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“An Elegant Cuisine Geared Towards Variety and Conversation”
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Mission Statement
Tapas lounge is committed to creating an environment that provides the best quality food and customer service. By fulfilling these objectives Tapas Lounge shall generate a solid profit to allow us to contribute to the community we serve.
Executive Summary

Entrepreneurs have a tendency to formulate business plans that leave the impression of perfection, highlighting strengths and camouflaging any risks.  We, at Tapas Lounge, have analyzed the market and financial commitment needed for the success of our restaurant.  Tapas Lounge’s intent is to have a comprehensive business, marketing and financial plan that outlines the means to obtain capital investment while bringing  people together for quality food, catered by our team of passionate leaders.  We provide quality service and fine dining at an affordable price while meeting each individuals personal needs to create ‘Raving Fans’.

Concept

“An Elegant Cuisine Geared Towards Variety and Conversation”

Need to get away from the oversized entrees you’re used to at your favorite restaurant?  Then settle into a cozy restaurant that encourages conversation with your friends and family instead of focusing on an entire meal lying ahead for you.   

At its core, Tapas Lounge is a fresh idea that will bring our community closer.  Our concept, however, goes beyond that.  The menu is dominated of the highest grade of products including meat, fish, poultry, produce, and local beer.  Tapas Lounge exceeds in every way to please the campus community.  To complete our concept, Tapas Lounge will strive to meet our customers’ desire for a quality meal by providing excellence in customer service.  Tapas Lounge understands that our customers’ priorities are to eat well, concentrate on their health and at the same time demonstrate a sense of community.
Our concept was derived from the growing popularity of Tapas restaurants throughout the Tri-state area.  The sense of community and conversation between our patrons and staff will truly signify our consistent behavior towards our customer’s wants and needs.  According to the National Restaurant Association, 76% of Americans want to eat healthier than ever before, 70% of people are more likely to go to a restaurant that sells locally produced food and 52% of Americans want to go to restaurants that support charity organizations and the local community.  Tapas Lounge’s goal to strive for the wellness of our customers and environment will attract the close knit community of Pace University to our establishment. 
Goals and Objectives
· Occupancy.  Fill all 80 settings within the first 45 minutes of opening.  Be able to provide a short wait time of 10-15 minutes for seating.  
· Sales.  $2,500 on opening night and exceeding $3,000 on the second. 
· Employee retention and development programs will be a main focus and part of the success platform for our business.  Through our team building and development programs we will be able to draw experienced professionals and build a committed work force. 

· Provide what they want.  Provide consistency for our customers and make sure our team has complied with all business practices. 

· Cost control.  This will be an integrated function of the restaurant from the beginning.  We will review our sales, costs and gross profits with our investors.  10% of our total sales will be donated to the 2009-2010 philanthropy for Pace University which is the Red Campaign HIV/AIDS, the net profit split among our investors.  We project food costs to be 39% and labor 30% giving us a profit margin of 31%.

· Promoting.  Start advertising and promotions week of October 26, 2009 through campus and Internet advertising.
Philosophy

· Quality service, because a satisfied customer just isn’t enough.  We offer the highest quality products and service to our customers and maintain consistency throughout our entire operation to create customer loyalty and satisfaction. Being able to stay consistent will provide a real sense of relationship and respect between our establishment and our customers, business partners, and employees  Tapas Lounge puts our customers first and encourages feedback through surveys and firsthand experience from our clients to help keep our standards high.  

· Our TEAM.  Tapas Lounge encourages our team of employees to demonstrate receptiveness and flexibility in serving our customers while assisting in solving problems.  We have assembled a strong management team who have achieved many years of experience and knowledge in the industry.  Each team member is highly qualified and brings experience from time spent in other establishments to Tapas Lounge, carrying different strengths in areas from interpersonal, strategic and organizational skills to our creative design team who has transformed our restaurant into an outstanding, inviting and comforting environment.  Our team will be trained personally to provide our customers with quality service. 

