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“Hospitality is present when something happens for you. It is absent when something to you. Those two prepositions—for and to—express it all. It’s that simple and it’s that hard” ---Danny Meyer
 Course Description
This course provides 1) Provide training in food, beverage service and controls for hotel dining rooms, restaurants, banquets, and cafeterias; 2) Addresses issues such as menu planning, personnel, merchandising, operational reports, wine appreciation, use and care of equipment; and 3) Presents operational regulations pertaining to safety, health, taxes, and licenses. This course includes laboratory training through a rotation of the various stations in the College dining room, cafeteria and snack bar. The course is team-taught and divided into two nine-week segments. Segment “A” addresses dining room operations; segment “B” addresses’ cafeteria and snack bar operations. 

Some Recommended Reading, Websites, Blogs and T.V. Programs:
· Food and wine sections San Francisco Chronicle; New York Times, San Francisco Magazine, Chowhound and Bay Guardian, all available on online

· http://www.tablehopper.com
· http://www.kqed.org/food
· http://www.chefstory.com
· http://www.winepros.org
· Setting the Table: The Transforming Power of Hospitality in Business. Meyer, Danny (2003) 

· Remarkable Service, Culinary Institute of America. (2001) John Wiley & Sons. Inc. N.Y.

· The Wine Bible. MacNeil, Karen. (2001) Workman Publishing Company, Inc. N.Y.

· Windows on the World, 2004 Edition. Zraly, Kevin. (2003) Sterling Publishing, CO. N.Y.

· Chef’s Story, Saturday’s @ 1.30 pm on KQED/Channel 9

Required uniform and material:

· Black button down shirt, black pants, black socks, black shoes, fun tie, black CAHS logo apron, crumber, small notebook, and pen.

· 3-ring binder and folder tabs.

· Aprons available at http://www.chefaccess.com 

“One of the very nicest things about life is the way we must regularly stop whatever it is we are doing and devote our attention to eating”…..Luciano Pavarotti 

Course Objectives

Service is one of the most tangible, yet intangible elements in the hospitality industry. Tangible elements consist of greeting guests, taking orders, delivering food, clearing tables and thanking guests (to name a few). Intangible service creates and builds both short and long term relationships; making guests feel connected and invested in the experience. Intangibles such as anticipating guest needs; demonstrating in-depth product knowledge, attention to detail and making a guest feel special goes beyond the tangible elements of service to give guests an unforgettable experience. 

The primary objectives of this course are to deconstruct our concepts of service and hospitality and to explore the general (and not so general) expectations of the guest and service provider. In addition, this class will prepare you to demonstrate competency and self-confidence when working in a variety of situations in a dining room. In attaining this goal, Restaurant Operations (30A) will focus on service styles, standards and philosophy, product knowledge (including food and wine), communication skills (both interpersonal and external), teamwork, and guest expectations. By honing your service skills, using your intellect to solve problems and developing your “guest awareness” to enhance the guest experience as well as your own, you will come to understand and practice the differences between adequate service and the art of service and hospitality.
After completing the Lecture component of this class, you should be able to:

· Differentiate the difference between the concepts of “to you” and “for you” service.

· Identify, define, and apply the basic concepts of service including the use of classical French, Russian and American service methods.

· Demonstrate and illustrate service philosophy and standards.

· Identify opportunities and challenges facing hospitality professionals. 

· Distinguish and discuss factors that impact guest expectations, including service interaction, culture, values, age, ethnicity, and gender. 

· Explore, reflect on and articulate the impact of diversity as it relates to the hospitality industry.
· Explain the basics of winemaking and food and wine paring.
After completing the Laboratory component of this class, you should be able to: 

· Demonstrate the difference between the concepts of “to you” and “for you” service.

· Illustrate your understanding of the basic components of restaurant operations, including basic job descriptions and responsibilities of all service personnel in the dining room.

