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First of all, the author would like to express praise and gratitude to God 
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UNIT 1 

Culinary Industry Business Processes 

 

 
Source: www.store.sirclo.com 
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INPUT  

Activity 1 : Look at the pictures below, write down the differences between the pictures! 

Source: www. 

 

 

 
Source: www.versadesign.co.uk 

Restaurant Canteen 
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CONTENT FOCUS 

 Tourism and Hospitality Industry 

The tourism industry is a group of business fields that produce 

goods or services to serve people's needs. And various business fields that 

are different, but interrelated. The development of the tourism industry has 

opened up employment opportunities, increased people's income and 

standard of living, and can also encourage industries such as handicrafts, 

souvenirs, transportation and especially catering.   The fields these 

businesses include the business of tourist attractions, tourism areas, 

business of tourist transportation services, tourism travel services, food 

and beverage services, accommodation, entertainment and recreation 

services, meetings, travel intensive, conferences and exhibitions, tourism 

information services, consulting services tourism, tour guide services, and 

spa. 

 

 
Source: www.phinemo.com 

In the context of tourism, Hospitality is defined as something that 

is provided to meet the needs of tourists. Hospitality covers a wide range 

of specialties including food, accommodation, spa services, conference 

facilities and more. These services are available to visitors and residents of 

the communities in which they live, although hospitality appears to be 

more important for tourists. Hotels are an example of a well-known 

accommodation facility. These hotels have their own classification, 

ranging from five-star hotels to the cheapest. Each type of hotel with a 

different star rating has different service standards. 

This hotel has its own organizational structure in its operations. 

Various hotel departments are interconnected and support each other to 

offer the best service to the guests. The number and types of departments 

in each hotel are not always the same. This section is divided according to 

the size of the hotel. Regarding work areas or departments in hotels, in 

general, can be seen in the following figure.  
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Room division department is a departmental group in charge of 

serving guests directly. In this department there are front office in charge 

of serving the needs of customers in booking rooms, check-in and check 

out, and provide information to customers. House keeping department in 

charge of cleaning, arranging, maintaining rooms, and public areas to 

make guests feel comfortable 

 

  
   Source: www.presidencycollege.edu.in 

 Food and beverage department in charge of providing and serving 

food and drink needs of customers.Food and beverage department has two 

parts, food and beverage product and food and beverage service. Food and 

beverage product in charge of making the product, either food and drinks, 

meanwhile food and beverage service in charge of serving food for guests. 

 

 
  Source: www.nait.ca 

Supporting department is a collection of departments in the hotel 

who acts as a supporter of hotel operations. Within this department be 

found human and resources department in charge of resource management 

resources in the hotel to run effectively and efficiently, sales and 
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marketing department as a hotel marketing team, engineering department 

as a repair team and maintenance of equipment in hotels, as well 

accounting department on duty take care of finances. 

 

  
Source: www.arinugraha.com 

 Culinary Industry 

The culinary industry started with the desire to fulfill one of the basic 

human needs, namely food. In ancient times, people searched for food to 

survive. Over time, the more modern humans, the more sophisticated the 

technology used. Likewise in the world of the culinary industry. So far, the 

culinary world has developed rapidly and turned into a promising field. 

 

 
  Source: www.okezone.com 
Culinary-related cooking activities. Therefore, the cooking industry is 

usually associated with food processing. The culinary industry includes all 

economic activities related to food. The cooking industry is an area with 

many development opportunities. According to the Ministry of Tourism 

and Creative Industries, the food industry has a significant share of the 

total revenue of the creative and tourism industries, namely 30%. With this 

great contribution, more and more job opportunities and entrepreneurship 

are opening up in the food industry. 

 The Importance of Culinary in the Tourism Industry and Hospitality 

In the tourism and hospitality industry, culinary has an important 

role. The tourism industry is related to culinary because it plays a role in 

providing food in tourist spots for tourists. This condition occurs because 

the magnitude of the potential for tourists to buy food at their place of 

stopover travel. It is very unlikely that a tourist will travel as long some 
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days bring food from home. There fore, culinary and The tourism industry 

cannot be separated from one another. 