· Communication.  We encourage conversation between manager-staff, staff-staff, and staff-customer.  Communication between the management team and staff promotes positive thinking and reinforcement of the restaurants goals.  All staff members are encouraged to converse with the customers to answer questions and welcome new customers.

We constantly evaluate our business practices to insure the friendliest environment and improved employee and customer satisfaction.  Communication cooperation and productivity among our team are focused on at every business level.  Tapas Lounge’s team is responsible for timely, consistent and superior customer service, which will maintain our growth in the competitive hospitality industry.  While following this philosophy, our motivated work team will always seek efficient means of communication, problem solving and provide the highest quality of customer service. 
Marketing Overview
 
The casual dining/full service restaurant market is an increasingly growing industry in the United States. Americans spend more than $1 trillion annually for food, contributing to nearly 10 percent of our Gross Domestic Product (GDP) with a trend of more and more people choosing to eat out. The restaurant industry is highly competitive and risky. Most new restaurants opened by inexperienced owners struggle or fail. However, those based on solid understandings of the market needs, and management of inventory and staff have a much higher chance of success, especially when combined with experience, enthusiastic spirit and innovative ideas. 

 Tapas Lounge, intends to cater to a wide customer base at the Pleasantville Pace University campus. We want everyone to feel welcome and entertained and have defined our primary market to be Pace University students between the ages of 18-25, both residents and commuters and our secondary market is Pace University faculty and staff.  Our market segments are people that have a desire for good food and fascinating atmosphere and are seeking different, trendy, and comfortable restaurant options not offered on campus or surrounding areas.  These are the types of people who frequent the cafeteria on campus and other restaurants in downtown Pleasantville. They are likely to spend more on experiences they perceive as unique, cosmopolitan, and sophisticated. They are also the most open to trying something new, food wise, and will embrace our Tapas cuisine. 

Tapas Lounge is the new spot in campus providing diverse plates, eclectic ambiance and superior service. After surveying our potential market, 97.75of students are willing to pay a little more money for higher quality meal. This is where our food will be of the finest quality and prepared with exotic flare. Customer satisfaction is the driving force behind our success.
Our strategy is simple. We intend to succeed by giving the students, faculty and staff a combination of excellent smaller portioned interesting foods in an environment that appeal to a wide and varied group of successful adults. The grand opening will focus on establishing a strong identity on campus and then focus on increasing customer awareness with the first night of customer friends, family and their surrounding community. We will direct all of our tactics and programs toward the goal of explaining who we are and what we do. We will keep standards high and execute the concept flawlessly, so that the word-of-mouth will be our main marketing force. We will also introduce our Tapas Lounge logo to all students through banners and flyers throughout campus we will also rely on Facebook, Pacebook, and pace.edu/nyc/tapaslounge.  On our website we will provide information about our establishment, menu, hours of operation and a Survey Monkey for customers who have dined at Tapas Lounge to allow us to be of better service for the following week.

 

We will create an appealing and entertaining environment with unbeatable quality at an exceptional price. As an exciting and eclectic restaurant, we will be the talk of the Pleasantville campus.

 
Attached: Appendix 1, Marketing Plan.
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· 

· 

· 
Human Resources
General and Assistant Manager
· Tapas Lounge’s general manager and assistant manager run the house.  It is essentially their position to operate and handle all functions of our restaurant, from the beginning of our night to the clean up and closing of our night. In some instances, our General and Assistant Manager may be required to jump in any position to fill in for last minute absences.  

Host
· Our personality filled host will warmly greet and seat all customers’ upon arrival.  The host must be friendly and courteous. They must also be well coordinated or experienced enough to handle rushes and waiting parties.  Our host must be organized, well-groomed and dressed, and comfortable with many tasks.

 
Server
· Our servers will be our customers’ attendants from the time of their initial smile and hello until the time they are puzzling how much of a tip they should leave. The servers will take all meal orders, recommend the appropriate wine and beer for every preference, and will always keep an eye on you making sure you have everything you need. Our server will be knowledgeable of the type of food we serve, as well as have a basic familiarity with the wine and beer we offer.