· Craft a high level of self-confidence while communicating with guest and classmates.

· Demonstrate an ability to “read” customers and anticipate their needs.

· Recognize the importance of guest advocacy, product knowledge, anticipation, and “reading” tables, and how this enhances a guest’s experience.

· Set up and breakdown events such as banquets, meetings, and buffets.

· Assess and evaluate your performance in the context of the Restaurant Operation Laboratory.

· Work as a team to complete personal and professional goals.

· Use technology as a resource for research, industry information, and communication.
Class Structure

Lectures/Demonstrations: Daily lectures will highlight important material using student experience, interactive discussions, handouts, group work, role-play, games, Internet, short films and case studies.

Laboratory:  This class time is dedicated to hands-on learning in the Pierre Coste Dining Room. Furthermore, after class events will provide additional professional experience.

Quiz and Final Exam: Quiz and final exam will be given based on materials from the class notes, exercises, lectures, lab, assignments and handouts.

Food and Cultural or Restaurant 360 Review: Please see pages 8 & 9 for a detailed explanation and outline of these assignments

Portfolio: Please see page 10 for a detailed explanation and outline of this assignment. 

(See master schedule for assignment due dates):

What is Important to Me in The Classroom?

I believe that we are a community of learners and that we all learn from each other. In this classroom, we are all teachers and we are all learners. It is my job to facilitate your learning and it is up to each of you, as an adult, to be responsible for your own learning. I believe that people have multiple intelligences and that people learn in different ways and I strive to take these into account when I teach. 

I believe that a few guidelines will help all of us to have a meaningful learning experience in this class. These guidelines include:

· Awareness of and respect for individual cultures, backgrounds, and abilities.

· Having students confront cultural, language and gender barriers by working in cross-cultural, cross-gender, and cross-language teams.

· That you act professionally and show respect for your guest, your fellow classmates and students, your teachers and yourself.

· Understanding the variety of roles and responsibilities within the service system.

· Understanding basic job skills and etiquette: punctuality, hard work, proper grooming and hygiene, appropriate attire, the ability to communicate effectively and follow directions. 

· That all of us act as active participants, not passive consumers of education in the classroom. 

· Creating a learning environment where all students, at all levels, have an opportunity for success. 

Course Requirements and Grading 

Attendance and Class Participation 

Regular and punctual attendance is required. You are graded daily and when you are not in class you lose points for that day. Watch out, point deductions add up!! Three tardies equals one absence and three absences will result in a grade lowered by one full letter. Students with four absences may be withdrawn from the class. (If unavoidable circumstance arise please notify me, and I will try to accommodate you.) If you are absent, it is your responsibility to obtain materials issued from your classmates.

Although weekly grades may be posted, it is the responsibility of the student to consult with the instructor during the term to determine factors relating to lab performance and test/assignment grades. 

Attendance Philosophy

Regular attendance is essential. Not only does it demonstrate your professionalism, it also determines your ability to comprehend the material and contribute to the team. Attending college is analogous to being employed. Success on the job is achieved only with hard work and effort. This is also true of college. Your employer expects you to be on the job every day and to be on time and prepared to work each day. You are allowed only a specific number of sick days each year after which your pay is docked; this is also true of your time in the dining room. Regular and prompt attendance is essential; your sick days are limited. Absences will result in a loss of “pay” (grade).

Your employer requires you to submit all reports on time. Failure to do so will endanger your employer’s business and your success. The same is true for this class. All “reports”(tests, papers and evaluations) are due at the scheduled time. If, for some justifiable reason, you will not be able to meet the time schedule, you must notify me, just as you would contact your employer. However, as in the workplace, such extensions do not come without a cost. Extensions result in a decrease in your “salary” (grade). Homework not turned in will result in an incomplete grade for the semester, which converts to an ‘F” three weeks following the beginning of the next semester.