 

 
  Source: www.liputan6.com 

 

 Types of Business in the Culinary Industry 

 

There are many types of businesses in the culinary field. After 

graduating from the SMK Program Culinary Skills, you can work or be 

self-employed in various types Culinary business according to your 

interests and talents. Several types of culinary business as follows. 

 

1. Restaurant  

Restaurant is a business of preparing and serving food drinks to 

customers. Restaurants provide places for people sit and eat food 

cooked and served on the spot with predetermined price. Restaurants 

also sometimes serve customers who want their food to take home 

(take away). Restaurant Have several types as follows. 

 

Types of 

Restaurant 

Picture Description 

Fine Dining 

Restaurant 

 
Source: www.abisgajian.id 

 

Fine dining restaurant is a 

restaurant that provides service 

complete with specific foods. Decor 

fine dining restaurant on generally 

luxurious, with special eating 

procedures that have been arranged, 

sometimes you have to wear certain 

clothes (dress code). Fine dining 

restaurant have relatively expensive 

food prices. Factor the causes 

include food ingredients, the 

cuisine served, as well as quality 

food serving equipment. 

8 
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Source: www.kompas.com 

Casual 

Restaurant 

 
Source : www.pendulummag.com 

 
Source : www.jamesbeard.org 

Casual Restaurant is a restaurant 

that sells its products with average 

price, with an atmosphere casual. 

Atmosphere Casual means not too 

formal atmosphere. Generally in 

this type of restaurant guests will sit 

in the chairs provided and order 

food through the server that 

approached them. The menu served 

in this type of restaurant is more 

simple than fine dining restaurant. 

Fast Food 

Restaurant 

 

 

 

 

 

 

 

 

 

 
 

Source: www.restronearby.com 

Prioritize fast food and beverage 

service the hallmark of this 

restaurant. The room decor is 

relaxed, cutlery simple, but still 

clean and tidy.Customers wishing 

to dine in fast food restaurant need 

to come to the sales counter, order 

food, and pay for it. After Payment 

is completed, customers do not 

have to wait long and food will be 

served soon. 
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Source: www.thejakartapost.com 

Ethnic 

restaurant 

 
Source: www.kaum.com 

 
Source: www.dreamstime.com 

Ethnic restaurant is a specialty 

restaurant that sells food specific to 

a particular region or country, for 

example, a special restaurant for 

Indian food, and a Balinese food 

specialty restaurant. Ethnic 

restaurants have special food 

procedures and are usually adapted 

to the traditions of the region of 

origin of the food. For example, in 

a restaurant that sells Padang food. 

 

2.        Cafe 

Cafes are also called coffee shops. At first these places only served coffee. 

Along with the times, cafes also sell food but in a limited variety. Coffee 

drinks sold in cafes vary greatly, namely coffee brewed manually or using 

an espresso machine. In addition to coffee drinks, cafes sometimes provide 

non-coffee drinks for customers who don't want to buy coffee. The cafe 

has an informal atmosphere. In Indonesia, the majority of customers who 

come to cafes are teenagers or adults.  
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   Source: https: www.ruparupa.com 

3.        Bakery  

Bakery is a culinary business place whose main products are cakes and 

bread. For example white bread, sweet bread,croissant, various danish 

pastry, andvarious cake. In addition to continental pastries and breads, 

several bakeries sell pastries Indonesian traditional. In general, bakery also 

received cake orders according to customer requests, such as birthday 

cakes with certain design. 

 
      Source: www.tripadvisor.co.id 

 

4.        Catering  

This type of culinary business only cooks food when there is an order. The 

menu choices and prices offered by catering vary. In fact, many caterers 

can provide food according to the customer's budget. In running the 

business, there is a daily catering that provides the customer's food needs 

every day for a certain period. Daily catering provides a different menu 

every day for relatively the same customers. For example, catering 

provides lunch for students at school or at certain institutions. There are 

also caterers who only accept orders for special events, such as weddings 

and circumcisions. This type of catering does not serve the provision of 

daily food. Even so, there are also caterers who serve both services 

simultaneously. 
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   Source: www.medinacatering.id 

5.         Street Food Counter 

Food that is sold on the side of the road or commonly called street vendors 

is often underestimated. Even so, street food counters can also provide 

food or beverage services to customers with good quality following food 

safety standards. Apart from selling contemporary food, many street food 

counters also sell traditional food. These traditional food sellers are often 

found in traditional market areas. Various types of traditional food are 

sold, including kue lumpur, barongko, onde-onde, and kue bingka. 

