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Customers who come to our restaurants to
dine-in expect an outstanding dining
experience. Many things contribute to a
great experience:

• An inviting and pleasant atmosphere.

• A friendly and prompt greeting at the door.

• Sparkling clean restrooms.

• Clean and bussed tables.

The manager is accountable for:

• Ensuring Customer Mania.

• Knowing and applying C.H.A.M.P.S.
Standards.

• Monitoring waiting line times, table turns, and production
times.

• Responding to customer needs by changing Team Member
assignments, if necessary.

You cast a leadership shadow of Customer Mania and
Accountability, 2 of our How We Work Together Principles,
by providing an outstanding dine-in experience for our
customers.

Module Trainer___________________________________________
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Agenda
■■ Discuss:

– Module purpose.
– Activities.
– Trainee and Module Trainer expectations.
– How communication will occur.

■■ Agree on Training Schedule.
■■ Obtain materials.

Notes

Module purpose:
To ensure the trainee understands how to meet and exceed customer expectations.

Module preparation:
• Review module objectives and activities.
• Get copies of tools and resources listed on the Contents page.
• Find answers to questions specific to your restaurant policies and guidelines.
• Identify Champs Standard Library pages that trainee needs to read.
• Develop Training Schedule for completing this module. (Some activities can be

grouped together.)

During this meeting with the trainee, you will:
• Review learning objectives listed on the Contents page and discuss all terms.
• Set expectations for the trainee’s training.
• Go over each activity. Point out activities that need special scheduling or support

from others. Tell the trainee you will review all answers.
• Explain how to get materials needed to complete activities.
• Tell the trainee to answer every question with a complete answer.
• Provide the module Training Schedule.
• Explain your role during training. 
• Tell the trainee to give recognition to others while completing the training.
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Learn to . . .
By doing 
activity . . .

Starting 
on page . . . And using . . .

• Champs Standard Library:
Dine-in

• 2 recent CHAMPS Checks
• Blank CHAMPS Check form

Identify and
Understand Dine-in
Customer
Expectations

1

2

3

17 50 min.

20 30 min.

22 4 hr.

• Blank Customer Mania Plus
Dine-in Scorecards

Use the Dine-in
Coaching Checklist
to Evaluate
Performance

6 41 2 hr.

Quiz 46 15 min.

Skills 48 8 hr.
Assessment

22 hr. 35 min. Trainee

14 hr. Module Trainer

• (Optional) Local guidelines and
legal requirements for selling
alcoholic beverages

• (Optional) Local guidelines and
regulation regarding tipping

Deploy for
Customer Mania
Plus

4

5

34 1 hr.

36 6 hr.

Show your
knowledge . . .

By doing 
the . . .

Total Time For . . .
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Review the module terms and definitions that
follow. 

If the term used in your restaurant is different, write
it in the box provided.

Dedicated Busser Team Member who busses tables full-time during peak.
The Busser clears and sets tables. Sometimes the Busser
begins this task before customers leave. This helps
maintain or improve Speed of Service. It also increases
table turns and sales.

Dedicated Food Runner Team Member who delivers food to customers full-time
during peak. This helps maintain or improve Speed of
Service, and helps ensure food is delivered at the correct
temperature.

Dedicated Greeter/Host Team Member who greets and seats customers full-time
during peak. Other tasks include managing the wait list,
managing table flow, and promoting menu items. Having a
dedicated Greeter/Host ensures a positive beginning to
the dining experience, helps maintain or improve Speed
of Service, and increases table turns and sales.

Deployment Adjustment of restaurant team assignments during a shift
in reaction to unexpected situations. Deployment is made
easier by cross training Team Members for more than one
position.

Table turns Number of separate seatings at a table during peak,
beginning when the table is first occupied and ending
when the table is bussed and ready for a new group.

Activity Packs Colouring packets or other activity items that keep
children occupied before food arrives.
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Identify and
Understand Dine-in
Customer Expectations

Our customers expect a great dining experience. Three
things attract customers and keep them coming back:

• Warm Greeting and Farewell.

– Service is fast and friendly.

– Team Members make customers feel that they are 
welcome guests.

• Product.

– The food order is accurate, at the correct 
temperatures, and well presented.

– Food is delicious and meets all quality standards.

