


A clean well-stocked work area is essenitial
for eflicient service.

Make sure all trays and trolleys are spotless.

Thi [argest FREE vesourie tool for gouny hotelitrs and redionsd profecsionst;

+ Make sure that the Room Service area is fully equipped, clean, and dry,

including
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Glassware
Flacware

Tlate Covers
Napkins {folded)
Trays

Trolleys

Hot Boxes
Condiments
Tray Liners
Linen place mats
Tray collection cards

Hort box fuel sources are ignited

Plate warmers and covers are warmed in a hot box and ready for service

The area is well-stocked with pads and pens






The [argust FREE resourit tool for gouny hoteliors and reasoned preferionats

+ Always be prepared to offer complete information on all menu items, including

B

3

B

B

3

Ingredients

Special dietary recommendations
Preparation techniques and options
Daily specials

Items on the menu that are currently unavai]able, =] LN

+ Answer all Room Service callsin a clear and friendly voice within the first } rings

+ Include the time of day, your name and “Room Service” in your greeting

Always answer calls within the first three
rings. »
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“Good morning/afternoon/evening”
“Room Service, This is { } speaking”
“How may [ help you?”

o If your phone displays the room number and name e which it’s registered,

confirm that information; if it doesn'y, simply ask for the name and room

number of the caller

* Always use the caller’s name
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As soon as it is confirmed

At least twice while taking their phone order

+ Ask how many guests will be dining

Write exactly what the guest orders. + Write exactly what the guest orders on the order form

+ Ask:
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How does the guest want appropriate items prepared ifor example, “How
would you like your steak - rare, medium, or well done?"}

“Would you like a side order?”
“Would you like a dessert?”
“Would you like a drink?”

+ Dolitely “up-sell” when appropriate by suggesting enhanced options - such as

3

B

B

3

B

B

Starters
Main courses
Desserts
Juices
Waters

A full botde of wine instead of an individual glass or glasses, etc



The largest FREE resauree Lool for goung hatelisrs and A professicnat

+ Accommodate any special request the puest makes immediately: if the request

can't be met, be prepared o propose an appropriate alternative

+ Read the completed order back to the guest and confirm the room number o

which it’s to be delivered

+ Inform the guest approximately how long the delivery will take - which should
be within 30 minutes
+ Ask how they would prefer to pay
» Cash
» Credit or
» Room Charge Read the order back to the guest to confirm it.

+ Thank the guest for their order

+ If you have to place the caller on hold
» Askif
— Itis acceptable to them if you briefly put them on hold - or
— If they would rather be called back
» Return to all calls on hold within 30 seconds.

» Always thank the guest for waiting when you return to the call
* Once the order has been completed

» Log the order on the Room Service Delivery/Collection sheet
» Ring the order in the POS system and send it to the kitchen

» Print the bill and write the room number and name of the puest on the

bill









Tha iargest FREE rasouree tool for young hotaliers amd seaconed profassionals

+ Trays and trolleys must be cleared from guest room hallways as quickly as possible

+ If a guest calls with a pick-up request
» Use their name when responding
» Ask if they were satisfied with their meal

» Politely suggest that they' might enjoy additional items that you can

provide
— Reference specific items
— i.e. Créme Brule, Specialty coffees, etc.
Trays and trolleys should be cleared from » Make certain that the tray or trolley is picked up within ten minutes of the

hallways as soon as possible. all



Tha largest FAEE recource tool for young hateliers and seasoned professionals

+ Make certain that you or a fellow Team Member checks the halls for trays

and trolleys at least twice a day and remove any that are there
+ Before handover to the next shift, go through all the foors

+ Use the Room Service Delivery/Collection sheet to

» Complete the floor check

» Keep alist of all room numbers where there are still trays or wrolleys
inside that will need to be picked up

Check hallways for room service items at least
twice a day.





