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Investigation
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Audit Findings Escalation
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Sourcing Policy Approval
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WORK INSTRUCTIONS
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Section A — Professional Appearance &
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HWI-001
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Section B —
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HWI-012
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HWI-016
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HWI-019
HWI-020

Section C —

HWI-021
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Section D —
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HWI-039
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Neutral, Welcoming Posture

Friendly Facial Expression
Professional Tone and Volume
Respectful Language and Names
Active Listening Without Interrupting
Personal-Space Awareness

Discrete Staff Communication

Phone and Device Conduct

Door Opening & First Welcome

Monitor Guest Arrival

Open the Door Safely

Greet Entering Guests
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Identify Reservation or Walk-In
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Handle Rain Gear and Outerwear
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Quote Wait Time as an Estimate
Register Guest Contact Preference
Offer Accessible Waiting Choices
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Offer Seating Alternatives When
Available

Handoff Party Details to Server
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Assist with Chairs by Permission
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Check High-Chair Readiness

Settle Families Without Assumptions
Offer Belongings Placement

Explain Restroom Location

Adjust Table Lighting or Temperature
Requests

Place Menus for Comfortable Reach
Introduce the Assigned Server

Section E — Table Setting & Basic Table

Manners
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Set a Basic Place Setting

Set Formal Cutlery by Course
Position Drinking Glassware

Position Bread and Butter Service
Place Napkins Cleanly

Handle Clean Cutlery by Handles
Handle Glassware Away from the Rim
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Overcrowding

Replace Dropped Utensils
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HWI-054
HWI-055
HWI-056
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Present Canned or Bottled Soft Drinks

Pour Carbonated Drinks with Foam
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Serve Hot Coffee and Tea Safely

Handle Milk Alternatives and
Sweeteners
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HWI-071
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HWI-074
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HWI-076
HWI-077
HWI-078
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HWI-079

HWI-080

Check Beer Temperature and
Condition

Pause or Refuse Further Alcohol
Service

Section | — Still Wine: Presentation & Bottle

Opening
HWI-081
HWI-082
HWI-083

HWI-084

HWI-085
HWI-086
HWI-087
HWI-088
HWI-089
HWI-090

Confirm the Wine Order
Select Suitable Wine Glassware

Confirm Appropriate Wine
Temperature

Present the Wine Label to the Ordering
Guest

Secure Bottle for Safe Opening

Cut Foil Below the Bottle Lip

Wipe the Closure and Neck

Insert the Corkscrew Centrally
Extract Cork Quietly and Completely

Inspect Closure and Finish Bottle
Opening

Section ] — Sparkling Wine, Tasting & Wine

Pouring

HWI-091
HWI-092
HWI-093

HWI-094
HWI-095

HWI-096
HWI-097

HWI-098
HWI1-099

HWI-100

Keep Sparkling Wine Properly Chilled
Control the Sparkling Cork and Cage

Open Sparkling Wine by Turning the
Bottle

Present Tasting Pour for Approval

Apply Gender-Neutral Wine Service
Order

Pour Wine from a Safe Accessible
Position

Control Wine Portion Without
Overfilling

Prevent Drips When Finishing a Pour

Offer Wine Refill Without Assuming
Consent

Handle Faulty or Rejected Wine
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Check Dish Identity at Pickup
Check Allergen Label Before Release

Carry Plates Without Food-Surface
Contact

Load Trays for Balance

Announce Hot Plates Clearly
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Serve Without Reaching Across Diners
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Check Group Delivery Completeness

Section L — Mid-Meal Attentiveness,
Clearing & Reset

HWI-111
HWI-112
HWI-113
HWI-114
HWI-115

HWI-116
HWI-117
HWI-118
HWI-119
HWI-120

Perform Discreet Satisfaction Check
Read Guest Readiness Cues

Ask Before Clearing Each Plate
Clear from a Safe Position

Avoid Stacking Used Dishes at the
Table

Remove Used Glassware Appropriately
Crumb Table When Appropriate
Replace Cutlery for the Next Course
Resolve Spills Promptly

Maintain Guest Privacy While Servicing

Section M — Dessert, Billing & Guest

Farewell

HWI-121
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HWI-123

HWI-124
HWI-125
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HWI-127

HWI-128

HWI-129
HWI-130

Offer Dessert at the Right Moment

Explain Dessert Ingredients and
Allergens

Serve Coffee or Tea with Dessert
Timing

Ask Before Presenting the Check
Verify Bill Accuracy

Avoid Assuming Who Pays

Handle Payment Instruments
Discreetly

Return Receipt and Change
Completely

Offer Assistance with Departure
Thank and Farewell Every Party

Section N — Inclusive Service & Special
Guest Needs

HWI-131

HWI-132
HWI-133

HWI-134
HWI-135

HWI-136

HWI-137
HWI-138

HWI-139

HWI-140

Ask Before Giving Accessibility
Assistance

Provide Accessible Menu Information

Communicate with Deaf or
Hard-of-Hearing Guests

Seat Service-Animal Teams Lawfully

Avoid Petting or Distracting Service
Animals

Confirm Dietary and Religious
Requests Respectfully

Escalate Unverified Allergy Safety

Respond to a Suspected Allergic
Reaction

Assist Guests with Limited English
Proficiency

Support Guests Who Need More Time
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Section O — Service Recovery, Teamwork &
Training Habits