 
Runner
· Tapas Lounge’s runners’ main responsibility is to clear tables of used glassware and dishes. They will be responsible for maintaining the cleanliness of the front of the house and give a hand to our servers by bringing meals to the tables.  

Bartender
· Our bartender serves alcoholic beverages to our patrons.  They serve as the public image of our bar as well as reflecting the atmosphere of Tapas Lounge.  In addition to their core responsibility of beverage serving they take payments from customers and maintain the bar inventory. 

Cashier
· Our cashier is in charge of the register. This would include cash, credit card and Pace One card transactions, as well as balancing the register at the end of the shift. The cashier may assist the servers with various tasks, must be competent with our computerized register system and have good cash handling skills. They must have experience in retail sales, be professional, polite, and reliable. 

Promoters
· The promoter’s responsibilities include posting and handing out flyers, spreading information about Tapas Lounge to students and the community. Essentially the promoters are responsible for communicating Tapas Lounge's name and elegance to students, faculty, and the community. 

Design Team
· The Design team is responsible for independently developing concepts within the strategic direction and concept of Tapas Lounge. They prepare and review artwork in compliance with design standards and project timelines. They must support the design director in the creation of designs during the exploration phase of new concept development.  They must develop designs for specific strategic initiatives.  They must be self-motivated but also able to follow orders, be proactive and be team players.  They will also be responsible for putting up all décor and removing the décor after Tapas Lounge has closed.
7 Norms of Tapas Lounge Employees:

 

1. Respect others opinions and thoughts!

2. Leave personal your life at the door before coming to work. 

3. Priority to serve others; the guest comes first!

4. Don’t let our pride stand in the way of our common goal. 

5. Help each other in way possible; everyone should back each other up, work together. 

6. What we put in is what we’ll get out.

7. We’re a team and we are together, so let’s make it happen!

Attached: Appendix 2, Tapas Lounge Organizational Chart. 

Attached: Appendix 3, Tapas Lounge Training Manual.

Products and Services
Tapas Lounge focuses on providing high quality, portion sized dishes, prepared to order.  The restaurant will serve the highest grade meat, poultry, fish and vegetables.  Our dishes are prepared by culinary chefs and each dish will leave the kitchen with professional preparation and inspected for the best presentation.  

The Tapas Lounge menu was designed by the entire management team but specifically put together by our executive of productions and head chef.  Each area of the menu was reviewed to highlight the star dishes, provide food options for vegetarians, and to ensure that any customer with allergies will have their needs taken care of.  Cost was factored into each item. 

  Soups / Salads:

· Shrimp Salad – Mixed Mesculin with Shrimp 

· Chicken Salad – Tossed Salad with Mandarin Slices and Chicken Breast

· Greek Salad – Tossed Salad with Stuffed grape leaves, Pepperoncini, Olives and Feta Cheese
· Shrimp Bisque – Smooth and Creamy Shrimp Soup

· Italian Wedding Soup – Tiny Meatballs and Spinach in Chicken Broth
TAPAS:

· Seafood Stuffed Mushrooms with Crab and Shrimp
· Lettuce Wraps – Crisp Lettuce slices with Chicken
· Potato Croquets – Mashed Potato Breaded and Deep Fried
· Fried Calamari w/Marinara Sauce

· Quesadillas – Cheese, Chicken & Cheese or Apple & Brie 

· Chicken Parmesan – Chicken breaded and fried served with marinara sauce and mozzarella
· Sausage & Peppers – Italian classic of Fried sausage and bell peppers
· Spinach Dip w/ Pita Chips

· Kabobs – small skewers of either chicken, shrimp, and beef
· Brushcetta – chopped tomatoes served on tasted Italian bread
· Empanadas – Beef or Chicken

· French Fries

· Fruit & Cheese Plate – Apricot Chutney, fig spread, brie, grapes, and slices of Pita bread
Dessert:

· Pumpkin Cheesecake w/Gingersnap Crust

· Hot Brownie w/ Ice Cream & Hot Fudge

· Crème Brulee

· Peach Cobbler w/ Whipped Cream

· Churros  w/ Hot Fudge and Caramel  

Beverages:
Non-Alcoholic

· Pepsi, Diet Pepsi

· Sierra Mist

· Seltzer

· Sweetened & Unsweetened Iced Tea

Alcoholic

· Heineken/Heineken Light

· Corona/Corona Light

· Assorted Red &White wine

· Local Brewery Beer

Red & White Sangria









































Appendix 4: Tapas Lounge Menu; Will be added once received and will be subject to change.
Appendix 1
Marketing Plan

Situation Analysis

After conducting an analytical consumer research study, we found that our primary target market for Tapas Lounge is Pace University students between the ages of 18 and 24.  Our secondary target market is Pace University faculty and staff.  Currently, there is an average of about 1,300 students living in the Pace dormitories and about 6,500 commuter students.  After conducting an online survey throughout the Pleasantville campus, among the 239 students surveyed the vast majority express distaste for the food served at Pace cafeteria. Of the students surveyed, 43% of students say they thought the cafeteria food was satisfactory in terms of quality and 36% said they think improvement is needed.   83% of the students surveyed based their decision to eat on campus based on their ability to use the PaceOne card.

Currently a demand for a quality food service provider exists within the university.  63% of the students surveyed stated that they are currently spending $9.00 – $14.99 for dinner. 46% rated satisfactory the service time and ambience of the campus cafeteria and 30% belief that improvement is needed. These statistics demonstrate the importance of quality food at Tapas Lounge. 

 
Our potential market size is substantial.  As previously mentioned, there is an average of 1,300 students living in Pace dormitories. 1,000 students are enrolled in Tuesday night evening classes for the fall 2009 semester.  


Competitive Research

Everyone that sells prepared meals is our competition though because we all compete for the same home meal replacement dollar. However, there are two segments of the restaurant industry that are our main competition: the casual quick dining cafeteria in campus and the fine dining restaurant in downtown Pleasantville. If the value of the food, price and service is better at a fine dining restaurant than a casual restaurant, where are the students, and or staff more likely to go? 


The solution is to deliver the best food at the best price with the highest level of service in one establishment. This is the very definition of value and the concept at the heart of Tapas Lounge.

 
With the introduction of Tapas Lounge, there will be potential to gain a large portion of our target market through our marketing strategies.  In downtown Pleasantville there are a number of restaurants which are our main competitors.  Aside from the Pace cafeteria’s, no other competitors accept Pace One cards.  The lack of high end, affordable, modern restaurants in the Pace University area, opens up the potential for high sales, based on Tapas Lounge providing these otherwise missing attributes.  There is no other location on campus that offers a comfortable sit down service and alcoholic beverages to student faculty and or staff.  Our biggest competitors in the area are Pace Café, Mediterraneo Ristorante & Café and The Iron Grill. 


Pace Cafeteria (Direct competitor) 

This establishment is conveniently located in the Kessel campus center inside Pace University Pleasantville campus, accepting Pace One cards for purchase of food and beverages in the cafeteria and is open until midnight Monday thru Thursday.  Though the cafeteria offers a variety of products, Tapas Lounge surpasses the cafeteria in quality and service.  Unlike the cafeteria Tapas Lounge offers sit-down service, beer, red and white wine and our signature sangria to students of the proper age.


Mediterraneo Ristorante & Café (Direct competitor)

Located at 75 Cooley St, Pleasantville NY it opens from 5pm and closes at 10pm Monday thru Saturday. At Mediterraneo Ristorante the menu offers a wide variety of Italian cuisine. Tapas Lounge offers a wide variety of ‘little plates” from international cuisines. 


The Iron Horse Grill (Direct Competitor)

Located at 20 Wheeler Ave, Pleasantville NY is open for dinner Tuesday – Saturday between the hours of 5pm to 10pm. This establishment offers a variety of foods, such as bar foods to daily special entrees. The average meal is priced about the same as Tapas Lounge’s meals. The Iron Horse also offers a wide variety of alcoholic beverages and has an ample bar. The services do not surpass the personnel hired at Tapas Lounge. 


