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Definitions

Definition of Quality Service

Quiality service means serving the client in a manner that exceeds his/her expectations
and posted advertisements, then adding even more value until complete customer
satisfaction is achieved.

Definition of the Hospitality Customer’s Needs

1. Travel arrangements and accommodations

Travel professionals organize trips for leisure or business, plan itineraries, and reserve
flights, cruises or other means of transportation, such as buses and rental cars. They
arrange tours, excursions, entertainment, business meetings, and seminars, and book hotel
rooms, restaurants, and more.

2. Aclean, safe and secure place where to sleep and leave their personal items

Hospitality service providers must offer guest rooms or suites in clean, well-run hotels,
motels, inns, lodges, vacation villages or student campuses and pensions. The rooms must
be safe and secure, and the owners are expected to practice all sanitation rules.

3. The satisfaction of his hunger and thirst with confidence and delight

The customers need to find your restaurants, bars, snack bars and other establishments
filled with well-prepared, presented and served food and drinks, which must adhere to
good safety and sanitary habits.

4. Prompt, enthusiastic satisfaction of all other needs

Customers will appreciate a friendly welcome, good service, pleasant, relaxing
surroundings, and happy smiling faces. They would like to have all of their questions
answered and their requests met.

5. Skillful service rendered with appreciation and respect

The entire management and service staff are performing an honorable and well-paid job.
Therefore they must be proud for their knowledge of the profession and treat the paying
customer with polite due respect. The client will respond to this treatment and gladly
leave a sizeable tip.



12 Steps for Achieving Superior Quality of Service

1. Take care of the physical surroundings.

Ensure the establishment has identifiable and clean premises, pleasing decoration,
relaxing colors, comfortable furniture, proper lighting, and music when needed.
Ensure that all areas are clean and sanitized.

Ensure that there is a preventive maintenance program, and keep the building,
furniture, equipment and garden in perfect condition.

2. Make a favorable first impression.

Smiling, soft-spoken, knowledgeable and polite employees in appropriate attire
and with professional composure welcome the customer.

Guide the guest to into his guest room or the restaurant seat.

Make necessary initial adjustments for his comfort.

Each employee must execute his/her function professionally and effectively.

Every time one comes across a client, give a salute ranging in manner from formal,
such as addressing the customer by name, to simple, such as a nod of the head

3. Train new employees.

Create job descriptions for all positions.

Provide an orientation for new hires.

Pair new trainees with experienced, dependable employees.

Do not allow contact between new employees and the customers until they are
well-trained and prepared.

4. Develop the professionalism of management and staff.

Train and re-train management and staff. They must know the establishment, the
area, professional techniques and the company policies extremely well.

Create incentives and awards to recognize exceptional performance.

Test and supervise employees until they are confident in knowing their particular
functions.

Anticipate the questions and expectations of the client.

Combine a professional attitude with technical skills.

Experienced employees create a following and clients ask for them by name.

5. Establish flawless communication with the client and between departments.

Have all potentially needed information written and available by the phone and at
the front of the house. Post a declaimer for non-liability for customers’ untended
valuables



e Facilitate communication between reception and housekeeping, maintenance and
reception, dining room and Kitchen, etc.

6. Answer clients’ questions.

e The entire staff must be well-versed in hotel and restaurant terms and know the
answers to all possible clients” questions about the area, the establishment and the
range of services offered.

e The restaurant staff must know the menu well, including details such as
availability, recipes, main ingredients, preparation time, etc.

e |f an employee does not know the answer to a question, he must excuse himself
find out the answer and return with it in a timely manner, or ask the manager to
respond.

7. Accommodate all reasonable wishes of the customer in a professional manner.

e Employees must make every effort to accommodate the needs and wishes of the
customer relating to the scope of their job, and do it with a smile.

e Employees must do this even when the request sounds strange (for example, a
guest asking for coffee in unusual hours).

8. Encouraging team spirit
e Create work groups per department that will work together harmoniously. They
should be helping each other, replacing, supporting and, when necessary,
completing another member’s work for the benefit of the entire team.

9. Amenities and little give-away presents for the customer.

e Small value items for which the guest does not have to pay for are a very welcome
gift. Traditionally hotels, according to their assumed classification, provide the
guest with amenities in the guest room and bathroom (pen and writing paper,
postal cards, shampoo, hair conditioner, soap, shower cap, shoe polishing cloth
etc.). Some larger hotels place chocolate mints on the pillow when they turn the
beds for the night; others offer free coffee at departure, etc.

e Restaurants frequently offer free drinks (mostly to the customers who wait for a
table) and sometimes small appetizers, relishes, crudités, etc.

e You may want to offer a small glass of local juice upon welcoming a client.
Customers remember and appreciate free items, become free advertisers and often
return.

10. Offer incentives for the personnel.

e Several hotel and restaurant chains in Europe and the U.S. have established
incentive programs for their staff to reward quality of performance. The owners
who still use it prove that it works, and believe that they are worth the expense.
The award could be a dinner for two, tickets to a game or a show, recognition as



the best performer of the month, and, more rarely, monetary. This will count, of
course, during promotion time. Personally, | favor a system where once a month
all employees nominate co-workers who have given exceptional service, and the
one with the most votes wins the award.

11. Supervision

e When first starting to implement a quality program with the training of the
employees, the owner/manager/supervisor must continually observe and discreetly
correct the staff. As the service improves and the new system gains roots, he/she
can begin delegating parts of the supervision, while always maintaining the
position of ultimate authority.

12. Management Inspections

e The best way to evaluate the progress in quality service is by inspections, both at
regular intervals and by surprise. The manager must create an inspection sheet for
quality of performance, where on the left side will be the names of all employees
by department, and on the right columns with dates on the top, where he will
evaluate employee’s performance with ratings for quality, ranging from 1
(unacceptable), to 5 (superb). When filled without bias, this sheet will clearly
show progress from each inspection to the next. In addition to quality evaluation,
it will also be a tool for promotions and dismissals.



Product vs. Service

The product of the hospitality industry, in contrast to others (building, manufacturing,
food and even art), is service, a non-tangible good which rests totally on the personality
and skill of those providing it. Our employees must be well-trained and like to work with
all kinds of people. A hospitality service job is an old profession with a lot of history,
and is not to be confused with domestic servants. In situations when a guest gets out of
line and treats our employees like servants, the manager must interfere and set the
customer straight.

In our business we depend on the mood of those receiving our service. We must be
empathetic and even use psychology. Try to think like customers. Train employees to
consider that hotel guests usually arrive tired, and all they want is to get to their room,
freshen up, get comfortable, and take a shower. To achieve this, the check-in must be
brief and effective.

Restaurant clients arrive hungry and they expect to find a choice they like. Sometimes
foreign customers like to try new things and are usually easier to please; others are not
adventurous and expect to find their regular fare.

In both cases it is fair to expect our customers to be in a foul mood and must explain this
to our staff. That is the reason why we all must be friendly, patient and smiling with
everybody to put them in a more pleasant mental condition from the start.

Clients expect to find their room or meal perfectly to their liking. If the room is not
clean, secure and comfortable, at the appropriate temperature, and with everything
working and a safe place for their clothes and other things they carry with them, or if the
meal does not look and taste good, served at the right temperature and presented well,
they will be dissatisfied. Then only the most vocal ones may start complaining about this
and everything else. This is human nature.

The problem is that the majority of people rarely voices dissatisfaction during a hotel stay
or while eating at the restaurant. Smart managers ask the customers and also require the
staff to ask during the time of service and before the departure, “how everything was.”
Even then, when encouraged to give an opinion people are resistant to do so.

This most common human behavior trait leaves the operators in the dark. A more
effective way to ask a customer is in a more diplomatic manner, “what can | do to make
your experience in this establishment better”. Then a few more will answer and will be
more honest about it. In average only twenty percent, one in five, will fill out a survey.



The first impression

In addition to the training that managers must provide to employees, they need to provide
them with informational material. Here is a sample list of what is needed:

Front Desk and Telephone Operator
Every reception/check-in desk, must be equipped with the following items:

Book containing the following:
e Emergency phone numbers, fire department, police, ambulance, manager cell
phone
e All contact numbers for owners and manager
e Up-to-date employee contact phone numbers
e Maintenance contractor’s numbers, refrigeration, kitchen installations and
equipment

e Power, telephone, satellite or cable TV service, internet provider

e Plumber, Electrician, Carpenter

e Meeting support services, (projectors, microphones, flip charts, etc.)

e Instant single digit numbers for all departments, housekeeper communication
device

e Airport, train and bus stations, limousine, taxi

e Garbage removal

¢ All other outside services, Medical doctor, Dentist, Copy service, telegraph

e Purveyors’ numbers

Maps and Directions
To the establishment and to/from all points of interest
Signs

e Directional:

To rest rooms, meeting rooms, bar, restaurant, exits, etc.
e Liability:
“Our establishment will not be responsible for loss or damage of valuables left in
the guest rooms or unattended property.”