Performance reviews occur in the workplace. You and your employer determine the degree of your success during these reviews. Such is the case in this class. The “performance reviews” for the dining room are laboratory joint reviews, assignments, quizzes and exams. These reviews require you to demonstrate not only your knowledge of the material, but your ability to use this knowledge in real-world situations. Your “pay” (grade) depends upon the magnitude of your knowledge. 

If you attend class regularly, participate in class discussions, and submit all materials in a well-prepared and timely fashion, you have the potential to excel in this class. 

Assignments
All assignments are to be turned in on the due dates. All assignments must be typed on 8.5 x 11 paper, double-spaced, with 12-point Times New Roman Font, or assignments may be emailed to treinher@ccsf.edu (please check with me before emailing assignments). Please refer to “grade breakdown” for grading guidelines. When the deadline for turning in assignments is not met the following procedures will be followed:

	Due date 
	100% of total grade achieved

	First day late 
	10% deduction from the grade achieved

	Second day late 
	20% deduction from the grade achieved.

	Third day late
	30% deduction from the grade achieved


On the fourth day a grade of 0% will be given. If an assignment is not turned in by the end of the semester, the class grade automatically becomes an “incomplete”, which becomes an “F” three weeks after the next semester begins if the assignment isn’t turned in.  No make up exams or assignments will be given. All work must be turned in to avoid an incomplete for the semester. 

Your grade is determined by the following five components: 

	Assignment
	Value



	Quiz (menu/service)


	15 points/3% 

	Final (service/wine/lecture)


	35 points/7%

	Food and Cultural or Restaurant Review 


	60 points/12%

	Portfolio 


	70 points/14%

	Laboratory Practical 


	20 points/4%




	Laboratory 


	300 points/60%



	Perfect Attendance
	5 points/extra credit



If You Need….

- Classroom or testing accommodations because of a disability

- Have emergency medical information to share with me

- Need special arrangements in case the building needs to be evacuated

Please make an appointment with me as soon as possible. My office hours are M-W-F 9:00-9:45 am and by appointment. Students seeking disability related accommodations are encouraged to also register with Disabled Students Programs and Services located in Room 323 of the Rosenberg Library (415) 452-5481.

Laboratory Grading Rubrics 

In addition to the scores you receive on the quiz(zes), final and assignments, your grade is determined according to the following:

	Category & Points Possible
	Brilliant  (A)

(100-90)
	Almost Brilliant  (B) (89-80)
	Par (C)

(79-70)
	Sub Par (D)

(69-60)
	Not Passing (F) (59 or below)

	Guest advocacy/problem solving skills 
	Consistently demonstrates desire to put guest first; strong guest awareness, anticipation & problem solving skills; understanding global/local service. 
	Usually demonstrates desire to put guest first; Proactive problem solving skills. 
	Inconsistently demonstrates

desire to put guest first; reactive problem solving skills. 
	Rarely demonstrates desire to put guest first; no guest awareness, anticipation. No follow through with guest/operational problems.  
	Unable to demonstrate

desire to put guest first; Needs constant intervention.

	Open to suggestions and criticism, willing to learn
	Readily accepts suggestions, feedback & criticism from instructor, managers, and classmates. 
	Generally open to helpful hints and most criticism.
	Accepts some suggestions, feedback  & criticism but can become defensive.
	Rarely accepts suggestions, feedback & criticism; only accepts suggestion, etc., from instructor. 
	Doesn’t accept any feedback, “knows it all”.

	Professionalism  
	Always looks the very best possible; uniform always neat, clean & pressed. 

Respect for classmates

Always punctual. 
	Usually neat and clean; uniform is neat, clean & pressed most of the time. Usually on time. 
	Does not take extra effort in appearance; generally looks okay; needs improvement.

Generally on time.
	Little effort/care taken with uniform, not in full uniform.

Rarely on time.
	Stained, wrinkled, not in full uniform. Never on time.