SWOT Analysis
	Strengths

· The facility’s location at 861 Bedford Rd. in the Kessel Campus Center at Pace puts it into very close proximity to the students 

· Acceptance of Pace One meal plan cards to purchase meals.

· Only dining facility to offer beer, wine and sangria inside the University.

· Quality of food that exceeds customer’s expectations.
	Weaknesses
· Negative connotation of “school food” perceived by students.

· Difficulty of having long lines and students waiting for tables.

· Young inexperience staff



	Opportunities
· The negative reputation of Tapas Lounge being next door to closest competitor (the Pace cafeteria).

· The number of outside restaurants that close before Tapas Lounge’s operating hours.

· New promotional campaign for non-Pace students.
	Threats
· Poor economic conditions.

· Negative publicity through word of mouth.

· Competition mimicking Tapas Lounge’s modern little dish concept

· Transportation

· Weather


  

Positioning

Tapas Lounge will provide Pleasantville Pace University students, faculty and staff diverse small plates, eclectic ambiance and superior service at affordable prices.  A tapas meal at Tapas Lounge will be unique, trendy, cosmopolitan, and with sophisticated European experience.  Our exquisite tapas menu will be creative and of high quality. At Tapas Lounge we will create an appealing and entertaining environment with unbeatable quality food, where students, faculty, and staff can dine, unwind and relax after a long day of classes. 

 
Competitive advantage
 
Our competitive advantage is our tapas menu, the chef, the environment, the management, the service and our friendly place! We will have a diverse menu and our food will be made with the freshest ingredients and produce available. The chef has an excellent taste for what fine dining is and requires. Our environment is trendy, and comfortable with decor that is warm and relaxing. Tapas Lounge will be the only facility on campus to be the provider of alcohol beverages to accompany our delicious meals. Great service is very important to us. The management and servers will handle every detail to make customer's special evening even more special! All this and our great atmosphere will make customers want to come back the following week!

 
Marketing Mix Strategies
 
Price
· All menu items are moderately priced for the target market, aiming to offer exceptional food at reasonable prices for the average restaurant diner.  At Tapas Lounge, we will focus on using quality ingredients for all our menu items, priced prudently.  Our prices are based on actual product costs plus a 31% profit margin.

 Product
· Our main focus at Tapas Lounge is our specialty diverse little plates.  Each serving will be made with high quality ingredients and presented in a different way.  The creativity involved in preparing each tapas plate will attract the target market to visit Tapas Lounge, who would come to enjoy a quality time with friends and/or coworkers conversing and enjoying different little plates.   We will also provide a variety of dishess that will fit the needs of various lifestyles by providing tastes from many cultures, including vegetarian and healthy choices. 
 
Promotion 
· During the week of November 9th, a “Tapas Lounge Coming Soon” banner will be posted outside Tapas Lounge facility.  Our company logo will be on the banner.
· By the 16th of November, we will post flyers similar to the “Coming Soon” banner all around the Pace campus.  We will also have an article printed in the Pace University newspaper, The Pace Press, around the last week of November. The article will write about the “tapas concept” and flyers will be posted around campus.  This will generate hype among Pace students and word-of-mouth will create more potential Tapas Lounge customers. 

· Our target will be divided into two groups: residents and commuters.  To reach residents, we will distribute flyers in all dormitories located in the Pleasantville campus. For commuter students we will focus on distributing mini flyers on cars.
· To attract all students and faculty, we will also post flyers throughout the hallways.  We will begin to inform potential customers about what Tapas Lounge is beginning the third week of November.  Our advertisements will let students and faculty know that Pace One cards are accepted and that alcoholic beverages including our signature sangria drink will be available for sale. 