• Atmosphere.

– The restaurant is clean and well maintained.

– The atmosphere is inviting and pleasing.
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C.H.A.M.P.S. Standards help us create and consistently
deliver the level of service, the quality of products, and the
type of atmosphere that customers expect. C.H.A.M.P.S. is
the foundation. C.H.A.M.P.S. Standards support all 3 parts
of our restaurant — our service, product, and atmosphere.

Customer Mania is 100% C.H.A.M.P.S. with a YES! Attitude
100% of the time. Customer Mania depends on the
foundation of C.H.A.M.P.S. in order to be successful.

C.H.A.M.P.S. and Customer Mania were developed to help
us Run Great Restaurants and delight our customers by
meeting their expectations. But meeting expectations is not
enough to distinguish us from our competitors. We need to
do more. We need to consistently meet and frequently
exceed customer expectations if we are to turn average
customer experiences into great ones and create loyal
customers.
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This is where Customer Mania Plus comes in. Customer
Mania Plus is about:

• Treating customers in a way that shows they are
welcome guests.

• Creating personal connections with customers and great
dining experiences through attitude, knowledge, skills,
and personality.

• Turning average customer experiences into great ones
that put us at the top of every customer’s list of favourite
restaurants.

• We will really impress our customers on every visit, on
every occasion, by making every Moment of Truth a
positive one.

The goal of Customer Mania Plus is to make customers feel
that they are welcome guests. Customer Mania Plus takes
us to the next level. It is how we:

• Create service experiences that not only meet customer
expectations, but often exceed them.

• Make customers feel that they are welcome guests by
displaying a YES! Attitude in all we do.

– Using positive energy.
– Taking the initiative to find out what customers want,

and demonstrating a YES! Attitude in delivering it.
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Customer Mania Plus Attitudes

Encourage your team to focus on the Customer Mania Plus
attitudes for achieving C.H.A.M.P.S. Standards and
exceeding customer expectations.

To exceed customer expectations and WOW customers with
our service front of house, Team Members should focus on 4
critical attitudes, during every service experience:

• Friendly and warm.

• Enthusiastic and knowledgeable.

• Sensitive to needs.

• Sensitive to pace.

C.H.A.M.P.S. Standard Customer Mania Plus Attitude

Cleanliness Committed to cleanliness

Hospitality • Friendly and warm
• Enthusiastic and 

knowledgeable
• Sensitive to needs

Accuracy Dedicated to detail

Maintenance Responsible for the 
atmosphere

Product Quality Proud of products we 
prepare and deliver

Speed of Service Sensitive to pace and need 
of customer
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The 3 critical Customer Mania Plus attitudes for Back Of
House Team Members are:

• Committed to cleanliness.

• Dedicated to detail.

• Sensitive to pace.

These attitudes help Back Of House Team Members support
the delivery of Customer Mania Plus by focusing on Product
Quality and Speed of Service.

Moments of Truth

Customer Mania Plus focuses on Team Member attitudes
and behaviours that impact “Moments of Truth” in the dining
experience. This impact can be positive or negative. A
Moment of Truth is:

– A point in an experience that influences how we
perceive everything else about the experience.

– An opportunity to “touch” the customer — to
demonstrate Customer Mania — and make a huge
impact on the overall experience.
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Our customers have told us that, from their perspective,
there are 10 “Moments of Truth” in the dine-in experience
that often determine whether customers enjoy the
experience and whether we exceed their expectations:

1. Greeting.

2. Seating.

3. Taking the order.

4. Serving drinks.

5. Serving starters.

6. Serving the main course.

7. Following up after the main course.

8. Offering desserts.

9. Delivering desserts and offering the bill.

10. Clearing desserts, taking payment, and thanking.

Service recovery may be needed at any of these Moments
of Truth, when Team Members have to handle customer
concerns. Service recovery also offers an opportunity to
exceed customer expectations.
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Of the 10 Moments of Truth, dine-in customers identified
4 moments that are really critical to their dining experience.
These are the points in the service sequence when you can
really WOW customers.

• Moment 1: Greeting

• Moment 2: Seating

• Moment 5: Serve starters

• Moment 10: Clearing desserts, taking payment, and
thank you

Moment 1: Greeting

This is the customer’s first exposure to the restaurant and its
team. It is the initial impression. Customers expect us to
show that we:

• Care about their experience.