Posted mini scenarios

e Welcoming the client

(Goaod ....... Sir/Madam, welcome to......... how may | be of help to you?)
e Answering the phone
(Good ....... , thank you for calling....... This is....... , how may I help you?)



Training

When you train your employees use role playing and have rotate in the role of the
customer. Create scenarios and use a lot of “what if...” questions. You must always
repeat and follow up.



Restaurant Personnel Standards

Supervisory

The supervisor must know all aspects of his business and be able to replace any
employee.

General

Hygiene code:

Shower before work, not the night before.

Oral hygiene: Brush teeth as often as possible. Use mouthwash.

No candy or chewing gum is allowed during service.

Shave before work.

Comb hair properly. Never touch hair, face or body parts during service.
Avoid the use of cologne or other cosmetics with overpowering smell.
No visible tattoos

Dress code:

Have outfit or uniform perfectly clean and pressed

Wear comfortable shoes with clean socks. Use foot powder if needed.
Wear a cotton T-shirt under dress shirt.

No jewelry except a wedding band or engagement ring and small earrings.
Wear name tag at all times.

Mise en place:
o Before opening: Set up all the tables with clean, tablecloths, polished silverware,
glassware and china. Re-fill salt and pepper. Place the chairs.
e During service, crumb the tabletop and change the napperon before resetting the
table for the next guest. Do not seat guests if the table is not completely set.
e After service: Replace all cloths before setting up for the next meal.

Follow instructions:
e During service, workers must follow instructions without questioning the
supervisor’s judgment or motivation. Sometimes the manager has to interfere to

make a correction. This must be done discretely and calmly without offending the

employee in public and without upsetting the clients. Never argue in front of a
customer. Never make a scene.

Accept changes:
e The only certain thing in business, as in life, is that there will be changes.

Therefore, expect and accept changes as they come and fully comply with the new

philosophy, new ways, or new equipment. The supervisor’s role is very critical
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because even if they feel like it, they cannot show dissent; instead they must
enforce their application.

Clean after your own mess:

e Like in the kitchen, in the dining rooms also each one is responsible to clean after
their own mess. Housekeepers after service must secure away all carts, baskets,
cleaning equipment and material. This should become a basic rule in all operations
and should also apply to managers.

Discipline
e Be fair. When administering discipline do it in private. Be firm and fair. Never
vengeful. Treat all workers equally and with respect. Real respect gained by
proper behavior, acting professionally and fairly and cannot be forced on people.
Remember; only weak supervisors manage by fear.

11



Restaurant Service

Welcome the guest

Welcome all new guests that enter the restaurant. The employee nearest to the door at the
time of entry must welcome the guest and say that somebody will be right with him/her.
This should be everybody’s job.

Acknowledge the client

Before being seated, every guest should be acknowledged by all floor personnel passing
by, even when waiters are carrying trays at the time. Nothing upsets the customer more
than feeling ignored.

Table service

Welcome each guest at your station. Pull chairs for all guests. Bread and butter should be
placed on the table as soon as the drink order is taken, and replenished as soon as the
bread and butter are consumed. As beverages or water are consumed, refill and take
orders for additional beverages.

Menu presentation

Present the menu from the right of the paying customer, open at the page of the meal you
are going to serve.

Be knowledgeable

The captain or waiter taking the order should be able to describe every item on the menu.
He/she should know what it looks like, the recipe, the taste, and the method of
preparation. Know the history, statistics and geography of the establishment. He/she
also should know the basic eating customs of different cultures.

Move gracefully

The need for the servers not to be clumsy in a dining room is of such magnitude that in
exclusive restaurants like a three-Michelin star restaurant in New York, Monte Carlo and
Paris, the owner hires a choreographer to teach the waiters how to move with grace.

Be discreet

Do your chores swiftly, without interrupting and asking for permission, just smile. Do not

interrupt a discussion between guests to state your opinion. Answer only if asked by the
guest.

12



Use an unde- liner

For everything brought to the table except china, use an under-liner. A beverage tray for
glasses, a lined caddy for the condiments, a lined plate for silverware or a tray for the
coffee cups and saucers, etc.

Teamwork

Help your co-worker today and you will get help when you need it.

Anticipate and be discreet

During service servers should try to be almost invisible. Address the guest for specific
tasks only, such as when taking orders, serving food and beverage, and collecting the

check. Take care of maintenance procedures, re-fill glasses, replace ashtrays, replace
silverware and clear the soiled dishes while being as unobtrusive as possible.

13



Service Personnel Etiquette

DO's and DON'Ts
in the Restaurant

DO

Acknowledge the guest

Smile

Answer all customers questions
Pull chairs when customers seat
down or get up to leave

Give directions to the guests

Act dignified, be proud

Be polite and helpful

Place silverware on the table before
food is served

Ask for help when needed

Ask the guest to repeat the order in
case you have missed something
Look healthy and well groomed
Perform your duties gracefully

Place yourself in such a way that you
can observe your tables

Prevent complaints

Anticipate customer's needs

Offer suggestions when asked

Treat bad tippers with same courtesy
generous customers

Carry on you: matches, pen, crumber
and wine opener, at all times

Take food back immediately if guest

did not like it

Treat customers as you would like to
you be treated

Ask customers to come back

K Samhne

DON'T

Address guests but as Sir or Madam
Be moody

Comb your hair or touch your face
Lean on walls or posts

Talk loudly

Put hands in your pockets

Sneeze or cough

Comment about the customers
Leave your tables from your sight
Argue with the guest

Go in any direction with empty hands
Leave your station unattended, even
in an emergency without telling the
supervisor

Congregate in groups more than
two at the time

Show visible effort or stress yourself

when performing your duties

Let customers look around for some-

body or something and not check

Complaint about your job or the as
establishment to the guests

Never ask who gets what, when you

approach the table with food

Serve coffee without sugar, teaspoon

and cream already on the table

Present to the guest a plate of food

would not eat yourself

Be flirtatious

14



Management

What is your style? You will be the one to set goals among others for the quality
customer service program. You also must follow through and implement it.

Management and Styles
1. Compromise
2. Avoidance
3. Accommodation
4. Competition
5. Mutual problem solving

Leadership Styles
1. Autocratic  (could only be used for new employees).
2. Bureaucratic (managing by the book does not make you popular).
3. Democratic  (for this style you must have set limits).

4. Laissez faire (it only could be used with very experienced trusted employees).

Motivation through Leadership
1. Get to know your employees.
2. Motivational strategies must be developed to fit the supervisor’s style.
3. Whatever your style is, you must lead by example.

Meetings

Before the Meeting
Prepare your agenda, prioritize the subjects of interest to be discussed, and notify the
participants of the points to be prepared for.

During the Meeting
¢ Arrange for someone to handle your phones.
Prevent interruptions by other people, unless it is an emergency.
Have your desk neat and free of distractions.
Keep focused; don’t keep looking at your watch or through papers.
Maintain eye contact and stick to your agenda. Defer other subjects to the next
meeting.
e Do not lose control.
e Avoid taking notes (unless you personally must keep minutes of the meeting).

Six Steps you should Follow to Keep the Discussion Organized and Under Control:
1. Setthe tone
2. Get the feelings
3. Get the facts
4. Ask for help

15



5. Get a commitment
6. Follow up

After the Meeting

Send the minutes to all members of the team

Building a Team

The manager should encourage the creation of teams. He is the de facto leader of the first
one which will be the group he assembles for his staff meeting. It is a good idea to help
his department heads develop their own teams.

There are Three Types of Teams.

Formal work groups are the kind that works for the improvement of methods used and
come up with solutions. They meet at set intervals and when properly geared and
motivated by the management could become invaluable because of the exchange of
information and the communication between groups and members within each team.

Informal Work Groups are created when teams intermingle. Employees with team spirit
can be very productive. They tend to shun the employees without team spirit.

The third type is Leisure Groups with common interests in sports, religion and leisure.
Large and medium size establishments have their own football, basketball, barbecue or
even church goers team. Usually teams are great to have, except when they decide to
strike, riot or revolt. They should be carefully monitored.

Stages of team development
1. Membership
2. Individual influence
3. Share feelings
4. Respect for individual differences
5. Productive team work

The team leader must be moral builder, motivator, and controller:
Managing effective meetings

Pass information onto employees in the departments
Explain the new policy (departmental or companywide)
Obtain team members’ input

Conciliate

Compromise

Set standards

Brainstorming

Role playing

©CoNoA~WNE
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Managing Change

The only unchangeable thing is that there will always be change, and the manager must
be able to handle it himself before enforcing it upon others.