· On the Friday and Monday before opening day, our promotions team will personally hand out flyers to students and inform them about Tapas Lounge opening date on December 1st.  The promoters will also be present on both Tuesdays, focusing on distributing flyers in Miller and other Buildings.
· Throughout the entire Tapas Lounge project, our dedicated staff will inform friends and family about Tapas Lounge.  The Facebook social network group will also be used to advertise Tapas Lounge.  A Tapas Lounge event will be posted inviting all Pace University students who have a Facebook account.
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· Above is our official logo that will be used in every form of promotion and advertising used in the Tapas Lounge campaign.  Our goal is have a recognizable symbol that becomes associated with creative quality food served with a concept never seen on campus.
· 
Place
· Tapas Lounge will be located in the Kessel campus center at of Pace University where Gottesman Room is currently located. There is heavy foot traffic in this area as it is close to the Pace Cafeteria.  It will be open its doors on December 1st and December 8th 2009 hours of operation of from 6pm – 11pm. 
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Appendix 2
Appendix
 3

Training Manual

Host Functions & Responsibilities

As the host of Tapas Lounge, you must make the guest feel welcome.  You should provide a cheerful greeting and make each and every guest feel “special”.   As the host you are a salesperson with the answers to all questions.  Your energy level and enthusiasm must remain high at all times. 

As the host you are the first person our customers see, so greet the customer with a smile.  The customer’s first impression of Tapas Lounge is you.   All incoming guests must receive a friendly, sincere greeting.  You are also the last person the guest will come in contact with.  Be sure to thank them for coming and invite them to return the following week.  Provide the guest with a good last impression of Tapas Lounge.

You set the mood for the guest.  The smiles you put on people’s faces through your contact with them makes a difference.

General Host Information
· Our personality filled host will warmly greet and seat all customers’ upon arrival.  The host must be friendly and courteous. They must also be well coordinated or experienced enough to handle rushes and waiting parties.  Our host must be organized, well-groomed and dressed, and comfortable with many tasks.

· Hosts must be dressed in a comfortable; no heels preferably all black attire (but may incorporate colors of the theme of Tapas Lounge). Outfit must be approved before opening night. Host may be completely comfortable with talking to guests, and very knowledgeable with the table numbers and with which servers have which sections, and how good the server is (i.e. if the server can handle being able to be double sat if needed, etc.) Hosts cannot double seat servers unless absolutely necessary. Host must know how to take down a proper reservation (put a guest on a wait) and know how to quote a guest properly. It is always better to over-quote than under-quote. MUST ALWAYS FILL OUT HOST SHEET PROPRELY WITHOUT MISSING A SECTION! Hosting affects the servers and the kitchen, if this position if not directed correctly and it does not flow right, the kitchen can easily get backed up!

· 
· 
· 
· 
· 
· 
· 
· 
The Greeting
Your greeting is the guest’s first impression of Tapas Lounge.  Remember, neither you, nor Tapas Lounge get a second chance to make a good first impression.
· Greet guest, within 30 seconds upon their entry to Tapas Lounge: i.e. “I’ll be right with you” or “Welcome to Tapas Lounge”.

· Do not use the host stand as a shield to stand behind.

· Stand up front; do not make the guest approach you.  You must make the first move in welcoming your news guests.

· Make every guest feel wanted and appreciated.

· Do not use the same greeting every time. 

· Your greeting should be comfortable to you.

· Do not let the friends you make take up too much of your time.

Waiting List

Waits are difficult to determine.  So how do you determine what the wait time is?  This answer is not easy; therefore always ask a Manager.  The wait for tables of two and four are different than for large parties.  You must “sell” the wait as opposed to “challenging” the guest.

Example: 

Wrong: “Four for dinner?  There is a twenty-minute wait!” 

Translation: “It’s up to you if you want to stay.”

Correct: “Welcome to Tapas Lounge.  How are you this evening?  How many are in your party?  May I please have your name?  There is a short twenty-minute wait, but if you would like to have a seat, I’ll come get you when your table is ready.”

Translation: “I know you do not like waiting, but I will do everything I can to make the wait as short as possible.  I am happy you are here!”

When you are ready to seat a customer, use the guest’s name: i.e., Mr. Agnelli, your table is ready!” or “Enjoy your dinner Mr. Agnelli”.  When seating a guest, inform them of our daily specials, and make suggestions of what to try.