HWI-141 Acknowledge Errors Without Blame

HWI-142 Replace a Wrong Dish Promptly

HWI-143 Escalate Complaints Within Authority

HWI-144 Respond Calmly to Rude Language

HWI-145 Check Before Making a Service
Promise

HWI-146 Use Brief and Accurate Team Handoffs

HWI-147 Offer Help Without Abandoning
Assigned Tables

HWI-148 Learn From Guest Feedback Without
Arguing

HWI-149 Perform Personal End-of-Shift
Reflection

HWI-150 Complete Supervisor Skills Sign-Off

PART Ill - 14-DAY NEW EMPLOYEE

TRAINING

Day 01 — Hospitality Mindset

LESSON 01: Service Is the Task. Hospitality Is the
Experience.

LESSON 02: The Four-Step Guest-Care Loop
LESSON 03: First Impressions and Guest Awareness
LESSON 04: Listening and Precise Language
LESSON 05: Empathy Without Overpromising
LESSON 06: Respect, Inclusion and Consent

LESSON 07: Trust, Accuracy and Safety Before
Speed

LESSON 08: Ownership and Closed-Loop Handoffs

LESSON 09: Composure Under Pressure; Safe
Boundaries

Role-Plays A: Everyday Hospitality
Role-Plays B: Trust, Safety and Boundaries
Guest-Language Script Bank

Apply the Hospitality Mindset

Day 01 Knowledge Assessment

Observed Behavior Scorecard

Assessment Answers and Coaching
References, Implementation and Control

Day 02 — Door & Guest Greetings

LESSON 01: Own the First Twenty Seconds

LESSON 02: Open the Door: Safety Before
Ceremony

LESSON 03: The Welcome: Words, Tone and Body
Language

LESSON 04: Reservation Check Without Privacy
Leaks

Click entry to open the corresponding page in this combined edition

4410

4411
4412
4413
4414
4415

4416
4417

4418

4419

4420

4423
4425

4426
4427
4428
4429
4430
4431

4432
4433

4434
4435
4436
4437
4438
4439
4440
4441

4442

4444
4445

4446

4447

22 /25 - page 24

LESSON 05: Walk-Ins and Party Size: Ask Without

Judging

LESSON 06: Waiting, Delays and Clear Next Steps
LESSON 07: Accessible Greetings and

Communication

LESSON 08: Families, Companions, Service Animals

and Weather

LESSON 09: Introduce the Escort and Complete the

Handoff

Everyday Entrance Scenarios

Inclusive and High-Pressure Arrivals
Five-Station Door & Greeting Circuit
Your First-Minute Guest Script

Day 02 - 12 Questions

Observed Guest Greeting Scorecard
Correct Answers & Debrief
Reference Notes and Local Approval

Day 03 — Seating & Guest Comfort

LESSON 01/ 03:
LESSON 02 / 04:
LESSON 03/ 05:

Permission

LESSON 04 / 06:
LESSON 05/ 07:
LESSON 06 / 08:

Respectfully

LESSON 07 / 09:

Options

LESSON 08/ 10:

Reach

LESSON 09/ 11:

Handoff

Seating Begins Before the Chair
Present a Real Table Choice
Chair Assistance Requires

Protect Wheelchair Positioning
Inspect High Chairs Before Use
Settle Families and Belongings

Explain Restrooms and Comfort
Place Menus for Comfortable

Introduce the Server and Close the

Table Choice, Consent & Belongings
Accessible, Family & Comfort Scenarios
Five-Station Seating Circuit

Your Guest Comfort Decisions

Day 03 — 12 Questions

Observed Seating Competency Scorecard
Correct Answers & Debrief

References and Site Approval

Day 04 — Table Manners & Table Setting

LESSON 01/ 03:
LESSON 02 / 04:
LESSON 03/ 05:
LESSON 04 / 06:
LESSON 05/ 07:

Service

LESSON 06 / 08:

Manners Make Dining Easier
Build the Basic Casual Setting
Arrange Cutlery by Course
Position Water and Wine Glasses
Set Bread, Butter and Dessert

Place Napkins and Linens Cleanly
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LESSON 07 / 09: Handle Clean Tableware Correctly

LESSON 08/ 10: Protect Preset and Unused
Settings

LESSON 09/ 11: Reset an Occupied Table with
Respect

Etiquette Choices & Menu Changes
Hygiene, Accessibility & Table Reset
Five-Station Table-Manners Circuit
Your Table-Setting Decisions

Day 04 — 12 Questions

Observed Table-Manners Scorecard
Correct Answers & Debrief
References and Site Approval

Day 05 — Orders & Allergies

LESSON 01: First Table Contact: Begin With Clarity

LESSON 02: Menu Mastery: Know, Check, or
Escalate

LESSON 03: Specials, Substitutions and
Recommendations

LESSON 04: Recognize Food Allergies and
Cross-Contact

LESSON 05: Distinguish the Request Without
Judging
LESSON 06: Allergy Order: Closed-Loop Workflow