Change could be due to external forces, such as new laws, taxes, regulations, and changes
in government, or internal forces, such as change of management, technological,
organizational structure, etc.

The manager/supervisor’s role will be overcoming resistance to change. In order to do
s0, he/she must analyze change from the employees’ view, establish trust, and involve
employees. Then he/she must assess the employees’ response to change, evaluate the

change, and implant the implementation of change.

Managing Conflict

Conflict can be as simple as a difference of opinion, or as complex as a lengthy battle
over matters of significant importance. It could be the result of a clash of personalities,
or it could occur when two people hold opposing views about a situation and how to
handle it. However, when properly managed, some types of conflict can be constructive.

Sources of Conflict:

e Limited resources
Different goals
Work relationships
Individual differences
Organizational problems
Communication problems

Conflict could be between
e Supervisor/Employee
e Supervisor/Client
e Client/Employee
e Client/Client

17



Quality Control Systems

Suggested Tools for Measuring the Quality of Service

Large hotel and restaurant chains hire specialized companies to perform these
measurements, in addition to internal check-ins. They use different but similar systems
including TQM, (Total Quality Management), QOS, (Quality of Service), SERVQUAL
and SERVPERF for fast food and pest control, HQSC (Hospitality-Quality-Service-
Cleanliness), SASQ, (Systems Approach to Service Quality), etc.

The way these systems work is mostly through surveying customers, either by collecting
and analyzing survey cards at the property, or by answering a questionnaire by phone,
mail or Internet. (See website at the bottom of this page). Other ways used include
inspection by experts and by secret shoppers.

The majority of hotels and restaurants use an in-house system. However, this system is
easy to corrupt and is not very accurate. Nevertheless, it is the most economical choice.
The only way it could become safer is if the establishment uses a safe metal letterbox that
has a security lock, and only the owner can open it.

Action for Hospitality Leaders

Total Quality Management training (TQM) succeeds when the entire team is consciously
and continuously applying all the principles of quality.
1. Each manager must know his role in-depth and perform his duties perfectly,
leading his subordinates by example.
2. Orientation of new employees and training of new and existing staff must be
ongoing.
3. Demand the highest level of work performance each worker is able to achieve.
4. Perform in-house quality inspections at regular intervals, as well as surprise
checks.

For Correcting Service Problems, Managers should

Assess and define problems;

Communicate issues to employees and ask for their feedback;
Determine solutions;

Re-train employees;

Apply improved processes; and

Evaluate results and provide rewards.

oo wdE

For the purpose of checking quality and obtaining measurable results, the best way for
small- and medium-sized establishments is to use a numeric system for their survey form.

18



Sample of Measureable Levels of Quality of Service:

Poor Unacceptable 1
Mediocre Bellow average 2
Average Acceptable 3
Above average Exceeds expectations 4
Superior Always exceeds expectations 5

In the following pages, the readers will find samples of surveys for a restaurant and a
resort hotel.



Restaurant Sample Survey:

As our customer, your opinions are valuable to us. Please take a few minutes and
answer the following questions. Thank you.

—

How often do you dine with us?

Daily

Weekly

Monthly

Once in three months
First time

Other ‘

—

The Server

oooonn

Yes No N/A
Was the server attentive [ 0 e

and available when you
needed him/her?

Was your server [ [ [
knowledgeable and able

to answer your

guestions about the food

and beverages?

—

The Food
Excellent Good Average  Below Poor
average
How would you rate the [3 i i : C
taste of your meal?

20



The temperature of the [
food

Please rate your visiton [
value for the money.

—

Comments

|

Email Address (Optional)

—

KN
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Hotel Sample Survey

Please take a moment to rate our services. Thank you for giving us the opportunity to serve you.

Menu Variety

Value for price paid

Promptness of service

Quality of service

Quality of food

Quality of beverage

Overall, how would you rate our staff's hospitality? (Friendliness,

courtesy, responsiveness)

Overall, how would you rate our resort's public areas?

Overall, how would you rate the value for the price paid?

Overall, how would you rate the resort's ability to provide a relaxing

atmosphere?

Please rate the following:

Decor

Cleanliness

C

e

C

e

C

e

average
C E
£
C E
£
C E
£
EC O

e

Excellent Good Average Below Poor N/A

22



Condition of rooms E E E E::

Housekeeping services e B e
Heating/cooling within the room e e B e
Comments

g

<

Email Address (Optional)

The following site advertizes a free trial creating your own survey.
http://www.questionpro.com/akira/showArticle.do?section=1

On the next page, there is a hotel guest room inspection sheet sample.

»

C
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PYRAMISA HOTELS AND CRUISES

Prepared by Konstantin Sembos 18/2/2006

ROOM INSPECTION / DATE

ROOM #

ROOM # ROOM # ROOM #|

Possible

Entrance

1 |Entrance door is clean inside and out.

2 [Door frame is clean, door shield

3 |Door number, door stopper in place and viewer works

4 IDo Not Disturb, Clean room Signs & Breakfast order in place

5 |Emergency Exit Plan

6 |Price List

g |Safety Hardware is in place (lock, chain and deadbolt work)

W W W W W W e

Guest Bedroom

8 |The room smells fresh

9 IDrapes colored and sheer without tears, stains or holes

10 |Darkening drapes are properly hung. Darken the room fully.

11 |Windows are clean

12 |Wall, table lamps, bulbs and shades are clean, lights work

13 JA/C system operates without noise. The covers are clean

14 | The floor is clean. Balcony, bedroom, bathroom

15 |The furniture is clean (all surfaces)

16 |Walls/wall base trim/ceilings/connecting door clean

17 [Pictures are clean & hung evenly

18 |Bedroom mirror without streaks, clean & in good condition.

19 |Bedroom Furniture is clean & in good condition.

20 |Beds are made properly

21 |Bed spread & blanket are clean w/o tears holes or stains

22 |Ai| Pillows & pillow cases clean & in good condition

23 [Matlresses in good condition and are rotated regularly

24 [No dust under the bed

25 |Telephone is sanitized & working, directory is clean

26 |Ashtrays (or non smoking signs), are in place and clean

27 [Marketing material and TV Channel guide clean

28 |TV works fine. Channels offered match the TV guide.

29 |The Mini Bar is clean and working

30 [Closet is clean inside-out. 8 hangers

31 |Balcony, or windowsill, patio furniture are clean

32 |Bedroom waste basket is clean

33 |Smoke alarm without dust, it works

34 |Guest amenities in place

W [ [ [ | W [ | | | [ | [ [ [ [ [ | | [ [ | [l e | [

Bathroom

35 [The bathroom door is clean and the lock is working

36 |Bathroom floor is clean

37 |Bathroom fan iworks without noise

38 |Shower curtain is clean and free of stains & soap scum

39 [Vanity area is clean, amenities in place

40 |Sink has no cracks, stains or leaks, hair dryer works

41 JFaucet marked, operates well, no scum, no leaks

42 |[Commode and cover are clean and operate well. Sani-strip

43 |The towels are clean. Hung properly

44 |Floor mat is in place. Extra Bathroom tissue

45 [Shower tub. Bathtub and walls are clean, no soap scum

46 |Bathroom mirror clean without streaks or damage

47 |Water glasses are cleaned properly, placed correctly

48 |Hair dryer and its outlets work

49 |Bathroom waste basket is clean

50 [There are no insects, (pests), anywhere, dead or alive

TOTAL SCORE

N 0 | [0 0 | & |6 | | [0 | [ C |0 | 0 | B | G2

-
=]

Name of Houseman

Inspection by:
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CHAPTER 1: Personal Cleanliness and Health

Many food borne illnesses are traced to the employees who handle foods. Food service
employees should not cough or sneeze into their hands, smoke cigarettes, scratch their
heads, touch their faces, or otherwise practice habits that will contaminate their hands and
the food they work with (see Exhibit 3).

All food service employees should have regular physical examinations by a medical
doctor. Many local laws require blood tests, chest X-rays, and examinations when a food
service worker is hired, and on a regular basis thereafter.

Food service employees who are sick should not report to work. An employee with a
cold, cough, open sore, or boil could easily contaminate food. An employee who has been
exposed to an infectious disease should consult a doctor before returning to work.

Example Personal Cleanliness Guidelines for Food Service Employees

1. Bathe daily and use deodorant and antiperspirant.

Shampoo your hair as often as necessary to keep it healthy and clean. Wear it in a

simple, easy-to-manage style.

Wear clean clothes or uniforms. ;

Keep your fingernails clean, well-trimmed, and free of nail polish.

Do not wear excessive makeup and perfume.

Do not wear jewelry other than unadorned wedding bands. This guideline is

primarily for sanitary reasons, but it also helps protect both you and your jewelry.

7. Wear clean, low-heeled, properly fitting shoes with non-skid soles. The heel and
toe should be completely enclosed for sanitation and safety reasons. Do not wear
tennis shoes, slippers, or sandals.

