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Trainer: Day 1: Introduction and Basic Service Skills
1. Welcome, Introduction, Service Etiquette and Professionalism
· Talk about the importance of excellent customer service and teamwork. This includes pre-bussing, bussing other servers’ tables, and running other servers’ food and drinks. Emphasize how this greatly contributes to an overall better experience for the guests and more income for all servers.
· Review essential etiquette and professional standards for servers, including dress code, grooming, and behavior.
· Discuss appropriate language, body language, and demeanor when interacting with guests.
2. Overview of the Menu
· Provide a comprehensive overview of the Ruby's menu, highlighting popular dishes and their cook times. Look over the lunch specials, Limited Time Only Menu, Beer menu, and drink menu.
· Explain the ingredients, cooking methods, and potential allergens in each dish.
· Share information about any vegetarian, vegan, or gluten-free options available.
3. Steps of Service
· Explain the standard steps of service that servers should follow when serving guests.
· Discuss the importance of greeting, taking orders, delivering food, checking for satisfaction, and handling the payment process.
· Have trainee follow you and observe only on Day 1.
4. Table Numbers and Dining Room Layout
· Have trainee use the “Ruby’s Table Numbers”(Handout 1) to learn the table numbers. 
5. Menu Testing and Final Assessment of Day 1
· Order an appetizer and a salad to eat after your training shift.
· Sit down and enjoy some delicious meals that they can later recommend to customers.
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                   				 Day 2: Enhancing Service Skills
1. Point-of-Sale (POS) System Training
· Go over the “Server Check In” procedure. 
· Have trainee practice identifying sections by taking the “Which Section is Yours?” (Handout 2).
2. Point-of-Sale (POS) System Training
· Provide a detailed explanation of Ruby's POS system.
· Show trainee how to enter orders, process payments, split bills, and other POS system tasks.
· During down time, practice entering orders using the “Practice Entering Orders” (Handout 3)
3. Table Setup and Preparation (Ruby’s does not have Bussers)
· Demonstrate how to set up and clean a table before and after guests arrive.
· Show trainees how to fold and set silverware, and ensure tables are clean and presentable.
4. Handling Special Requests and Dietary Restrictions
· Discuss common dietary restrictions and allergies, how to handle special requests and accommodate guests' needs.
· Emphasize the importance of communicating with the expo and kitchen, by using “Calls” to ask for additional items and to ensure accurate preparation of modified dishes.
5. Beverage Service
· Provide an overview of the bar's offerings, including cocktails, beer, wine, and non-alcoholic beverages. (After the shift, servers can taste some of the beers on draft)
· Inform servers on Utah’s alcohol service laws and what to look for when checking IDs (DOB, expiration date, & photo)
· taste different items, and familiarize themselves with the menu offerings.
6. Menu Testing and Final Assessment of Day 2
· Order an appetizer and a sandwich to eat after your training shift.
· Sit down and enjoy some delicious meals that they can later recommend to customers.
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                                                   Day 3: Service Excellence and Final Touches
2. Teamwork, Communication, and Tip Outs
· Emphasize the importance of teamwork and effective communication among the staff.
· Discuss ways to collaborate with colleagues to ensure a smooth and efficient dining experience.
· Provide guidelines on how to distribute tip-outs to bartenders.
3. Service Etiquette and Professionalism
· Review essential etiquette and professional standards for servers, including dress code, grooming, and behavior.
· Discuss appropriate language, body language, and demeanor when interacting with guests.
4. Upselling Techniques
· Teach servers effective upselling techniques to enhance the guest experience and increase sales.
· Provide examples of suggestive selling phrases and encourage trainees to practice using them.
5. Ensure Speed
· Provide feedback and address any knowledge gaps or areas for improvement.
· Have trainees practice entering orders using the “Practice Entering Orders II” (Handout 4). Time them and see how many orders they can enter in five minutes, or time each entry and have them do it again to beat their time. Make sure they are comfortable with the POS before they go on the floor in their next shift.
7. Handling Difficult Customers
· Share strategies for handling difficult or unhappy customers with professionalism and empathy.
· Role-play various scenarios to help trainees practice effective communication and problem-solving skills.
6. Menu Testing and Final Assessment of Day 3
· Order an appetizer and an entree to eat after your training shift.
· Sit down and enjoy some delicious meals that you can later recommend to customers.


[image: ]

                                                           Day 4: Enhancing Service Skills
1. Switching rolls
a. Trainee takes the lead on all tasks. Trainer follows closely behind to help only when necessary.
2. Scavenger Hunt 
a. Give trainees the “Scavenger Hunt” (Handout 5) and have them show you where each item is kept. Guide them to find items when necessary.
3. Handling Different Scenarios
a. Give trainees the “What Should You Do” (Handout 6) 
b. Discuss each scenario.  
4. Conclusion and Next Steps
a. Conduct a menu test to assess the trainees' knowledge of the menu items, ingredients, and allergens 
b. Summarize the key takeaways from the training program.
5. Menu Testing and Final Assessment
a. Ask trainee to dive deeper into the menu, highlighting the taste, ingredients, and preparation methods of various dishes and beverages.
b. Inform trainees about any additional steps or procedures they need to complete before starting their shifts.
c. Encourage trainees to ask questions 
d. Sit down and enjoy a pizza (make it yourself!) and a dessert that you can later recommend to customers.
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