• Are organised and in control.

• Will make their experience a great one.

If we do not make the right impression at the beginning,
customers become anxious.

Moment 2: Seating

The customer will be spending their experience at this seat
so it is important we show the customer:

• They have a choice

• We want them to feel welcome and comfortable

• They have everything they need
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Moment 5 : Serve starters

Customers often come in hungry, especially families with
children. If we get their first food to them quickly, we can
abate their hunger. Then they can relax and enjoy the meal
and their time with us. First food arriving quickly:

• Helps us manage the wait time for
pizza.

• Signals that everything is under
control and that the rest of the meal
will go well.

Moment 10: Clearing desserts, taking payment, and
thank you

Moment of Truth 10 creates the final customer impression.

• Clearing dessert plates at the end of the dining
experience shows that we are just as attentive at the end
of the meal as we are at its beginning.

• Customers want to leave when
they are ready. They do not want
to have to wait to pay or to be
rushed into paying early. At this
point, being either too slow and
inattentive or too fast and “pushy”
can upset customers.

• Saying “Goodbye” and “Thank you” shows that you care,
that you value customers and appreciate their business,
and that you want them to return.
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Service Recovery

Service recovery can be needed at any time during the
customer experience — at any of the Moments of Truth.
How service recovery is handled makes a huge impact on
the customer experience. The impact can be positive or
negative. Whenever service recovery is needed, it is an
opportunity to exceed customer expectations.

Train and coach Team Members to use the L.A.S.T. process
for service recovery.

Listen

• Be attentive — do not interrupt.

• Establish the facts.

– Example: “Just so I am clear, the issue is that the 
pizza is not hot enough … is that correct?”

• Ensure all Team Members refer serious or dangerous
issues to a manager.

Apologise

• Express personal concern.
– Example: “I am really sorry you were disappointed. I

would really like to make things right.”

• Be sincere.



14

Full Service Dine-in 1 Leading a Shift

Developing CHAMPIONS UK01/2007

Satisfy

• Satisfy the customer.

– Example: “How can I make this right for you?”

– Replace items or the whole meal if necessary.

– Example: “Since you have barely started your meal, I 
would like to replace the order for you free of charge. 
Is that OK?”

Thank

• Thank the customer for bringing the issue to your
attention.

– Example: “Thank you for giving me the chance to
make things right.”

• Ask what else you can do.

– Example: “Is there anything else I can help you with
right now?”

• Ensure the complaint is documented.
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Understanding Customer Expectations

Sometimes the expectations of dine-in customers may be
even higher than the standards. For example, a customer
ordering a quick afternoon meal on the way to a meeting
may have very high expectations for Speed of Service.

Every customer is unique and has unique needs. Families
with small children have different needs and expectations
from those of business people or students. Also, the same
customers have different needs at different times. For
example, a customer coming in for lunch on a weekday with
office colleagues is probably looking for speed, convenience,
and value. If that same customer comes in with family during
the weekend, he or she may care more about service, menu
variety, and atmosphere.

Fortunately, with dine-in
customers, you have a
chance to:

• Recognise their needs.

• Respond.

• Exceed their expectations.
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To focus on what dine-in customers expect, the manager
needs to know:

• What customers expect upon walking in the door.

– How long it should take to be greeted.

– How long it should take to be seated and served.

• Other customer service expectations, such as:

– Clean, set, neat table.

– Warm, friendly greeting.

– Menu suggestions from Servers.

The more managers know about customer experiences in
dine-in, the better they will be able to identify potential
problems. Then they
can make the
adjustments needed to
ensure a quality
experience that
exceeds customer
expectations.
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Activity

1 Identify Customer Expectations

Part 1

Answer the following question. 

Question Notes

1. Think about your personal
experiences when dining in
restaurants. What is most important to
you when you dine in a restaurant?
Why? How does it impact your dining
experience?