8. Always wash your hands with soap and warm water before beginning work and
before beginning a new food-handling operation. Your hands should also be
washed before returning from the rest room, after touching your face or hair, and
after handling soiled articles, including money.

no

SIS AN

9. Wash hands in handwashing basins, not preparation or dishwashing sinks.
10. Use disposable towels to dry your hands, not dish towels, aprons, or your clothes
or uniform.

11. Employees should wear hair restraints; they should not use hairspray as a
substitute. Avoid hairpins and barrettes because they can slip out.

12. Do not comb your hair, use hair spray, file your nails, or apply makeup in food
service areas.

13. Do not smoke or chew gum in any food production areas.

14. Do not cough or sneeze near food. It is unsanitary to carry used handkerchiefs in
your pocket. If needed, disposable tissues should be used and then discarded.
Employee eating habits have an impact on sanitation.



Establish and enforce rules about where and when employees can eat. Designate specific
areas for employee use, and permit eating only in those areas. Employees should be
required to wash their hands after they finish eating.

Cleanliness

Hotels, restaurants, bars and hospitals have a lot to gain and more to loose based on the
degree of their cleanliness. An establishment with a well-deserved reputation of
cleanliness will attract customers who will take any opportunity to recommend it to
others. One of the most important considerations a customer will take into account when
choosing a hotel or restaurant is cleanliness.

It is extremely important to develop a program for the sanitation of your property and
systematically maintain a proper public image. Start by making a list of the items that
must be cleaned. Next, choose the frequency for cleaning each item on the list. Here is an
example list for a dinning room:

Salt and Pepper Shakers:

Every week, these should be emptied and washed as an evening closing duty, preferably
on separate nights. Turn them upside down to dry them overnight so that an opening
server may fill them at the beginning of the following shift. Salt and pepper shakers
should be filled and wiped off daily, making sure the caps are tight. If they are done daily
they don’t need rice.

Sugar Bowls:

Sugar bowls should be emptied and washed once a week, and filled daily with fresh
sugar.

Coffee Cups:

Since these become stained from tea and coffee, they may need to be soaked in special
stain removing chemicals available from the detergent suppliers. If you cannot afford the
right chemical, you can use a light vinegar solution. Bleach should not be used to remove
the stains; it can scratch the enamel coating of the china, and eventually make the stains
permanent.

Coffeepots:

The pots used for serving coffee should be polished and clean at all times. Coffee oil
residue on the inside may be removed either with special coffee stain remover, a mix of
citric acid powder and hot water, or a vinegar solution. The brewing pots can be washed
with soap and water, ice cubes and salt, or soaked with the stain remover. Proper rinsing
is crucial to this process.



Coffee machine:

Clean daily. Wash moving parts and soak overnight. Take apart and deep clean once
every week.

Counters:
Clean several times a day. Sanitize at closing.
Table bases:

Table bases should be checked. Any bases that are dirty or in need of paint can negatively
affect the dining experience.

Floors:
Daily, after closing. Clean with soap and water. Use a bleach solution weekly.
Menus and promotional materials:

These should be checked for cleanliness and wear. They should be wiped clean or
replaced as needed.

Windows, doors, pictures and mirrors:

All glass surfaces should be polished thoroughly before service. (You can use old
newspapers to do this).

Doorknobs:

Germs collect on doorknobs and can be transferred to staff and guests. They should
frequently be wiped clean.

Restrooms:

A male and female employee should be assigned to check the restrooms on an hourly
basis for cleanliness and the need for supplies.



General Guidelines for Manually Cleaning Small Wares

1.

o

Remove large quantities of soiled food from dishware with a spatula, brush or
other utensil before washing. Inspect dishware during washing and discard
cracked, chipped, or unusable items. Often, a presoaking process is required to
properly wash heavily soiled dishware.

Wash dishware in a sink with at least three or four compartments. If a three-
compartment sink is used, procedures will involve washing, rinsing, and
sanitizing. If a four-compartment sink is used, the normal process will involve
prewashing, washing, rinsing, and sanitizing. Always follow local and other
health codes.

Use the proper type and quantity of dishwashing soap, based on information from
the soap's manufacturer or supplier. Provide employees with the proper measuring
equipment.

Use plastic brushes with firm bristles to wash dishware. Don't use dishcloths, dish
mops, or soft sponges—they are very difficult to keep clean. Don't use metal
cleaning brushes because they can leave metal slivers in or on items being
washed. Wash glasses with a glassware brush.

The normal order of washing is as follows: glassware, flatware, dishes, trays, and
pots and pans.

Frequently drain wash water and refill with clean, fresh, hot water.

After they are washed, glasses, cups and bowls should be placed upside down in
rinse racks. They should be placed loosely in the racks so that rinse water will
reach all surfaces. For the same reason, dishes, trays, and pots and pans should not
be crowded on the rinsing racks.

Place flatware in rinse baskets with handles up.

Remove all detergent from dishes before placing them in the rinse sink.

. Fill rinsing sink with clean water at approximately 180°F (82°C) if sanitizing with

hot water. If sanitizing with chemicals, it's possible to sanitize with water at a
much lower temperature. (Different chemicals may call for different
temperatures—always check the manufacturer's instructions.)

Change rinse water frequently.

There are two ways to properly sanitize dishware washed manually:

» Hot water. Water must be at least 180°F (82°C) to sanitize dishware. To raise water to
that temperature you need a booster heater or an electrical heating element that can be
immersed directly in the water. Since employees cannot remove items from 180-degree
water with their hands, they must use tongs or other devices.

» Chemicals. It is frequently more practical to use a chemical sanitizing agent to
sanitize dishes. If chemicals are used, the water does not need to be excessively hot. Use
proper chemical sanitizing agents in the correct amount. Determine the quantities to use,
and provide appropriate training and measuring utensils to employees.



CHAPTER 2: Sanitary Food Handling

Proper food handling is more a matter of developing a proper attitude than memorizing
an extensive list of dos and don'ts. If you and your employees understand the need to be
careful with food and know basic sanitation principles, many of the specific rules become
a matter of common sense. The first step in proper food handling is simply making it
clear to everyone that sanitation is a priority when purchasing, receiving, storing,
preparing, and serving foods.

Purchasing

Restaurant personnel should only purchase food that is wholesome and suitable to eat.
Food should be obtained from commercial sources that comply with all applicable local,
regional, and national sanitation laws.

Generally, meat and poultry products shipped from other countries or shipped within
Haiti should be inspected by agents from the Department of Agriculture to make sure
these products are suitable for human consumption. Inspection is done at the processing
plants in the USA to make sure that (1) meat and poultry products have the proper
quality, (2) the plant is clean, and (3) proper procedures are used by the plant's
employees.

Purchasers should be aware of the difference between “inspection” and “grading.”
“Inspection” refers to an official examination of food to determine whether or not it is
wholesome. “Grading” refers to the process of analyzing foods relative to specific,
defined standards in order to assess its quality. Inspection is often required by law, but
grading is optional. Many purchasers prefer to buy graded products because they know
those products have met specific quality standards— that is one reason producers are
willing to pay to have their fruits, vegetables, cheese, and other products graded.
Purchasers should be aware, however, that products are graded at the processing plants;
improper handling by delivery or restaurant personnel can adversely affect quality.

Receiving

All incoming foods should be checked to make sure they meet quality standards stated in
the operation's purchase specifications. Employees who receive American meats and
poultry for the operation should look for the USDA "Inspected and Passed" labels. The
following are examples of sanitation guidelines for receiving:

» Look at the condition of the delivery vehicle. Does the interior look dean? Is it an
open-bed truck or an enclosed truck? The chance that products may be contaminated is
greater with an open-bed truck



» Carefully inspect every case that appears damaged; there is a possibility that the food
within may be contaminated.

» Check all deliveries for evidence of insect or rodent contamination.

» Check incoming products for unusual or foul odors. Such odors generally mean a
problem exists.

» Don't accept frozen foods that feel partially or completely thawed, or appear to be
spoiled.

Storing

Food should be stored as soon as possible after receiving. Keep stored foods covered.
Uncovered food may dry out or absorb odors. It is also possible for debris or other
objects to fall into uncovered food from storage shelves above. Store frozen foods in their
original containers because these containers are usually moisture- and vapor-proof. Store
staples such as flour, cornmeal, and rice in rust-proof and corrosion-resistant containers
with tight-fitting lids. Do not use metal containers; they are hard to clean, sanitize, and
maintain.

Keep stored food away from walls and dripping pipes. Place food on slotted shelves that

are at least two inches away from the wall and six inches off the floor.

Recommended Refrigerated Storage Practices

All cooked food or other products removed from original container must be enclosed in
clean, sanitized, covered containers and identified.