 
   Source: www.pinterest.com 

6.  Semi-Finished Food 

Semi-finished food is food that needs further processing before it can be 

served. Examples of semi-finished foods include sausages, meatballs and 

smoked meats. Currently semi-finished food has a lot of enthusiasts 

because it is considered more practical. You can even start a semi-finished 

food business by opening a shop or selling it online. 
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   Source: www.steemit.com 

E.  Culinary Industry Business Process 

The sustainability of the culinary industry is inseparable from the 

business processes of the culinary industry. Culinary industry business 

processes are procedures or steps followed or various interrelated events to 

produce a culinary product or service. You can see one of the business 

process flows in the following image. 

  

 

 

 

1. Input 

Input is the initial part in the form of resources used in the world of the 

culinary industry. Before starting a culinary business, you need to consider 

ideas, market opportunities, or current culinary trends. In addition, the 

Input section also includes labor, cooking ingredients, and energy sources 

such as electricity and gas. 

2. Process 

Process is an activity or steps taken to produce a product or service. In the 

culinary industry business process, there are activities for processing food 

ingredients, managing waste left over from processing, maintenance of 

work areas and tools, making purchasing decisions, and selling. 

3. Output 

 Output is the result achieved, can be either positive or negative output. 

Even so, the expected output from a culinary business is positive. Forms 

of positive output can be in the form of quality products, attractive food, 

beautiful drinks, and services that satisfy consumers. 

 

 

 

 

input ouput process 
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LANGUAGE FOCUS 

This part is consisting of expressions used in serving the needs of customers or 

guests in the tourism and hospitality industry, more precisely in the room 

department, grammar review, and vocabulary review. 

1. The expressions used in serving the needs of customers or guests in the 

tourism and hospitality industry, more precisely in the room department. 

a. When meeting customers or guests, greet them with "Good 

morning/afternoon/evening" and introduce yourself "My name is 

Yesi." 

b. After introducing yourself, offer to help “Can I help you?" 

2. Grammar Riview 

• The word “can” is included to modal verbs that use for possibility, 

ability, permission, request, and advice. It is commonly used in 

conversation to ask or offer something.  

3. Vocabulary Review. 

• Good : /ɡʊd/ 

• introduce : /ˌɪntrəˈdjuːs/ 

• Help : /help/ 
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TASK 

This part is providing with tasks to measure students’ understanding of the material and 

increase students’ four language skills of writing and reading. 

1. WRITING SECTION 

Visit the nearest culinary industry, for example restaurants, cafes, caterers and 

bakeries in your neighborhood. As a group, analyze the industry's business 

processes in a format like the following table. You can develop tables according 

to your individual creativity. Do it in your assignment book. 

 

Culinary Industry Business Process Analysis 

Nama Industri  :  
Jenis   :  
Alamat   : 

 
Process Aspect Description 

 

 

Input 

1. Food ingredients used.  

2. Number of workers.  

3. Special skills required by 

the workforce. 

 

4. Source of energy used.  

 

  

Process 

1. Long food processing 

time.  

 

2. Food processing steps (if 

a lot of food is processed, 

you may take just one 

example). 

 

3. Waste management.  

4. Tool maintenance.  

Output 1. Products.  

2. Services.  

A. READING SECTION 

Answer the question below correctly! 

1. What is meant by the culinary industry? 

2. Why is the culinary industry important in the tourism sector? 

3. What is a fine dining restaurant? 
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4. What are the differences between the culinary industry business and the 

culinary industry? 

5. Explain the culinary industry business processes related to the process! 

B. SPEAKING SECTION 

Please have a conversation with your friends about serving the needs of guests or 

customers when they make reservations! 
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UNIT 2 

Excellent Service in the Culinary Industry 
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INPUT 

Activity 1: Look at the pictures below and answer the questions! 

 

What do you think about the picture? What are they doing? 

Discuss with your classmates about it! 
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 CONTENT FOCUS 

 Introduction to Excellent Service 

Service is an activity or sequence of activities that occurs in direct 

interaction between a person and another person or machine physically, 

and provides customer satisfaction. Services are activities offered by 

organizations or individuals to consumers/customers that are intangible 

and cannot be owned. In services called consumers (customers) are people 

who benefit from activities carried out by organizations or officers from 

service-providing organizations. 