2. How do you think your customers’
expectations differ from your own
expectations for a dining experience?

3. Why is it important to understand what
each customer expects in order to
provide a great dine-in experience?

Individual answer

Individual answer

To help us meet then exceed their
expectations

Review Champs Standard Library about:
• Dine-in

Page(s) ______________________________
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Question Notes

4. How can you identify what the
customer needs?

Ask them to observe and listen

Question Customer 1 Customer 2 Customer 3 Customer 4

1. Did we make
you feel
welcome in
our
restaurant?
How?

2. Did you feel
that we
valued you
and your
business?

Part 2

Interview 4 customers in your restaurant.

• Interview 2 customers during peak and 2
customers during non-peak.

• Explain to the customers that you would like to
ask them 6 questions about their experiences so
your team can do a better job serving them in
the future.

Ask the following questions.
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Question Customer 1 Customer 2 Customer 3 Customer 4

3. Did you feel that
we treated you
as an individual,
and did a good
job of
anticipating and
responding to
your needs and
requests? How?

4. Did we show
pride in our
restaurant?
How?

5. Did we show
enthusiasm
for and
knowledge
about the
products we
serve? How?

6. Did we make
you want to
return to our
restaurant?
Why?
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Activity

2
Understand How to Relate to
Customer Needs

Review standards and procedures for dine-in.

Complete the chart. Identify how certain
standards and procedures relate to the special
needs of customers.

Expectations/Standards/Procedures Reason Expectation/
Customer Type Important to Customers Standard/Procedure Is Important

Example:
Families with
children

Families with children

Business people

Couples

• Give activity packs to
children

• Offer appropriate deal
• Fast efficient service
• Able to book in advance
• Greeted within 15

seconds

• Given choice of tables
• Greeted within 15

seconds
• Offer appropriate deals

Customers are greeted
within 15 seconds

If children are restless,
unhappy, or running
around, parents will be
frustrated and unhappy.

• If children are restless,
unhappy, or running
around, parents will be
frustrated and unhappy.

• Encouraged to use
company

• Recommends to
colleagues

• Treated as individuals
• Encouraged to use

company over again
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Expectations/Standards/Procedures Reason Expectation/
Customer Type Important to Customers Standard/Procedure Is Important

Students

People shopping

Special needs (for
example, wheelchairs,
impaired vision, foreign
language)

Customers with dietary
requirements

Large groups

• Offer meal deals

• Offer buffet
• Offer larger table / bag

storage

• None - discrimination
• Treated like any other

customer

• Team members have
great product knowledge

• Great service and
offering appropriate deal

• Students do not have lots
of money so value is
important and it will
encourage them to return

• Not a lot of time just a
stop gap

• bags safely secure not a
H&S risk

• Encouraged to return
because we meet their
needs

• Customers want to ask a
question and have it
answered straight away

• Large groups want to
have fun and feel they
have had value for
money
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Activity

3
Evaluate C.H.A.M.P.S. and Customer
Mania Plus in a Dine-in Operation

Part 1

Review results from 2 recent C.H.A.M.P.S. Checks
to identify areas of customer dissatisfaction with
your full service dine-in restaurant.

Experience the restaurant from the customer
viewpoint during peak. Ensure you sit where you
can see the whole restaurant.

• Order a starter and main meal.

• Write down everything you can see, hear, smell,
touch, or taste.

Complete during Complete after
Sense the Experience the Experience

See

Hear

What do you see,
hear, smell, touch
and taste?

How did what you
sensed impact your
dining experience?

How did the
management team
impact what you
sensed?

Store specific
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Complete during Complete after
Sense the Experience the Experience

Smell

Touch

Taste

What do you see,
hear, smell, touch
and taste?

How did what you
sensed impact your
dining experience?

How did the
management team
impact what you
sensed?

Store specific
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Question Answer

1. Did the restaurant exceed customer
expectations during your experience
as a customer? Explain.

2. How would you describe the Service
during your experience as a
customer?

3. How would you describe the Product
during your experience as a
customer?

4. How would you describe the
Atmosphere during your experience
as a customer?

5. Based on your experience as a
customer, would you be eager to
come back to the restaurant? Why or
why not?

Individual answer

Individual answer

Individual answer

Individual answer

Individual answer

Part 2

Answer the following questions after your
observation.
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What Customer Mania Plus behaviours
did you observe that display these
attitudes? (Indicate FOH or BOH.)Customer Mania Plus AttitudeC.H.A.M.P.S. Category

Cleanliness Committed to cleanliness Store specific

Hospitality Friendly and warm Store specific

Enthusiastic and Store specific
knowledgeable

Sensitive to needs Store specific

Accuracy Dedicated to detail Store specific

Maintenance Responsible for the Store specific
atmosphere

Product Quality Proud of products we Store specific
prepare and deliver

Speed of Service Sensitive to pace Store specific

Part 3

Complete a C.H.A.M.P.S. Check during 1 peak
period and 1 non-peak period. Your Module Trainer
will observe.