Do not store packaged food in contact with water or undrained ice.

Check refrigerator thermometers regularly. Recommended temperatures are as follows:

Produce 45° F. (7° C.) or below
Dairy and Meat 40° F. (4° C.) or below
Seafood 30° F. (-1° C.) or below

Store large pieces of meat and all foods to permit free circulation of cool air on all
surfaces.

Do not store food directly on floor or base.
Schedule cleaning of equipment and refrigerated storage rooms at regular intervals.
Date all merchandise upon receipt and rotate inventory on a "first-in-first out™ basis.

Check fruits and vegetables daily for spoilage.



Store dairy products separately from strongly-odored foods.

Store fish apart from other food products.

Establish a preventive maintenance program for equipment.

DOUBLE CHECK THESE PRACTICES
Facilitate air circulation and floor cleaning.

Don't line shelves with paper or other materials because this will block airflow.
All shelves must be clean.

Food that cannot be stored on shelves because of size or bulk should be stored on
easily-movable dollies or skids, not on the floor. Even if it is in containers, food
should never be stored on the floor because these containers may be placed on
kitchen counters to be opened and emptied; this would allow soil on the bottom of
the containers to contaminate the counter.

Recommended temperatures in refrigerated storage areas vary with the type of
food being stored. Freezer temperatures should be 0°F (-18°C) or below. Food
products not requiring refrigeration or freezing should be stored in clean, cool,
and moisture-free areas that are well-ventilated and free from rodents and insects.
Temperatures for dry food products should be between 50°F (10°C) and 70°F (21
°C); relative humidity should range from 50% to 60%.

Issue food to preparation or service areas on a first-in, first-out (FIFO) basis. In
other words, products that are in storage the longest should be used first. Before
storing a product, mark the date it was received on the package or container it
came in. This will help with stock rotation.

Products that seem spoiled or unusable should be thrown away, but be sure that
employees notify you first!

Inspect storage areas often. Do not keep poisons, toxic substances, or cleaning
materials in food storage areas.

Preparing

1.

Basic sanitation procedures should always be followed when working with and
around food.

Keeping hands clean during food preparation is a must. The use of disposable
gloves is often practical.



10.

11.

Be sure to clean food preparation tools and other equipment properly. Sanitize
contact surfaces between every food-processing task.

Wash the tops of cans before opening them. Do not use cans that have swelling at
the tops or bottoms, or those with dents along the side seams. Swelling could
mean that germs have contaminated the product; dents along the side seam may
indicate the can's seal is broken. If canned products have unusual or unfamiliar
odors, or if the contents seem foamy or milky, don't use them.

Wash all raw fruits and vegetables thoroughly before preparation or serving. Be
especially careful when handling and preparing meat, eggs, fish, shellfish, and
other foods high in protein. Do not use meats that smell strange or have slimy sur-
faces. Generally, any type of food that appears moldy, cloudy, or that has a
strange smell should be discarded. Do not taste foods, since this test proves
nothing and can make you ill.

Never leave food out overnight to thaw. Potentially hazardous foods should be
thawed in one of the following ways:

e In refrigerated units

e Under running water at a temperature of 70°F (21 °C) or below

e Ina microwave oven if the product will be immediately transferred to other
cooking equipment as part of the cooking process—for example, when
steaks are charbroiled from their frozen state.

Do not refreeze thawed products. Freezing, thawing, and refreezing can create
sanitation problems and destroy food quality.

Prepare perishable foods as close to serving time as possible. To kill any germs
that may be present, all foods should normally be heated to at least 140°F (60°C)
in the center of the food mass.

Some foods require a higher temperature before serving. The center of poultry,
poultry stuffings, stuffed meats, and stuffings containing meat should be heated to
165°F (74°C), pork to 150°F (66°C).

On the other hand, rare roast beef and rare beef-steak need to be heated only to
130°F (54°C). Meat and poultry temperatures should be checked with a cooking
thermometer.

Keep cold foods refrigerated until serving begins (or during service, in the case of

a cafeteria or buffet operation). Many kitchens have refrigerators where prepared
foods can be kept until service.
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12. A common problem in many food service operations involves holding hot foods
that are prepared in advance of service. Casseroles, stews, gravies, and other
products high in protein are often kept in a hot water bath at lukewarm tempera-
tures for long periods of time. If germs get into these products, conditions are
ideal for food poisoning or infection. Protein foods must be kept above 140°F
(60*C), or below 45°F (7°C) or they should not be kept at all.
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Official Inspection Stamps for Imported American Beef, Poultry, Eggs,
Cheese, Dry Milk, Fruits and Vegetables:

NRY

Dairy and Egg Products

fus Dl

fﬂ;é‘ '-“"I * The top quality for bumer and cheddar
|y sun o emoinn:  cheese.

@
|

* USDA mspecnon samp for meat whoiesomeness.
a mandatory requirement. Meat may carry 2 State
MSpRCTION SIAMp a5 2n alternate

The foliowing quaisv grades are not requirements.

e i USDA[ |

J.’E“"un":“m\: * May appear on conage cheese and EUHSE"DC% * The widest grade for beei, veal. and lamb

| ot | cheese. \MJ
ﬁm? gggé * The third grade for beef, veal, and lamb.

auumw.nt\ * Used on mstant non-fat dry milk.

w Among grades for pork are U.S. Neo. 1. 2. and 3

* Yield grades measure the percentage of lean meat
3 carcass contans. Yield Grade | denoctes the hughest

* Top quakty for iresh eggs. aiso known
as fresh fancy.
yield. and Yield Grade 5 the lowest

* Second highest grade for shell eggs

= The hughest grade for chicken. turkeys. ducks,
and geese.

“ruits and Vegetabies

U. 5. GRADE
m] .mw@mfamm

irce: Sanitation Operations Manual (Chicago: National Restaurant Association, 1979), pp. AG-AS9.

Symbols, a Voluntary Program)
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Sanitation Procedures

Employee Activity to Avoid

1. Don’t leave inventory on the
loading dock.

2. Don’t store food on the floor.

3. Don’t store food against the
wall.

4. Don’t leave leftover food out

5. Don’t hold food in
temperatures between
45-140°F.

6. Don’t refreeze food.

7.Don’t cook food incompletely

8. Don’t taste suspicious-looking
food.

9. Don’t serve unwashed fruits
or vegetables or open cans with
unwashed tops.

10. Don’t leave food particles on
equipment glasses, flatware, or
dishware.

11. Don’t use cracked or chipped
glasses or dishware.

12. Never handle glasses by the
rim, utensils by the eating
portion, or tops of plates.

13. Never place soiled dishes on
the same tray with food that is to
be served.

14. Don’t allow food to stand on
the service counter.

15. Never sit on counters or
tables; don’t lean on tables.

16. Don’t have hair loose.
17. Keep your hands away from
your face and hair and out of

your pockets; do not

18. Never chew gum or anything
of a similar nature.

Reason for Avoidance

Spoilage of perishable goods
through bacterial growth.

Food is easily contaminated by
dirt on floor. Prevents air
circulation.

To avoid contamination

To avoid contamination.

To avoid contamination.
Quality decreases, bacteria
count increases

To avoid contamination.

Preservation of employee's
health.

To avoid contamination.

To avoid contamination.

Bacteria can grow in the cracks.

Transfer of bacteria from hands
to dishware.

Possible contamination.

Cooling food increases chances
of bacterial growth.

Contaminants on clothing are
transferred to tables.

Hair falls in food and causes
contamination. It is also not
appetizing.

Possible contamination.

It can spread infection.

Suggestion

Count inventory immediately
and store in proper area,
refrigerators, freezers, and dry
storage.

Food should be two inches away
from the wall to ensure
circulation.

Refrigerate food as soon as
possible.

Use completely or store after
product is cooked.

Heat food without Interruption.
If it looks suspicious, throw it
out.

Clean all equipment after use
and inspect glasses, flatware, and
dishware before service.

Touch dishes only by the edge,
cups by handles, glasses near the
base, and utensils by the handles.
Use buspersons or dear the table
with a separate tray.

Serve it at once.

Wear hairnets or hats.
If you must do any of these

things, wash hands thoroughly
afterward.
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19. Never carry the check or
pencil in your mouth. Don’t put
a pencil in your hair.

20. Avoid sneezing, yawning, or
coughing.

21. Do not spit
22. Don’t eat or nibble on the job
23. Never smoke on duty.

24. Never use your apron as a
towel.

25. Never work with dirty hands
26. Never handle dean dishes if
hands have not been cleaned
after touching soiled

dishes.