Excellent service is an activity carried out by waiters to provide the 

best service to customers. Good service will give satisfaction to customers. 

If customers are satisfied with the services provided, they will return to 

using the services or products offered. They will even recommend other 

people to use similar services or products. This can be good for the 

company and can increase sales and profits. 

• Excellent Service Concept 

Success in developing and implementing excellent service is 

inseparable from the ability to choose the concept of approach. The 

concept of excellent service is to develop excellent service by 

aligning the concepts of attitude, attention, action, ability, 

appearance and responsibility. 

• The personal concept of excellent service includes elements of 

personality, appearance, behavior, communication, knowledge, and 

delivery. The concept of excellent service consists of the 

following: 

- Personal prima appear friendly 

- Personal prima appear polite 

- Personal prima appear confident 

- Personal prima look neat 

- Personal prima appear cheerful 

- Personal prima happy to forgive 



174 

 

 

- Personal prima happy to hang out 

- Personal prima appeared to learn from others 

- Personal prima happy in fairness 

- Personal prima likes to please others 

 Cooperate Effectively with Colleagues and Customer 

Working effectively with colleagues and customers is part of excellent 

service. In order to work together effectively, effective communication is 

needed. Communication is the process of conveying messages from one 

party to another. In the professional world of the industry, communication 

with customers or colleagues needs to be done in a polite, professional, 

clear and concise manner. 

  

 

Unclear, impolite, and unsuccinct communication results in poor 

cooperation with colleagues and customers. For example, you work in a 

culinary industry kitchen and ask a    co-worker to fetch a bread knife. You 

only gave the instruction "Please fetch a knife from the tool rack", even 

though there were several types of knives on the tool rack. Instructions 

that are not clear cause your co-workers to just pick up a knife. 

Apparently, the knife that was taken was a small knife for peeling 

vegetables, not a bread knife. As a result, your co-workers will have to go 
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back to the rack to pick up the correct type of knife. The illustration shows 

an example of bad communication makes work ineffective.  

  

 

 

 

There are two forms of communication in the workplace, namely 

verbal and nonverbal communication. Verbal communication is done 

verbally and in writing. Nonverbal communication is done with gestures, 

facial expressions, and hand movements. 

Communication with customers has the main objective, which is to 

provide information related to the products and services offered by the 

company. As a product/service provider, you need to provide relevant 

information. Therefore, you must have sufficient knowledge about the 

product or service being sold.  

One of the ethics in communicating with customers is to avoid "I 

don't know" answers. Even so, if you really don't know the answers to 

customer questions, you still have to show excellent service by telling the 

truth followed by an apology. Next, let the customer know if you will be 

looking for answers to these questions. Ask other staff or seek information 

from various sources, then provide it answers to these questions to 

customers. 

Good relationships need to be built with colleagues or customers. 

Colleagues as internal customers and consumers who use our 

products/services as external customers have their own needs that we must 

pay attention to. In serving external customers, sometimes there are 

customers with special needs, for example people with disabilities, 

language limitations or other special needs such as certain food allergies, 

having to eat certain foods and so on.  

LET,S DISCUSS 

If you were in the co-worker's position, what would 

you do when asked to get a knife? Express your 

opinion orally in class. 
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In addition to conducting effective communication, the ability to 

work together in a team is also part of excellent service. Teamwork is 

necessary because you cannot work alone. Sometimes due to 

forgetfulness, when working all work is completed by itself. These 

conditions can cause you to be tired and work results are not optimal. 

 Working in a Different Social Environment 

Every human being has differences, both in character, education, 

background, interest in something, appetite, language, and others. As part 

of the culinary industry, you should learn to work in a different 

environment. Colleagues and customers come from all backgrounds. 

Whatever their background, you should be able to respect it. You need to 

show a professional attitude so you can provide satisfaction to customers. 