Take action as needed to ensure all
C.H.A.M.P.S. Standards are met.

Observe and evaluate Customer Mania Plus
attitudes in your restaurant.

Complete the chart.
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Topic Notes

Results of your C.H.A.M.P.S. Check

Results of your evaluation of Customer
Mania Plus attitudes

Importance of identifying customer needs
and expectations

The most difficult challenges in trying to
exceed every customer’s expectations

Areas of opportunity in the restaurant

Feedback on your personal areas of
opportunity

Individual answer

Individual answer

Individual answer

Individual answer

Individual answer

Individual answer

Review Activities 1 through 3 with your Module
Trainer. Then discuss:
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Deploy for Customer
Mania Plus

The RGM is accountable for selecting, training, and
scheduling Team Members. However, as Shift Leader, you
can adjust deployment as needed during shifts to enable the
team to deliver 100% C.H.A.M.P.S. and Customer Mania
Plus to every customer.

• Place Team Members who
consistently deliver Customer
Mania Plus in positions that have
the greatest impact on the
customer experience.

• Ensure C.H.A.M.P.S. and
Customer Mania Plus during
even the busiest peak periods.

• Maintain productivity during non-peak times.

• Help control labour costs.

Special deployment challenges include:

• Special requirements for Team Members who serve
alcoholic beverages.

– In many locations, there are minimum age
requirements for Servers.

– In all locations, Team Members who serve alcoholic
beverages receive special training on the legal
requirements for serving alcohol.

• Peak revenue hours.
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During peak revenue hours, a full service dine-in restaurant
can have every table full and a lobby full of hungry
customers.

• Using deployment can help
maximise productivity and control
labour costs.  

• You may decide to have Servers
use “scatter service” to ensure customer needs are met
quickly throughout the dining room. With scatter service,
Servers “touch” every table in the dining room by pre-
bussing and providing drink re-fills, regardless of table
assignments.

The manager can improve the dining experience of
customers by placing the right Team Members in the right
places at the right time. Understand the roles of Team
Members in key positions or stations so that you can deploy
the team to deliver Customer Mania Plus.

The Dedicated Greeter/Host

The Greeter/Host is in a unique position to engage
customers and create a great start to the dining experience.
The Team Member in this position must display Customer
Mania Plus attitudes and behaviours at all times.

The Greeter/Host helps ensure that greeting and seating
standards are met by:

• Ensuring a warm welcome
and friendly greeting for every
customer.

• Making the wait time more
pleasant for customers.

• Handling the wait list and
dealing with any lobby management issues that arise.
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• Giving customers realistic estimates of wait times, which
are continually re-evaluated.

• Informing the customers if the wait times need to be
adjusted.

• Presenting an image of a restaurant that is friendly,
hospitable, and efficiently managed.

The Greeter/Host also:

• Spots potential bottlenecks and directs other Team
Members to take action that can maintain or improve
customer flow and Speed of Service.

• Handles table flow.

– Stays aware of which tables are available and which 
are about to become available.

– Knows the sizes of the customer parties waiting to be
seated and determines how tables can be arranged to
accommodate them. For instance, a pair of 2-seater
tables can be moved together for a party of 4 if no
4-seater table is available.

• Identifies tables that are ready for pre-bussing.

– Notices tables that are about to become available and
directs the Server or dedicated Busser to clear tables
of everything but beverage glasses before the
customers leave.
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• Handles the flow of customers to Servers.

– Alternates assigning parties of customers among the 
Servers so that each Server handles an equal
number of table turns.

– Avoids a situation where 1 Server has many tables to
wait on but another Server has nothing to do.

• Promotes menu items.