27. Never touch or pick food
with hands.

28. Don’t report to work in
soiled clothes.

29. Avoid excessive jewelry.

30. Don't arrive at work needing
a bath.

31. Never use the same knife and
cutting board for meats and
vegetables without washing.

32. Don’t report to work if sick.

33. Don’t work with exposed
wounds.

34. Don't report to work if your
health card has expired.

35. Never wash hands in sinks
used to prepare food.

36. Never taste food with your
finger.

37. Never re-serve food.

38. Never serve pork rare.

39. Never leave racks of glasses
bowl-side

40. Never store food in an open
container.

Spreads infection.

Spreads infection.

Disease can spread

Never eat from bus trays or
soiled dishes

The nicotine virus can be
transferred as well as disease
Clean hands are contaminated on
a dirty apron.

Possible contamination.

Possible contamination.
from soiled dishes.

Spread of infection from the
skin.

Soil can harbor infection.

Food particles can collect and
cause contamination.

To avoid bacterial
contamination.

Salmonella and other very small
organisms can spread.

Increases the chances of
spreading the illness.

Increases risk of wound infection
and of spreading it

Prevents the spread of
communicable disease,
tuberculosis, and venereal
disease.

Contamination of food.

Contamination of food by saliva.
Handling of the food by guests
can spread disease.

To prevent trichinosis.

Airborne illness can collect up.

Airborne particles can
contaminate foods.

Check should be carried in your
hand; pencil in your pocket

If unavoidable, be sure to turn
away from food or guests and
cover your mouth

Eat at designated break times
and wash hands thoroughly
when finished.

Smoke in designated areas
during breaks: wash hands
thoroughly afterward.

Use disposable towels.

Wash hands using warm, soapy
water. Lather well and rinse with
clear water. Dry hands with
disposable towels.

Wash hands thoroughly between
these two stages.

This is for all personnel—
dishwashers, servers, and
buspersons.

Use the proper serving tool or
gloves.

Always wear a dean uniform and
apron.

Wear a minimum of jewelry,
(wedding band).

Bathe and use deodorant daily.

Use a different knife and board,
or wash board and use a
sanitizer.

Call in so a replacement can be
located.

Always keep wounds covered
with the proper type of bandage.

Keep track of the expiration date
and renew it immediately.

Use designated hand washing
sink.

Use a tasting spoon and only
once.

Throw food away; avoid giving
an excess of rolls, etc., when
serving.

Cook pork until done to kill
trichina organisms.

Store glassware inverted

Always store food in sealed
containers.
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41. Don't leave prepped food
out.

42. Never dry Silverware,
glasses, utensils, or cooking
equipment with a towel.

43. Don’t store garbage with
food.

Airborne illness can collect up.
Airborne particles can
contaminate foods.

Increases chances of infection

Possible bacterial contamination

Prepare just prior to cooking or
serving.

Let air dry or dry in dishwashing
machine's cycle.

Have the proper place for each.

Source: Adapted from material
originally developed by Jeanne
Picard, School of Hotel,
Restaurant and Tourism
Administration, University of
New Orleans, 1980.
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CHAPTER 3: FOOD SAFETY

Causes of Unsafe Food:

a. Chemical Poisoning

Cleaning agents, pesticides, and other toxic substances must be kept away from food.
Fruits and vegetables should be washed thoroughly before use. Canned food must be
removed from opened cans and stored in other containers. Do not use rusted pots, pans or
cooking utensils.

b. Germs

Germs are too small to see without a microscope. Not all of them are harmful; some are
beneficial and useful. We need them to make bread, cheese, wine and sauerkraut. Some
are used to manufacture medications, and some are necessary in our body to help with
digestion. However some germs are harmful and dangerous. These include bacteria,
viruses, molds and parasites. The most dangerous germs are the ones which prefer the
foods we like: meat, poultry, fish, eggs, and baked foods with creme fillings. They need
moisture and favorable temperatures between 45° F (7° C) and 140° F (60° C) in order to
multiply rapidly and provoke food borne illnesses.

c. Allergies

Some people have allergies that could be fatal. The most known are tree nuts and
shellfish.

Food Borne llInesses

There are two basic types of food borne illnesses:

1. Food poisoning: llIness caused by germ-produced poisons
2. Food infections: illness caused by germs in the food.

Types of Food Poisoning

Staphylococcus poisoning:  Eating food infected by careless food handlers
with germs from cuts, sneezing or coughing around food.
Found in cream and custard dishes, meat, poultry, ham,
meat salads.

Botulism: Eating food containing poison from bacteria in canned
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Salmonella (Sam) poisoning:

Clostridium perfringens:

Strep:

Trichinosis:

Tuberculosis:

Food Infections

Salmonellosis:

Clostridium perfringens:

food not properly prepared. (Meat, fish, corn and beans),

Eating improperly cooked food containing this organism.
Caused by contact with fecal material (mostly from
rodents). In meats, poultry, eggs, baked goods with cream
filling.

Eating food contaminated by food handlers or insects.
Found in meats, poultry, soups, gravy and sauces made
with meat or poultry.

Eating foods contaminated by coughing, sneezing, dust,
dirt from clothing or contaminated air in the facility.

Eating contaminated pork meat or products.

Eating food handled by carriers of the disease.
Transmitted in milk or milk products.

The most common form of food infection. Sam germs live
In the intestinal track of people, hogs and chickens. Foods
especially susceptible are ground beef, pork, poultry, fish,
eggs, egg products and cream fillings. Occurs within

12 — 48 hours. Symptoms include, abdominal pain,
diarrhea, fever, vomiting and chills.

Germ found everywhere: in the soil, in dust, and in the
intestinal tracks of people and animals. Infects soups
gravies and stews kept lukewarm in deep containers for
long time. Occurs within 8 — 12 hours. Symptoms:
abdominal pain and diarrhea.
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CHAPTER 4: Hospitality / Food Service Accidents

Let's look at the most common types of food service accidents and ways to protect
employees and others:

Burns

Many accidents in food service operations result in burns. The following are among
actions that can be taken to prevent burns:

. Follow recommended procedures when using any cooking equipment or when
lighting gas equipment.

. Plan ahead. Always have a place prepared for hot pans before removing
them from a range or oven.

. Use dry potholders; a wet or damp potholder can cause a steam bum. Never use
an apron, towel, or dishcloth.

. Don't use pans with loose handles (they can break off) or rounded bottoms (the
pans may tip).

. Don't fill pots, pans, or kettles too full. Open pots carefully by raising the back of
their lids so steam will escape away from you.

. Stir food carefully with long-handled spoons or paddles; avoid spattering and
splashing.

. Don't reach into hot ovens; use a puller or other proper tool.

. Allow equipment to cool before cleaning it.

. Know how to put out fires. If food catches on fire, spread salt or baking soda on
the flame; do not use water. Know how to use fire extinguishers and other safety
equipment.

. Prohibit horseplay.

. Be careful when pouring coffee and other hot liquids.

. Use caution around heat lamps.

Muscle Strains and Falls

To avoid muscle strains, always have a firm footing before attempting to lift a heavy

object. Keep your back straight; do not bend forward or sideways. Bend your knees to

pick up low objects and lift with your legs, not your back Employees should not try to

carry too many items at one time or items that are too heavy for them. When carrying a

heavy load, ask for help or use a cart.

Next to traffic accidents, falls kill more people than any other kind of accident. Most

falls are not from high places but are slips or trips at floor level.

Precautions to prevent falls include the following:

. Keep floors clean and dry at all times. Wipe up spills immediately. Use
“slip-resistant” floor waxes and use "Caution™ or "Wet Floor" signs when
appropriate.

. Keep hazardous objects such as boxes, mops and brooms off floors. Replace loose
or upturned floor tiles as soon as they are noticed.
. Repair cracked or worn stair treads.
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. Wear properly-fitting shoes with low heels and non-skid soles. Never wear worn-
out shoes, thin-soled shoes, slippers, high heels, tennis shoes or sandals. The heel
and toe of the shoe should be completely enclosed. Keep shoestrings tied to
prevent tripping.

. Walk, don't run, and use caution when going through swinging doors.
. Use a sturdy stepladder if it is necessary to reach high places.
. Make sure that entrances and exits are clean and safe. This includes removing

mud if the property is located in an area where this is a potential problem with

rain. Keep floor mats or other protective devices clean and in good condition.
. Keep any areas in which employees must work or walk well-lit; pay special

attention to exterior areas and steps where accidents are more likely to occur.

Cuts

Cuts are constant hazards for food preparation employees. Employees must be alert when
using knives, slicers, or similar equipment.

There are many common guidelines for using knives. Always place food to be cut on a
table or a cutting board. Cut away from your body; the food item should be firmly
grasped and sliced by cutting downward. When chopping food with a knife,

hold the food with your free hand and keep the point of the chopping knife on the block.
Dull knives cause more problems than sharp knives because dull knives require
employees to exert more pressure, and slippage problems are more likely to occur.