When you communicate or collaborate with different people, 

always think positively. Never think negatively just because the person 

you are talking to has a different skin color, ethnicity, or speech style than 

you. Show respect to everyone who works with you. Misunderstandings 

can occur when communicating, especially if you communicate with 

people who have different cultures. No matter how good the way you 

communicate and work in a team, sometimes misunderstandings still 

occur. When you realize that there has been a misunderstanding, you 

should immediately correct the misunderstanding. 

 

 Communicating Effectively by Telephone 

Communicating by telephone is often done by professionals 

working in the culinary industry. Even by telephone, excellent service 

should always be provided. 

When it rings, the phone should be picked up and answered within 

a maximum of three rings. Don't let the phone ring for too long before 

picking it up. When answering the phone, use polite language, greet  

according to company standards, be enthusiastic and friendly, and 

offer assistance. If you know the customer who is calling, say hello by 

name. 
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When you are going to call someone related to work, you need to 

make sure the phone number is correct before calling. Also pay attention 

to the country code to be addressed and the area code, the name of the 

person to be called, and the title or position. If the wrong number when 

calling, apologize first before hanging up. 

 

 

 

 

 

 

 

 

An example of how to receive a good call between the food service 

staff in the room (room service) of a hotel and its customers. 

 

 

Room service : “Good evening, with Ana in room service. 

Can I help you?" 

Customer : "Hi, I'd like to order something to eat" 

Room service : "Sure, what do you fancy?" 

Customer : "I'd like to have French fries and tuna 

sandwich." 

Room Service : "Would you like anything else? 

Something to drink?" 

Customer : "Yeah, sure. A glass of orange juice, 

please" 

Room Service : Okay, so that will be French fries, tuna 

sandwich and orange juice. 

Customer : "Correct." 

Room Service : "Now could you please tell me your name 

and your room number?" 

Customer : "It's Joseph, room 184” 

Room Service: Thank you Mr. Joseph. Your meal will be 

delivered as soon as it's all ready. Enjoy! 
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LANGUAGE FOCUS 

This part is consisting of expressions used in the receive a good call between the 

food service staff in the room (room service) of a hotel and its customers, 

grammar review, and vocabulary review. 

a. The expressions used in the receive a good call between the food  

service staff in the room (room service) of a hotel and its customers. 

1. When picking up the phone, greet customer with "Good 

morning/afternoon/evening" and introduce yourself “with Ana in room 

service.” 

2. After introducing yourself, offer to help “Can I help you?" 

3. What do you want to order? 

4. Oh, yes. I would like to order iced coffee, then. 
b. Grammar Review 

1. The use of "with Ana in room service." is used to introduce yourself to 

hotel guests before offering services.  

2. The word “can” is included to modal verbs that use for possibility, ability, 

permission, request, and advice. It is commonly used in conversation to 

ask or offer something.  

3. The word “would” is include to modal. “would like to” would like means 

to show a desire 

c. Vocabulary Review. 

• Good : /ɡʊd/ 

• introduce : /ˌɪntrəˈdjuːs/ 

• Room : /rʊm/ 

• Service : /ˈsɜːrvɪs/ 

• Help : /help/ 

• Would: / wʊd/ 
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TASK 

This part is providing with tasks to measure students’ understanding of the material and 

increase students’ four language skills of listening, speaking, reading, and writing. 

A. LISTENING SECTION  

Please listen to the audio played by the teacher and answer the questions below! 

https://youtu.be/7cyuDf-RTOo 

Questions : 

1. What's the name of the room service? 

2. What's the name of the customer? 

3. What type of breakfast did the customer order? 

4. What did the customer order? 

5. What is the customer's room number?  

B. SPEAKING SECTION 

Make a role play with your friends about how to communicate well with 

customers in the following situations. 

1. A customer places an order for a product at a restaurant: 

2. Customers complain. 

C. READING SECTION 

Essay Questions 

Answer the question below correctly! 

1. What is excellent service? 

2. Write down the importance of excellent service in the culinary industry!  

3. Identify three forms of nonverbal communication in ministry 

prima in the field of culinary industry and its meaning! 

4. What would you do if a colleague misunderstood you? 

5. What is the form of a professional attitude when receiving a telephone call? 

D. WRITING SECTION 

Write a paragraph about your experience at a restaurant in an 

uncomfortable situation, for example there is a misunderstanding between 

the customer and the restaurant waiter. 

 

 

 

https://youtu.be/7cyuDf-RTOo

