CAREER EXPLORATION IN THE FOODS INDUSTRY…   OUTLINE FOR NOTES
FOODS & NUTRITION I






NAME:  _______________________

SUCCESSFUL CUSTOMER RELATIONS
1.  Today’s patrons of food service have high expectations. They expect servers to be pleasant, helpful, and friendly. To assure their satisfaction, you should…

A.  greet customers with a ___________________


B.  fulfill all requests without appearing _______________________


C.  sincerely _________________ the customer


D.  work _____________________________ with co-workers to meet customer needs
2.  Customers want to be served at THEIR own pace, so __________________ in the foodservice industry is a key factor to success.

_________________-service operations provide leisurely dining experiences


_________________-service operations provide prompt and fast dining experiences

3.  Whether you are the host, waiter/waitress, manager, busboy, or chef… you need to present yourself in a manner that makes a good _______________   _________________________.

· Practice good _________________

· No strong _________________________ 

· Clean and groomed _______________________________________

· __________________ should be clean and held back or up

· Dress appropriately in ________________, ___________________________clothing or uniform

· Do not drink, eat, smoke, or ________________________________in sight of customers

4.  Exceed customer expectations by demonstrating a sense of __________________________, responding immediately to customer questions, requests, and complaints. Anticipate the customer’s needs and accommodate them BEFORE being asked.

5.  Employees who work together and help each other have…


A.   less _______________________ on the job


B.   happier _________________________


C.   high levels of job _______________________________


A good food service worker won’t be afraid to do a job outside of their usual job description.
6.  List 4 categories of customers with special needs: 

A.  ______________________________________________________


B.  ______________________________________________________


C.  ______________________________________________________


D.  ______________________________________________________

7. Good communication with customers must be __________________________ and polite. Speak well, in complete sentences, and without slang. Do not speak too fast; listen.  

Use positive _____________________________________ communication such as facial expressions, tone of voice, or posture. Avoid inappropriate topics such as your personal life. 
8.  ______________________________means ‘not charging for’ a full meal or any part of a meal, and is sometimes the best way to deal with disgruntled customers in order to assure their satisfaction. Managers usually have the authority to comp drinks, a dessert, or even a whole meal when appropriate.

9.  Know the rules of the operation, and how to apply them. If a customer complains about a rule that cannot be changed, be ready to…

                                                      _____________________________________________________.

10.  Each contact a customer makes with an employee of a food service establishment is called a…

                               ________________________________________________________. 
__________________________________________________ employees serve their ‘internal customers’ or co-workers, but do not usually have direct contact with the paying customers. Dishwashers, cooks, and maintenance personnel are in this category.

___________________________________________________ employees are those that make direct customer contact, such as the server, host/hostess, and bus-people.

11. Studies show that the most important factor in the customer’s mind when choosing a restaurant is the quality of service provided.  80% of customers who do not return to an operation are unhappy with employee



 ________________________________________…not bad food. 

 Only about ______% of dissatisfied customers let the management know they are unhappy, but each one of those customers tells an average of ________ other people about their bad experience.
 It costs _________times more to advertise and attract new guests than it does to keep current ones. It is important that word-of-mouth advertising be positive.
12.  A good ___________________________________________________, developed by the manager, is a well-thought out and systematic plan for handling customer service. The plan must: identify problems and their causes, set short-term (from 1 day to 1 year) and long-term (2-5 years) goals, develop a mission statement for the operation, assess human and material resources available for the operation, implement their plans by communicating with and training employees, and monitor results.
13.  Name 3 ways a food service establishment can get feedback from customers:


A.  _______________________________________________


B.  _______________________________________________


C.  _______________________________________________

14.  Give an example of a customer ‘service guarantee’:


`_________________________________________________________________________

THE LODGING INDUSTRY

15. Changes in  _________________________________ and the ___________________________ strongly influence the lodging industry. 
16.  The two departments of employees in the lodging industry are:


A. the ___________________________________________ department


 The hotelier (ō'təl-yā);  manager or owner), managers (including the general manager or 
GM), and assistant mangers who serve as liaisons between the GM and staff; accounting 
and financial management (controllers and night auditors), human resources staff 
`(recruit, hire, train, and evaluate personnel;  develops employee benefit program), marketing 
and sales (includes convention managers and advertising specialists)

B.  the __________________________________ department


 Front office (desk clerks greet, check in and out, take reservations),  bell captain (oversees 
bellhops, valet parking), housekeeping/room attendants, engineering and maintenance 
(energy usage), food & beverage, concierge (kahn-see-AIRJE;  info and customer services) 
and security 

17.  The lodging industry caters to two very different customer profiles:  


A.  the ____________________________ travelers want to ‘get away from it all’, and enjoy 
activities for children, health facilities, pools, shopping, sightseeing, relaxation, etc.