– Uses descriptive words to 
promote menu items as 
customers are being 
seated, so that the items will be 
more familiar when the Server 
makes suggestions again at 
menu presentation.

• Introduces the Server to customers.

– Either introduces the Server directly to the customers,
or tells the customers the Server’s name and that the 
Server will be with them in a few minutes.

– This lets the customers know that someone has been 
designated to help them and there is no confusion 
that could cause a delay.

• Prepares the Server.

– Gives the Server information that can help the Server 
meet or exceed customer expectations (for example, 
informing the Server that the customers are 
celebrating a birthday).
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The Dedicated Busser

One of the easiest ways to improve the delivery of
C.H.A.M.P.S. and Customer Mania Plus during peak is to
dedicate a Team Member to bussing tables. This can
improve service in several ways:

• Reduces wait times to be seated because tables are
cleared more quickly.

• Improves service because Servers do not have to clear
tables during or after the meal. They can be more
attentive to customers.

• Makes the dining experience more pleasant for
customers because they do not have to look at dirty
tables.

The Dedicated Food Runner

During peak, when Servers are busiest, deploying a Team
Member as a dedicated Food Runner:

• Helps maintain or improve Speed of
Service by decreasing wait time for
food.

• Ensures food is delivered at the
correct temperature.

• Allows Servers more time to interact with customers and
anticipate and meet their needs since the Servers are not
waiting for or delivering food.

The Food Runner must display Customer Mania Plus
behaviours at all times when serving and interacting with
customers.
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Understand the Importance of the Server

Servers play a critical role in the customer dining
experience. They are in the best position to:

• Make a personal connection with customers and do the
small things that have a big impact on the dining
experience.

• Meet customer needs quickly.

Also, they are in the best position to exceed customer
expectations by:

• Using original greetings that show their personality and
make the customers feel welcome.

• Offering appetiser samples to guests that do not order
any (with approval from the Shift Leader).

• Offering to serve the first slice of pizza.

• Replacing rather than re-filling drinks.

• Customising service based on the customers’ needs.

• Delivering the bill with a personalised message.

• Sincerely thanking guests as they leave and asking them
to return.
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To exceed customer expectations, Servers must display
Customer Mania Plus attitudes and behaviours at all times,
even during peak.

• Friendly and warm

– From the first greeting until the customers leave

– The personal connection does not end when the 
Server takes payment

– Sincerely thanks customers as they leave and asks 
them to return

• Enthusiastic and knowledgeable

– Enthusiastically suggests favourite starters and 
entrees

– Can answer customer questions about menu items

– Enthusiastically describes menu items, instead of just 
listing ingredients or announcing specials

• Sensitive to needs

– Checks to see if children need a game or colouring 
packet to keep them occupied

– Keeps customers informed of the status of the order 
and checks on their needs throughout the meal

• Sensitive to pace

– Offers to take customers’ order within a minute of 
being seated

– Sensitive to whether customers are in a hurry and
want to order everything right away, or are relaxed 
and want to sit with drinks for a time
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Activity

4 Identify Customer Expectations

(Optional: Complete this part of the activity
only if your restaurant serves alcoholic
beverages.)

Review local guidelines and legal requirements for
selling alcoholic beverages.

Answer the following questions.

Question Notes

1. What is the minimum age for handling
alcoholic beverages (for example,
pouring beverages, opening bottles,
receiving deliveries)?

2. What is the minimum age for a Server
to serve alcohol in your restaurant?

3. What steps can the manager take to
ensure that Team Members below the
minimum age are not assigned to
positions that require handling or
serving alcoholic beverages?

16 if supervised by responsible person

16 if supervised by responsible person

Rotated on support jobs
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Question Notes

4. If you have a Server who does not
meet the age requirements for serving
alcohol, what are the legal
consequences:

For the Team Member assigned?

For the restaurant or company?

For the Shift Leader?

For the RGM?

5. What special training is required for
Team Members who serve alcoholic
beverages?

6. What are the special product
management requirements for
alcoholic beverages (for example,
regarding receiving or storing) and
how do these requirements protect the
restaurant?

