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SERVICE BASICS



Service Basics - Topics

1. Service discussion 

2. Moments of Truth & Cycle of Service 

3. Service slideshows



So many places for F&B!
Think about your audits

• Vineyard – Winery – Liquor Store - Restaurant Where in the Production 
Process

• Food Truck - Pub - Winery - BarFood or Beverage Primary

• McDonalds - Earls - AccoladesQuick or Slow

• Counter - Buffet - Family – TableHow F&B is served

• Ethnic – Barbeque – Breakfast – Coffee ShopConcept/Theme



You all rated the same things though…
- Major Evaluative Areas - 

Food & Beverage

Service

Experience



/

Evaluating Service

HOW DOES EVALUATION HELP 
ORGANIZATIONS?

HOW MIGHT EVALUATING SERVICE HELP 
YOU DEVELOP YOUR KNOWLEDGE AND 

AWARENESS OF SERVICE?

FORUM TO SHARE COMMENT CARDS ON 
MOODLE



Service Discussion

1. Groups of 3-4

2. Share your service audit experience, ratings & rationale (10)

3. Compare experiences to build a list of what is important to 
providing “good” service (5)

4. Discuss how you can impact that list as a server (5)

5. Share with class (10+)











Which term 
is better? 
Why?

Customer Guest



Guest Service: 
What are these terms and how do they relate to each other?

What is a Moment of Truth?
Read a short article about MOT



Understanding our Guest Experience…

 Accolades experience from the guest perspective

 Moments of Truth & Cycle of Service

 Some unexpected additions?

 This helps to ‘engineer’ the guest experience and train staff



• Review (1-50 only)
• Be prepared to share:
• What stat surprised you?
• What is your overall takeaway?

Service 
Statistics

• Also review & prepare to share
• What quote inspired you? Why?

Service 
Inspiration 


