Ordering 

• Can I take your order, Sir/ Madam? 

• Are you ready to order? 

• Can I take your order? 

• Are you ready to order yet? 

• What would you like to start with? 

• What would you like for a starter? 

• Anything to drink? 

• Do you want a salad with it? 

• How would you like your steak? 

Dealing with problems 

• Let me take it back for you. 

• I am so sorry! 

• I am sorry that I misheard you. 

• Let me change it for you. 

• I am so sorry, Sir! 

• I’m so sorry. I’ll change it for you straightaway. 
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B. Short Dialogue 

Bellow are examples of short dialogues regarding sequence of service. 

1. Dialogue in greeting the guest 

Waiter : Good day, welcome to Zynic’s Kitchen. Do you have a 

reservation? 

Gues : Yes, we do. The name is Michell, Alberth. 

Waiter : Ahh yes. It was a table for three away from the window, 

correct? 

Guest : Yes 

Waiter : Would you follow me, Mam? Have a seat, please. 

Guest  : Thank you. 

Waiter : Here’s the menu. I’ll be back in a few minutes to take 

your order. 

 

2. Being Seated at the Restaurant 

Waiter : Good evening. Welcome to Emma Restaurant. 

John : I booked a table for two for 7.30 under the name of 

John Thomas. 

Waiter : Yes, Mr. Thomas. Please come this way. 

Waiter : Here is your table. 

John : Thanks for your help! 

 

3. Dialogue in taking order 

Waiter : Can I take your order, Mam? 

Guest : Yes, we’d like to have two beef ribs, please. 

Waiter : Two beef ribs. And for your side dishes? 

Guest : Err, two greek salad and garlic bread, please. 

Waiter : Okay. What would you like to drink? 

Guest : Two glasses of mix juice, please. 

Waiter : Is that all, Mam? 

Guest : Yes. 

Waiter : Okay, I’ll put your order in immediately, Mam.  
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(Few minutes later)  

Here we are Mam, your beef ribs, greek salad, garlic bread, and 

mix juice. I hope you enjoy your meal, Mam. 

Guest : Thank you. 

 

4. Dialogue in paying the bill 

Guest : Can we have our bill, please? 

Waiter : Sure. Just a moment, Mam. 

Guest : Does this total include tax? 

Waiter : Yes, it does, Mam. Will you pay the bill by credit card or 

cash, Mam? 

Guest : Credit card. 

Waiter : Well then, may I have your signature here? 

Guest : Of course. 

Waiter : Thank you for visiting us, Mam. Have a good day. 

Guest : Thank you. 
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Listening Section 

In this section, students will work in group and listen from audio on Youtube 

video. Below is the following step. 

1. Please work in a group of 5! 

2. Then, watch a video by clicking the QR below! 

    
3. Please mention and explain the information provided in the video 

regarding the steps to carry plates, glasses, and steps of service sequences! 

4. The representative of each group should present their work in front of the 

class! 

Reading Section 

Please read the conversation in the QR bellow entitled “READING TASK 

UNIT 2-DIALOGUE OF GUEST COMPLAINT”! After that, please make a 

summary of what things you can learn from the conversation provided! 

 

Writing Section 

 

 

 

TASK 

 

In this section, students are asked to work in pairs and make a 

dialogue regarding on handling guest in a restaurant! 

 

 

SCAN HERE 

SCAN HERE 
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Speaking Section 

In this part, students are asked to make a video. Bellow is the istruction! 

 

Work in pairs and make a video of handling guest based on the standard 

operational procedure! 
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