7. What is the minimum drinking age for
customers in your area?

• Loose licence
• Bad publicity

• Disciplinary

• Loose licence
• Bad publicity

• Pizza Hut standard for serving alcohol

• Checked on delivery
• Stored in locked cage

• 18
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Activity

5
Practice Working the Service
Positions

Part 1
Work in the dining room for one 4-hour shift. Your
Module Trainer will observe. Divide your time so
that you can perform the tasks for Server,
Greeter/Host, Food Runner, and Busser.

Identify:

• The impact of each position on other Team
Members and on delivering C.H.A.M.P.S.

• What would have made it easier for Team
Members in each position to exceed customer
expectations.

Part 2

Complete the chart.

What would have made it easier to
Position How impacts other positions exceed customer expectations?

Greeter Server:

Busser:

Individual answer
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What would have made it easier to
Position How impacts other positions exceed customer expectations?

Food Runner Server:

Greeter/Host:

Server Greeter/Host:

Busser:

Busser Greeter/Host:

Busser:

Individual answer

Individual answer

Individual answer
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1. How did deployment at the beginning of and during the
shift impact your ability to deliver Customer Mania Plus
as you worked the Team Member positions?

2. Based on your experience working the service positions,
what will you consider as you deploy the right people to
the right places at the right time during a shift?

Answer the questions.

Part 3

• Review your answers to Activity 4 with your
Module Trainer (if applicable).

• Review your observations and answers to parts
1 and 2 of Activity 5.

• Discuss:

— How deployment during the shift impacts the
ability of Team Members to deliver
Customer Mania Plus.

— The manager’s role in deploying dedicated
Greeter/Hosts, Food Runners, and Bussers.

Individual answer

Individual answer
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Use the Dine-in
Observation Checklist to
Evaluate Performance

The purpose of the Dine-in Observation Checklist is to
provide a set of uniform criteria for providing feedback about
service quality. It is the primary tool for developing and
reinforcing the Customer Mania Plus attitudes and
behaviours. Managers use the Observation Checklist to:

• Train and certify Team Members.

• Reinforce and recognise performance that meets or
exceeds standards.

• Identify opportunities to improve service.

Complete the Observation Checklist as you observe Team
Members during 2 or 3 customer interactions. Then use the
completed Observation Checklist to give feedback.
Feedback sessions with Team Members are intended to last
from 5 to 10 minutes.

• Review the behaviours observed and checked on the
Observation Checklist:

– Expectations met.

– Expectations not met.
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• Discuss with the Team Member the impact of his or her
behaviours on the customer experience:

– Ask, “From the customer’s point of view, how was the 
dining experience?”

• Give coaching tips:

– What the Team Member did best.

– One thing to improve.

Also have Team Members evaluate each other by using the
Observation Checklist. This:

• Reinforces the message that Customer Mania Plus is
everyone’s responsibility — a team effort.

• Encourages Team Members to look at their restaurant
from the customer’s point of view.

• Helps Team Members see the team’s strengths and
opportunities for improvement.

Team members will be certified on successful completion of
2 x Observational Checklists completed in their first 20 shifts
during training. Managers will use the Observational
Checklists for on going evaluations twice a year links to the
Team Members Performance reviews.

• Each evaluation includes 2 or 3 customer interactions.

• Coaching follows the evaluation.
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Activity

6
Complete Dine-in Observation
Checklists and Give Feedback

Part 1

Use Dine-in Observation Checklists to evaluate the
performance of 2 Front Of House Team Members.

Role-play the feedback sessions with your Module
Trainer.

Use the 5 Ws for providing positive feedback and
for giving constructive feedback. Ensure the
feedback is FAST.

Communicating Positive Feedback

Step Description Example

Who? Name “Jane …”

What? What Team Member did/did “I noticed you cleaned the
not do restroom ahead of schedule

because a customer
complained that it was messy.”

Why? Why it is important “It is important to deliver the
Cleanliness in C.H.A.M.P.S.
Our customers care about
clean restrooms.”

When?/How? When or how it was/should “You responded really fast
be done to the complaint.”

WOW! Thank, express confidence “Thank you for taking
action. I appreciate it.”
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Communicating Constructive Feedback

Step Description Example

Who? Name “Ted …”

What? What Team Member did/did “I noticed that it is late and
not do you are taking trash out the

back door.”

Why? Why the Team Member “Why?”
took the actions

When?/How? When or how it was/should “What should you do instead?”
be done. Find a solution.