`B.  the ___________________________ travelers need access to office equipment 
(computers, fax, copiers), meeting rooms, banquet facilities

18.  The #1 factor considered when choosing lodging is ___________________________________.
19.  Lodging facilities are classified by various consumer rating scales, based on:


A. ________________________________________________________ 


B.  ________________________________________________________

C.  ________________________________________________________

20.  List examples of lodging ‘amenities” that you can think of: _______________________________

________________________________________________________________________________

21.  ______________________  _________________________ _______________________ (PMS)

are computer software programs designed for the lodging industry that help manage accounts, charges to accounts, reservations, etc.

22.  A______________________   _______________________ allows facility managers to project revenues, manage finances, schedule labor, and order supplies. 

General managers use _____________________   _____________________________ strategies to change room rates as demand varies, to overbook reservations (reserve more rooms than are available), and deal with ‘no shows’ (guests never arrive) or ‘understays’ (guests cut expected stays short).
23.  The _______________________   _______________________ helps managers set rates using 4 main factors:  operating expenses, the desired return on investment (ROI), other income (such as that from food and beverage departments), and projected room sales.


THE TOURISM AND RETAIL INDUSTRY

24.  The _______________________________industry is a combination of ALL services people require when they are away from home, for any length of time. It includes all businesses that provide service and hospitality to people who spend money while traveling, including transportation, lodging, eating establishments, shops, and entertainment.  There are 4 basic types of tourists:


A. ____________________________________ tourists want to live among and learn about 
people from other cultures. 

B.  ____________________________________tourists visit places to enjoy natural beauty.   

C.  ____________________________________tourists look for places they can swim, lie in 
the sun, play golf or tennis, see shows, or gamble. 

D.  ____________________________________tourists attend conventions, meetings, and 
seminars.
25.  When people travel, the positive impact on the local economy can be considerable.  Can you explain this statement in relationship to the College World Series and Omaha’s economy?  People travel for 4 major reasons:


A. ____________________________________________:  state and national parks, camp 
sites,  shopping areas, theme parks, theatrical performances, and sports events.

B.  ___________________________________________: gatherings of people who have 
something in common, such as members of an organization or those who share a hobby. 

C.  ___________________________________________: large, public shows of products or 
services, such as auto shows or garden shows.

D.  ___________________________________________:  restricted to those involved in a 
specific industry, and feature producers or manufacturers who come to advertise and 
demonstrate their products. 
26.  One type of tourism involves camping and services available to campers. 


A.  _____________________________ camping is for those who wish to ‘rough it’, without 
electricity or running water.

B.  _____________________________ camping is done in areas with access to electricity 
and bathroom facilities. 

C.  _____________________________ camping is for people who intend to stay for longer 
periods of time, and often want recreational activities and retail shopping.
27.  Think of an example of tourism centered around indoor or outdoor malls:


________________________________________________________________________

       Think of an example of tourism centered around theme parks:  

             ________________________________________________________________________

28. Unlike domestic travel, international travel usually requires a ________________________, a document verifying name, a photo, date and place of birth, and country of citizenship. 

Some countries require a  _____________________, a country’s written permission allowing a traveler to enter a country for a specific reason for a specific amount of time. Travelers may need to purchase traveler’s checks from their bank OR use credit cards OR use currency exchanges.

29.  Name the various modes of transportation, and at least one advantage of each:

A.  ___________________________:  ________________________________________


B.  ___________________________: _________________________________________


C.  ___________________________:  _________________________________________


D.  ___________________________:  _________________________________________


E.  ___________________________:  _________________________________________

30.  Providing hospitality and customer service to the traveler are at the heart of the tourism industry. Service employees may need to handle customer complaints, and should follow three guidelines: 

A.  __________________________________________________________


B.  __________________________________________________________


C.  __________________________________________________________

31.  Travel agents put together travel plans called ____________________________________.
32.  Tour guides often target ________________________________ markets, or groups of people with similar interests, ages, skills, or common travel objectives. 

33.  __________________________________ travel offices plan transportation, lodging, and dining accommodations for company employees.

34.  Hospitality needed in the lodging and tourism industries is equally important in the retail industry.  

____________________________stores carry a wide range of products;  

____________________________stores sell a narrow range of goods;  

____________________________stores carry upscale and name-brand products at lower prices.

The retail food industry includes large supermarket chains, specialty grocery stores, and home meal replacement (meals eaten at home but prepared elsewhere).

(Operating expenses + desired ROI) – other income                                   ____________________________________________    = Room rate                          


 	           Projected room sales