Discard or repair knives with loose handles. Don't leave knives on the edge of a
counter—push them back so they cannot fall on the floor or on someone's foot. Don't try
to catch a falling knife. Never play with knives or use them as substitutes for
screwdrivers or can openers. Don't use knives to open cardboard cartons; use the proper
container-opening tool.

Cuts can also occur when knives or other sharp tools are washed. For this reason, all
sharp tools should be washed separately. Never place knives or other sharp tools in sinks
filled with soapy water, dean all sharp tools with caution. Use a folded heavy doth and
work slowly and carefully from the center of the blade to the outside cutting edge. When
cleaning a slicer, make sure the blade of the slicer is in the position recommended for
cleaning. Unplug the unit and refer to the manufacturer's operating and maintenance
manual for specific cleaning instructions.

Minimizing the use of glass in the kitchen can help prevent cuts. Any broken glass should
be cleaned up immediately with a broom and dustpan, not your fingers. If glass is broken
in a dishwasher, drain the dishwasher and pick up the glass with a damp doth. Always
place broken glass or china in a separate refuse container.

Here are some additional precautions for preventing cuts:

. Keep knives, cleavers, saws, and other sharp tools in racks or special drawers
when not in use.

. Use the correct-size cutting tools and make sure they have the proper blade.

. Use safety guards and any other safety items provided on equipment.

. Be careful with grinders. Use the feeder/tamper.
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. Use caution when operating slicers and other electric cutting tools.
. When using sharpening steels, be sure there is a finger guard between the handles
and the steel.

Equipment Accidents

Safety precautions should be used whenever employees work with equipment. Don't take
shortcuts when operating potentially hazardous food service equipment; always follow
the manufacturer's instructions carefully. Place the instructions on or near equipment so
that employees can refer to them.

Train employees how to use, maintain, and clean equipment. New employees should be
carefully supervised to ensure that proper procedures are followed. Whenever possible,
disconnect equipment from power sources before cleaning.

Properly maintain equipment. Improper maintenance can lead to unsafe working
conditions. Conduct regular and detailed equipment inspections with maintenance
personnel or representatives from the equipment supply company. Make sure all gas
connections conform with applicable regulations.

Here are some special precautions for working with electrical equipment:
. Ensure that all electrical equipment and connections conform to national, state,

and local electrical code requirements. Electrical equipment should, where
applicable, bear the Underwriters Laboratories seal of approval

. Carefully follow the manufacturer's instructions whenever operating electrical
equipment.

. Always unplug electrical equipment before cleaning it. Never touch metal sockets
and electrical equipment when your hands are wet or you are standing on a wet
floor.

. Practice preventive maintenance. A qualified electrician should inspect all

electrical equipment, wiring, switches, etc., on a regular basis.

Fire

Another potential accident in food service operations is fire. The following precautions
can help lessen the danger of fire:

. Properly clean and maintain cooking equipment and exhaust hoods/ filters.
. For sanitation as well as safety reasons, limit smoking to restricted areas.
. Be sure there is adequate fire extinguishing equipment on hand. Personnel should

know where it is located and how to use it. Consult local fire authorities about the
purchase, use, and inspection of fire extinguishing equipment

. Consider using fire detection devices. These may be specialized equipment items
that can detect smoke, flames, and/or heat.
. In the future, consider using automatic sprinkler systems. They are a very

effective way to control fires.
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Local ordinances frequently require special fire extinguishing equipment under
ventilation filters. Regardless of the type (dry chemical, carbon dioxide, or chemicals in
special solutions), this equipment can only be effective if it is professionally designed,
installed, and maintained.

Employees should know where all emergency exits are located, and fire drills should be
conducted. Contact the local fire department for specific help in designing emergency
procedures. Make sure all doors to the property open out and that fire exits are kept clear
at all times. Fire department telephone numbers should be located near telephones.

First Aid

Immediately after an accident occurs, first aid is the primary concern. It is very important
that someone trained in first aid apply treatment. People without first aid training
normally should only undertake common-sense procedures. In case of a serious injury,
you should make the person as comfortable as possible (without risking further injury)
and call for medical help; in case of a minor injury, give the person whatever aid is
necessary from the property's first aid kit, fill out an accident report, and urge the victim
to see a physician if that seems appropriate.

Encourage employees to receive first aid training. The American Red Cross provides
excellent training throughout the United States. If possible, training should be given to
several employees so that it is more likely that someone with first aid training will always
be on the premises. An operation should have first aid equipment and supplies on-site in
a convenient area. In large operations, particularly those with more than one floor, several
first aid kits may be needed.

Display first aid information. Post various types of medical and first aid posters in
appropriate places throughout your food service operation.

Choking

Choking because of an obstructed airway is a leading cause of accidental death. If a
choking person is not coughing or is unable to speak, that's your cue to perform the
Heimlich maneuver immediately. Here are a few steps to help save a choking victim The
Heimlich maneuver is generally considered the best first aid for choking.

Heimlich Maneuver

Stepl Ask the choking person to stand if he or she is sitting.

Step2

4 Place yourself slightly behind the standing victim.
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Step3

Step4

Step5

Step6

Step7

Step8

Step9

Stepl0

Reassure the victim that you know the Heimlich maneuver and are

going to help.

s Place your arms around the victim's waist.

just above his or her belly button.

Grab your fist with your other hand.

i Deliver five upward squeeze-thrusts into the abdomen.

Make each squeeze-thrust strong enough to dislodge a foreign
body.

Understand that your thrusts make the diaphragm move air out of
the victim's lungs, creating a kind of artificial cough.

Keep a firm grip on the victim, since he or she can lose
consciousness and fall to the ground if the Heimlich maneuver is
not effective.

%- Make a fist with one hand and place your thumb toward the victim,
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Sample First Aid Poster

Place victim flat on his back on a hard surface. If
_unconscious,

1 Neck lift, head tilt Or Chin lift, head tilt

open airway.
If not breathing, begin artificial
breathing.

4 quick full breaths.
If airway is blocked,

try back blows, abdominal or
chest thrusts and finger probe
until airway is open.

3 Check carotid pulse.

If pulse absent, begin
C artificial circulation

Depress sternum 1&1/2 to 2"

One Rescuer Two Rescuers
15 compressions 5 compressions
rate 80 per min. rate 60 per min.
2 quick breaths 1 breath

CONTINUE UNINTERRUPTED UNTIL ADVANCED
LIFE SUPPORT IS AVAILABLE

Courtesy of the American Heart Association.
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CHAPTER 5: Safety Questionnaire / Checklist

Hotel Guest Rooms

Avre there safety locks on the door?

Is there a chain?

Is eye viewer set at medium height?

Can the windows be secured from the inside?

Acre all electric outlets grounded?

Is hot water set at a safe temperature?

Are the floors slippery?

Does the bath tub or shower have a non slip floor?
Are the rails of the windows or balcony toddler safe?
Is there a smoke alarm?

Is there a fire escape map?

Is there an alarm cord in the bathroom?

Does the telephone work?

Is there a backup light device incase of power down?
Is there a safe for valuables in the room?

Receiving Area

Are floors in safe condition? (Are they free from broken and defective floor boards?

Are they covered with non-skid material?)

Are employees instructed in correct handling methods for various containers, etc., that are
received?

Are garbage cans washed daily in hot water?

Are garbage cans always covered?

If garbage disposal area is adjacent to a part of the general receiving area, is there a program
that keeps floors and/or dock areas clear of refuse?

Is there a proper rack for holding garbage containers? Are garbage containers on dollies or
other wheel units to eliminate lifting by employees?

Are adequate tools available for opening crates, barrels, cartons, etc. (hammer, cutter,
cardboard carton opener, and pliers)?

Is crate, carton, and barrel opening done away from open containers of food?

Storage Area

Are shelves adequate to bear weight of items stored? Are employees instructed to store heavy
items on lower shelves and lighter materials above?

Is a safe ladder provided for reaching high storage?

Avre cartons or other flammable materials stored at least two feet from light bulbs?

Are light bulbs provided with a screen guard?

Is a fire extinguisher located at the door?

Are employees carefully instructed in the use of detergents to prevent agitation of dermatitis,
etc.?
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Do you have a program for disposition of broken glass or china?

Where controls are in a passageway, are they recessed or guarded to prevent breakage or
accidental starting?

Avre dish racks in safe condition ("if wooden, free from broken slats and smoothly finished to
eliminate splintering; if metal, free of sharp comers that could cause cuts)?

Avre these racks kept off the floor to prevent tripping?

Serving Area

Are steam tables cleaned daily and maintained regularly (are gas or electric units checked
regularly by a competent serviceperson)?

is safety valve equipment operative?

Are serving counters and tables free of broken parts and wooden or metal slivers and burrs?
Do you have regular inspections of: Glassware? China? Silverware? Plastic equipment?