	Teamwork
	Total cooperation.  Jumps in to help others whenever needed.  
	Above par in cooperation most of the time.  Helps others most of the time.
	Helps others only when asked to.  
	Rarely helps classmates.
	Never helps classmates.

	Flexible 


	Open to change; good sense of humor.
	Generally open to change, enjoys challenge.


	Resistant to change, sees obstacles not opportunity. 
	 Doesn’t like change, generally sees guest as a pain.
	Not flexible; doesn’t like guest.



	Communication skills
	Strong listening, & verbal skills; 

Strong understanding of cultural differences communication styles.
	Good listening & verbal skills. Willingness to “hear” other person.
	Answers before person finishes thought. Not focused on speaker.
	Doesn’t communicate. Expects others to “know” thoughts.
	Impatience; cuts others off, only hears one side.

	Work Ethic
	Very energetic; exceptional enthusiasm and positivity. “Can do” attitude. Opening side work always done.


	Eager worker; interest evidenced by fullest participation in class.  Enjoys the challenges of daily tasks. 
	Not fully interested in work to be done; generally desirable attitude, but needs improvement.
	Going though the motions; doesn’t connect class learning to professional goals. 
	No interest in class. 

	“Tools of the trade”
	In-depth & flexible product knowledge; proactive position thinking.
	Strong product knowledge; interest in industry beyond classroom.


	Common product knowledge; usually has all position specific tools. 
	Minimal product knowledge; unsystematic. 
	Little or no product knowledge; disorganized.


Class Assignments

Restaurant 360 

The goal of this assignment is multifaceted. First, to critique a restaurant looking through the lens of what you’ve learned during CAHS30 and your restaurant experiences outside the classroom. Second, draw on discussions we’ve had in class about restaurant tangibles and intangibles; tangibles being technical service, food, and touchable things; intangibles highlight the hospitality in between technical service, the “relationship” side of the experience….

Start by asking yourself some basic questions: What is the goal of the restaurant (besides making money!)? How does the restaurant communicate its vision? Remember, there are many factors that communicate vision: location, atmosphere, food, menu writing, table settings, wall coloring, art, lighting, music, staff, service, etc. As the menu is one of the most important communication tools in a restaurant, what does it tell you about the restaurant? Light, camera, actions! Take in the lighting, music, table settings, color and hues of the walls, server uniforms…What is the vision, or is there one? 

Don’t forget the reason folks eat out, the food: what are the flavors and combinations of ingredients. Can you taste components or does everything taste the same… Plates, presentation, portion size, does it work or not?  Why, why not? Tell me what everyone in your party had to eat. Are other diners having the same thing? Are the plates consistent? Portion size? Garnish? Plate construction? 

Next, tell me about the service. What makes service inspired, great, good, indifferent or just bad? How do all of these elements come together to communicate the restaurants vision? Try to see the layers that give (or don’t, or just miss) the restaurant its buzz, bang or fizzle! Your goal is to understand and describe how these components come together (or don’t) to communicate the restaurants vision. GIVE LOTS OF EXAMPLES. PAINT A PICTURE.
Lastly, this assignment provides an opportunity to apply your culinary knowledge, and service insights, while demonstrating your understanding of the industry. Look for support material, such as, matches, bar menus, business cards, tee shirts, post-cards and attach them to your critique…. 

Bon Appétit!
Food and Cultural Exploration  

“Tell me what you eat: I will tell you what you are”…Brillat-Savarin

This assignment asks you to think about foods from different cultures as a way to learn about people who are different from you. How does food reflect culture? What foods are considered 'ethnic foods,' and from what ethnic groups do they come?" 

Using all available reference materials, including the Internet, each person will research the history behind a dish from another student’s ethnicity as a way to learn about a different group’s relationship to food.  In doing so, each person will be checking out their assumptions about others based on the beliefs they hold about their own food traditions. 

Please write an overview of your research & findings, using proper citations from the all sources.