WOW! Express confidence “Ted, thanks for helping me
resolve this problem. It is
always best to follow 
procedures.”

The Module Trainer will play the role of the Team
Member and will complete the following checklists.

TIMELYSPECIFICACCURATEFREQUENT
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Did the trainee… Yes      No

1. Explain clearly what he or she had observed?

2. Involve the Team Member in discussing the impact of the Team
Member’s behaviour on the customer experience?

3. Identify at least 1 thing that the Team Member had done well and 
should continue doing?

4. Discuss how the Team Member exceeded customer expectations?

5. Make 1 (at most 2) recommendation(s) for specific things the Team
Member could do to improve?

What was best about the session?

What is 1 thing the trainee could do differently next time?

Role-play 1: Coaching Checklist
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Did the trainee… Yes      No

1. Explain clearly what he or she had observed?

2. Involve the Team Member in discussing the impact of the Team
Member’s behaviour on the customer experience?

3. Identify at least 1 thing that the Team Member had done well and 
should continue doing?

4. Discuss how the Team Member exceeded customer expectations?

5. Make 1 (at most 2) recommendation(s) for specific things the Team
Member could do to improve?

What was best about the session?

What is 1 thing the trainee could do differently next time?

Role-play 2: Coaching Checklist
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Part 2

Give feedback to the 2 Team Members. Your
Module Trainer will observe.

Evaluate the feedback sessions with your Module
Trainer. Then discuss the following:

After this meeting, complete the Knowledge Quiz.

Topic Notes

How often Front Of House Team
Members are evaluated by using the
Observation Checklist, and by whom

Ways to encourage Team Members to
use the Observation Checklist with each
other during training

Feedback on your personal areas of
opportunity

Store specific

Store specific

Individual answer
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Knowledge Quiz 
Answer the following questions:

1. Of the 10 Moments of Truth, customers identified 4
moments that are most critical to service. These
moments are the points in the service sequence when
Team Members can really WOW! customers. These 4
Moments of Truth are:
a. 1. Greeting,

2. Seating,
6. Serving the main course,
10. Delivering desserts and offering the bill

b. 1. Greeting,
2. Seating,
5. Serving starters,
10. Clearing desserts, taking payment, and thanking

c. 1. Greeting,
3. Taking the order,
5. Serving starters,
10. Clearing desserts, taking payment, and thanking

d. 1. Greeting,
3. Taking the order,
6. Serving the main course,
7. Following up after the main course

2. The Dine-in Observation Checklist:
a. Is used by Team Members to prepare for peak periods
b. Is completed by customers to evaluate C.H.A.M.P.S. 

and Customer Mania Plus
c. Is used by managers to interview customers and 

understand customer expectations
d. Is used by managers to train and certify Team 

Members on Customer Mania Plus behaviours

3. During peak periods, a dedicated Busser can:
a. Clean tables more quickly and shorten the length of 

time customers wait to be seated
b. Monitor table availability and seat people quickly as 

tables are cleared and made ready for customers
c. Slide into Back Of House positions if customers are 

waiting for starters and meals
d. Handle the flow of customers assigned to each Server

Quiz
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Next Steps

Review your test answers.

Complete all unfinished activities and review the answers.

Your Module Trainer will let you know what the next steps
are to complete the Skills Assessment for certification.

Meet with your Module Trainer

Use a Recognition Sticker to recognise someone who
helped you as you were completing this module. Say what
the person did well. Say why you appreciate it.

Recognition

Things I need to work on or practice before module certification:
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Skills Assessment

Application of Knowledge
What Was Effective

How Could It Be More
Effective

Completed More
Successfully Practice

• Deploy the team during a
shift to ensure
C.H.A.M.P.S. and
Customer Mania Plus.

• Interact with customers
and maintain manager
visibility.

• Demonstrate Customer
Mania Plus attitudes and
behaviours.

• Use the Dine-in
Observation Checklist to
train and certify a Team
Member on Customer
Mania Plus behaviours,
and give feedback.

• Coach and recognise
Team Members.    
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Trainee Date 

Restaurant General manager Date 

You have 
successfully completed . . . 

Congratulations

 

Leading a

Shift

Full Service

Dine-in 1