If anything breaks near the food service area, do you remove all food from service adjacent to
breakage?

Are tray rails adequate to prevent trays from slipping or falling off at the end or comers?
Are floors and/or ramps in good condition (covered with nonskid material, free from broken
tile and defective floor boards)?

Are these areas mopped at least daily and waxed with nonskid wax when necessary?

Is there effective traffic flow so that customers do not

collide while carrying trays or obtaining foods?

Dining Area

Avre floors free from broken tile and defective floor boards? Are they covered with nonskid
wax?

Are pictures securely fastened to walls?

Are drapes, blinds, or curtains securely fastened?

Avre chairs free from splinters, metal burrs, broken or loose parts?

Are floors epoliced” for cleaning up spillage and other materials?

Is special attention given to the floor adjacent to water, ice cream, or milk stations?

Are vending machines property grounded?

If customers clear their own trays prior to return to dishwashing area, are the floors kept dean
of garbage, dropped silver, and/or broken glass and china? If dishes are removed from dining
area on portable racks or bus trucks, are these units in safe operating condition (for example,
are all casters working, all shelves firm)?

Soiled Dish Processing Area

Are floors reasonably free of excessive water and spillage?

Are floor boards properly maintained and in safe condition (free from broken slats and worn
areas mat cause tripping)?

Are all electrical units property grounded?

Are switches located to permit rapid shutdown in me event of emergency?

Can employees easily reach switches?
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Pots and Pans Room or Area:

Are duckboards or floor boards in safe condition (free from broken slats and worn areas
which could cause tripping)?

Are employees properly instructed in use of correct amounts of detergent and/or other
cleaning agents?

Are adequate rubber gloves provided?

Is there an adequate drain board or other drying area so that employees do not have to pile
pots and pans on the floor before and after washing them?

Do drain plugs permit draining without the employee placing hands in hot water?

Walk-In Coolers and Freezers (Refrigerators):

Avre floors in the units m good condition and covered with slip-proof material? Are they
mopped at least once a week (and whenever spills occur)?

If floor boards are used, are they in safe condition (free of broken slat and worn boards which
could cause tripping)?

Are portable and stationary storage racks in safe condition (free from broken or bent shelves
and set on solid legs)? Are blower fans properly guarded?

Is there a by-pass device on the door to permit exit if an employee is locked in (or. is there an
alarm bell)?

Is adequate aisle space provided?

Are employees properly instructed in placement of hands for movement of portable items to
avoid hand injuries?

Are heavy items stored on lower shelves and lighter items on higher shelves?

Is the refrigerant in the refrigerator non toxic? (Check with your refrigerator service manual.)

Kitchen, Food Preparation Area

Is electrical equipment properly grounded?

Is electrical equipment inspected regularly by an electrician?

Avre electrical switches located so that they can be reached readily in the event of an
emergency?

Are the switches located so that employees do not have to lean on or against metal equipment
when reaching for them?

Avre floors regularly and adequately maintained (mopped at least daily and waxed with
nonskid wax when necessary: are defective floor boards and tiles replaced when necessary)?
Are employees instructed to immediately pick up or clean up all dropped items and spillage?
Are employees properly instructed in the operation of all machines?

Are employees forbidden to use equipment unless specifically trained in its use?

Are machines properly grounded? Don't Overlook:

Lighting - Is it adequate in the

Receiving Area?

Storage Area?

Pots and Pans Area?

Walk-m Coolers and Freezers?
Food Preparation Area?
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Cooking Area?

Serving Area?

Dining Area?

Soiled Dish Processing Area?
Garbage area?

Doors

e Do they open into passageways where they could cause an accident? (List any such
locations.)

e Are fire exits clearly marked and passages kept clear of equipment and materials?
(List any violations.)

Stairways and Ramps

Are they adequately lit?

Are the angles of ramps set to provide maximum safety?

If stairs are metal, wood, or marble, have abrasive materials been used to provide protection
against slips and falls?

Are broken out of the casing or front edge off the steps?

Are clean and securely fastened handrails available?

If there are wide stairs, has a center rail been provided?

Ventilation- is it Adequate in the

Receiving Area?

Storage Area?

Pots and Pans Area?

Walk-in Coolers and Freezers?
Food Preparation Area?
Cooking Area?

Serving Area?

Dining Area?

Soiled Dish Processing Area?

Other Safety Concerns:

e Do employees wear good shoes to protect their feet against injury from articles
that are dropped or pushed against their feet?

e Isemployee clothing free of parts that could get caught in mixers, cutters,
grinders, or other equipment?

e Atre fire extinguishers guarded so they will not be knocked from the wall?

e If doors are provided with a lock, is there an emergency bell or a by-pass device
mat will permit exit from the room should the door be accidentally locked while an
employee is in the room?

e Is there a pusher or tamper provided for use with the grinders?
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e Are mixers in safe operating condition?

e Are the mixer beaters property maintained to avoid injury from broken metal
parts and foreign particles in food?

Source: Adapted from
National Safety Council,
Chicago, by American

Hotel and Motel Association
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CHAPTER 6: Management’s Role

Although all members of the food service staff are members of the operation's sanitation
and safety team, the development of sanitation and safety programs really begins with a
commitment from management. Managers have the ultimate responsibility for
developing, implementing, and monitoring the property's sanitation and safety efforts.

The role of managers includes:

= Incorporating sanitation and safety practices into operating procedures

= Ensuring that sanitation and safety concerns take priority over convenience

= Training employees in sanitary and safe work procedures

= Conducting sanitation and safety inspections

= Completing accident reports, assisting in investigations, and doing whatever is
necessary to ensure that problems are quickly corrected.

= When necessary, assisting in treatment and seeking medical assistance for injured
employees or guests

= Reporting needed repairs or maintenance, changes in work procedures, or other
conditions that are potential problems

= Conducting sanitation and safety meetings

= Urging the active participation of all staff members in solving sanitation and safety
problems.

Incident / Accident Reports

In USA, OSHA regulations and state workers' compensation laws require that accidents
that occur in the workplace be reported. It will be good practice to fill a report in case or
an incident / accident and keep the record. It should be available in case of investigation
by the authorities or insurance company. Required information includes: Who was
involved / hurt, when, where, and how with details. Also what was the reaction and
measures taken to avoid similar happening in the future?

Inspections

Inspections are usually at the heart of management's effort to ensure that sanitation and
safety procedures are consistently followed. You can develop inspection forms or
checklists that focus attention on equipment, facilities, food handling practices, and/or
food service employees. Persons with special knowledge (insurance representatives, state
or local fire inspectors, and so on) can help you create these checklists. A sample safety
checklist is shown at the end of this chapter.

How often you make sanitation and safety inspections depends, in part, on how well your
property measures up during the first inspection. A complete inspection should be made
at least monthly. However, if necessary you should also conduct daily inspections of
specific work station areas or equipment.

A primary reason to conduct sanitation and safety inspections is to correct potentially
dangerous conditions. Corrective measures should be taken promptly! If time must lapse
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before a problem is corrected, inform employees of any possible hazards and alert upper
management that a problem has been found and steps are being taken to correct it.

After an inspection is completed, inspection forms and checklists should be filed for later
reference. Looking back at earlier forms and checklists can give you an indication of the
long-range effectiveness of your sanitation and safety programs. Also the forms are
evidence of your efforts to maintain a sanitary and safe food and beverage operation.
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Important Notes

1 This manual provides only a basic overview of sanitation. Readers desiring more detailed
information about sanitation are referred to Ronald F. Cichy, Sanitation Management: Strategies
for Success (East Lansing, Mich.: Educational Institute of the American Hotel & Motel
Association, 191 Sanitation

3. Personal hygiene is one of the subjects covered in Sanitation: Conquering Kitchen Germs (East
Lansing, Mich.: Educational Institute of the American Hotel & Motel Association). Videotape.
4. Details about purchasing procedures are found in William B. Virts, Purchasing for Hospitality
Operations (East Lansing, Mich.: Educational Institute of the American Hotel & Motel
Association, 1987).

5. Safety issues are covered in more detail in Raymond C. Ellis, Jr., and the Security Committee
of AH&MA, Security and Loss Prevention Management (East Lansing, Mich.: Educational
Institute of the American Hotel & Motel Association, 1986).

6. David Wheelhouse, Managing Human Resources in the Hospitality Industry (East Lansing,
Mich.: Educational Institute of the American Hotel & Motel Association, 1989).

7. Information about accident prevention in this chapter is based on U.S. Department of
Agriculture, Sanitation and Safety Practices for Child Nutrition Programs (Washington, D.C.),
and Safety Operations Manual (Chicago: National Restaurant Association, 1981).

Operations Manual (Chicago: National Restaurant Association, 1979), Safety Operations Manual
8. Additional Information about kitchen safety by Culinary Institute of America
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