LESSON 07: Capture Modifiers and Map the Correct
Seat

LESSON 08: Read Back Complex Orders and
Communicate Accessibly

LESSON 09: Course Timing, Ownership and
Emergency Boundaries

Six Guest Scenarios

Five Skill Stations

Words That Protect Guests

Build a Safe Order From Facts

Day 05 - Twelve Questions
Observed Order-Taking Scorecard
Answer Key & Corrective Coaching
Credible References & Site Approval

Day 06 — Water & Nonalcoholic Beverage

Service
LESSON 01: Start With the Beverage Station
LESSON 02: Offer Water Without Assumptions
LESSON 03: Open Bottled Water at the Table
LESSON 04: Pour Water With Rim Clearance
LESSON 05: Ice Service and No-Ice Preferences
LESSON 06: Discreet Refills and Guest Choice

LESSON 07: Serve Packaged and Carbonated
Drinks
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LESSON 08: Serve Hot Coffee and Tea Safely

LESSON 09: Milk Alternatives, Sweeteners and
Allergens

Six Guest Scenarios

Five Competency Stations

Guest-Friendly Beverage Language
Practice the Complete Beverage Sequence
Day 06 - Twelve Questions

Observed Beverage Service Scorecard
Quiz Keys & Coaching Notes

Evidence and Local Release Checklist

Day 07 — Beer & Responsible Alcohol
Service

LESSON 01: Safe Alcohol Service Starts With
Authorization

LESSON 02: Check Age and Identification Before
Serving

LESSON 03: Select and Inspect Beer-Clean
Glassware

LESSON 04: Open and Present Packaged Beer
Safely

LESSON 05: Pour Draught Beer With Controlled
Foam

LESSON 06: Describe Beer Accurately and Check
Condition

LESSON 07: Notice Intoxication and Escalate Early

LESSON 08: Refuse Alcohol Calmly and Keep People
Safe

LESSON 09: Close the Loop: Handoff, Logs and
Sign-Off

Six Guest Scenarios - Part |

Six Guest Scenarios - Part Il

Five Hands-On Skill Stations
Write It, Check It, Escalate It
Twelve-Question Quiz

Observed Competency & Release
Answer Key and Trainer Notes
References and Site Adaptation

Day 08 — Still Wine Service

LESSON 01: Authorization and Mise en Place Before
Wine Service

LESSON 02: Confirm the Wine Order Precisely

LESSON 03: Select Glassware and Serving
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LESSON 04: Present the Bottle and Obtain
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LESSON 07: Clean Closure and Position the
Corkscrew

LESSON 08: Extract the Cork Quietly; Handle
Screwcaps

LESSON 09: Handle Faults and Prepare the Tasting
Handoff

Six Guest Scenarios - Part |

Six Guest Scenarios - Part Il

Five Hands-On Skill Stations
Verify, Present, Open, Escalate
Twelve-Question Quiz

Observed Competency & Release
Answer Key and Trainer Notes
References and Site Adaptation

Day 09 — Sparkling Wine & Wine Pouring

LESSON 01: Set Up Sparkling Wine for Safe Service

LESSON 02: Present the Bottle and Confirm the
Guest’s Choice

LESSON 03: Control the Cork and Wire Cage

LESSON 04: Open by Turning the Bottle, Not the
Cork

LESSON 05: Offer Tasting Pour and Obtain Approval

LESSON 06: Serve the Table in a Respectful,
Accessible Order

LESSON 07: Pour Sparkling Wine With Foam and
Portion Control

LESSON 08: Prevent Drips and Respect Refill Choice

LESSON 09: Respond to Rejected or Faulty Wine
Professionally

Six Guest Scenarios - Part |

Six Guest Scenarios - Part Il
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Twelve-Question Quiz
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Day 10 — Food Service
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LESSON 04: Carry Individual Plates Correctly
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LESSON 07: Place the Correct Dish Respectfully
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Six Service Scenarios - Part |

Six Service Scenarios - Part Il
Five Hands-On Skill Stations

Plan Your Food-Service Run
Twelve-Question Quiz

Observed Competency & Release
Answer Key and Trainer Notes
References and Site Adaptation

Day 11 — Clearing & Table Reset

LESSON 01: Observe Guest Cues Before Clearing
LESSON 02: Ask Before Removing Each Plate
LESSON 03: Plan a Safe Clearing Route
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LESSON 05: Collect Used Glassware Safely
LESSON 06: Crumb and Wipe Tables Discreetly
LESSON 07: Replace Cutlery for the Next Course

LESSON 08: Contain Spills and Broken Items
Immediately

LESSON 09: Complete the Reset and Server
Handoff

Six Clearing Scenarios - Part |
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Twelve-Question Quiz
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Answer Key and Trainer Notes
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LESSON 01: Offer Dessert at the Right Moment

LESSON 02: Explain Dessert Ingredients and
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LESSON 03: Coordinate Coffee and Tea With
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