Your finished assignment must contain at least two parts:

-Research on your dish using the library &/or Internet.

-Field research-shopping in the ‘ethnic’ neighborhood and making the dish.

-Go shopping for the ingredients in the area where you would find a market of the ethnicity of the dish.

-Include recipe and where the dish is from (Country, Region).

-Make the dish and take photos. 

Here are some questions to think about as you proceed with this project:

· Does your dish have some particular meaning?

· What are the origins of the dish (historical, political, etc)?

· Has the dish changed over the years?

· How does geography influence this dish (corn indigenous to Mexico, for example)?

· Is the dish related to any medicinal aspects of food in this culture?

· Is this dish associated with a holiday or day of week or mealtime?

· Is this dish commonly eaten at home or at Church, restaurant, wedding, etc? 

· Do men or women most often make it?  Alone or in groups?

· Did the “authentic” dish taste good to you?
· Did you need equipment, pot or pans that you were unfamiliar with?
Portfolio Outline
To be meaningful, portfolios should not contain all of your work, but samples that reflect the highest quality of your work or shows progress in you’re learning and work over time. You can use your portfolio as personal marketing tools, extending your resumes, and as a visual aid for presenting yourself to potential employers. Additionally, as portfolios are personal and reflective in nature, they allow you to see your growth and progress throughout your career. 

When organizing your portfolio consider the following:

· Section for different topics separated by folders

· Title page, section pages

· Logical sequence (chronological, thematic)

· Ability to stand alone with no need for extensive explanation by its creator

*Portfolios must contain the following 

***Extra credit 

	*Table of contents
	5 points

	* Organization
	10 points

	*Career goals
	6 points

	*Resume 
	6 points

	*References/Letters of recommendation
	6 points 

	* Philosophy of hospitality
	6 points

	*Personal Mission Statement
	6 points

	*Photographs of yourselves at work in the hospitality field
	10 points

	*Evidence of personal interest
	5 points

	*Examples of creative work, such as menu design, event planning, recipes, etc.
	10 points

	***Involvement in professional organization
	1 points

	***Certificates
	1 points

	***Awards
	1 points

	***Evidence of professional development
	1 points

	
	


Writing Guidelines 

Good writing communicates information or ideas clearly and as briefly as possible to the reader. Good writing also obeys certain rules of grammar, spelling, sentence structure and punctuation. Some tips for better writing include:

· Use specific language and the active voice.

· Use plain English and simple sentences.

· Follow in inverted pyramid rule.

· Use topic sentences.

· Avoid clichés and slang.

· Use correct spelling, grammar, syntax and punctuation.

· Proofread your work (or have someone review it for you).

Excellent written work: In addition to addressing all aspects of the assignment, excellent written work will demonstrate a high level of awareness of the writer-reader relationship. This can range form subtleties of word choice to bridging all logical gaps necessary to clarify his or her points. Such work will often be particularly persuasive and enjoyable to read. It will contain almost no problems in any of the areas listed above. 

Good written work: addresses all points of the assignment. It may contain a few mechanical errors, but not enough to slow the reader. It will have no major organizational problems. 

Satisfactory written work: addresses enough aspects of the assignment to show that the writer has mastered the key skills and concepts involved. It may contain errors, but an instructor would judge the writing competent in all areas the list above identifies. The writing does not obscure the writer’s meaning.

Unsatisfactory written work: fails to address one or more aspects of the assignment, or it exhibits mechanical or organizational problems that makes the essay or paper difficult to follow. A paper is unsatisfactory if it fails to convince the reader that the writer has mastered the skills and concepts the assignment intended to test.  A paper also is unsatisfactory if its lack of clarity forces the reader to re-read many passages to find the writer’s meaning. 

APA format guidelines can be found via the Alice Statler Library webpage> Research Tools>Pathfinders & Bibliographies> Citing sources. 
Notes

Reinhertz, Fall 08
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