Some things you must write down when a customer makes a table reservation are:

· Customer name

· Number in party

· Time checked in

· Time quoted

· Description (what they are wearing, L= Lady, M= Man)

Estimated waits are increased by five minute intervals.  Waits should be updated continuously.  Take into consideration the number of names on the wait list and the times seated on the floor plan.

Seating & Rotation

At the beginning of your shift, you will receive a floor plan showing the service stations.  Seat two-tops with parties of two, before using four-tops and seat four-tops at tables, and parties of five or more by putting tables together.  Try to rotate from one station to the next whenever possible: i.e., station one, then two etc.  Try not to double seat a station.  Be sure to post the time seated on that table on your floor plan.

Personal Appearance

Your image reflects Tapas Lounge’s image.  You must make an impression on all of our guests.  You are expected to handle our guests’ needs and must reflect cleanliness and wholesomeness at all times.

· Arrive neat and clean.

· Do not wear scented lotion on hands.

· A smile is part of the dress code.

· At no time will employees chew gum or eat while in the public area of Tapas Lounge.

· Have at least two pens.

Bidding Farewell
You as a host are the guest’s first and last impression of Tapas Lounge.  Just as you welcomed the guest into Tapas Lounge, your farewell should leave the guest feeling good and wanting to return.

· Make sure their experience was pleasurable.

· Thank them for their patronage.

· Invite them back for another visit

· Make sure their lasting impression was a positive one.

· Smile.


Server Functions & Responsibilities


Our servers will be our guests’ attendants from the time of their initial smile and hello until the time they are puzzling how much of a tip they should leave. The servers will take all meal orders, recommend the appropriate wine and beer for every preference, and will always keep an eye on you making sure you have everything you need. Our server will be knowledgeable of the food we serve, what’s in each dish, what ingredients are included and what’s available to be taken out or substituted, as well know exactly what wine and beer we offer.
The server must know everything about the Tapas Longue. He or she must know the table numbers and sections, for their section may not stay the same. They must always be in uniform and keep it clean. Servers must know which guest gets what, how they are paying, whether to separate the checks, etc. 

General server Information

Servers must be on top of their game. Know the Dos and DONTs

· When taking an order, always look the customer directly in the eyes, and stand erect.  Do not lean or write on the table.  Do not crouch down on your knees.

· ALWAYS WRITE THE ORDERS DOWN. PEOPLE WHO DON’T WRITE THINGS DOWN FORGET!
· ALWAYS REFER TO THE “CUSTOMER” AS A GUEST!

· Servers should ALWAYS inform the kitchen of a food allergy. 

· Servers are the direct contact from the guest to the kitchen. YOUR GOAL IS TO MAKE THE GUEST HAPPY! If they are unhappy fix it! If you can’t, get a manager. Anything is possible! 

· NEVER SAY THE WORD NO! USE THE PHRASES INSTEAD: “LET ME SEE WHAT I CAN DO”, “Let me check for you”, “I will try my best”….
· Know what the daily specials are and what they cost.

· Know your managers.

· 
· 
· Ask for assistance if you fall behind.

· Don’t ever stand around or lean on anything.  If you have downtime, help out by cleaning, wiping tables and taking items into the kitchen.

·  
· Pace yourself.  Do not take all your tables orders at once. 

· Do not hide from your customers.

· If you are having a problem with another employee, go to the manager.

Serving the Food

· DO NOT BRING OUT APPETIZERS AND ENTREES AT THE SAME TIME UNLESS SPECIFIED

· Never handle a glass by the rim with your hand over the drinking surface.

· Never handle silverware with your hand over the eating surface.

· When handling plates or food never let your hand touch the eating surface or the food.

· Always be sure that food is secure when leaving the kitchen.  Do not attempt to carry too much.  Safe trips are better that a catastrophic one.

· If an order is delayed, first inform the manager, and then inform the customer.  The manager will go to the table and explain the situation.  Your stories must be consistent.  Do not hide from your customers.

· DO NOT WAIT FOR A RUNNER TO BRING OUT YOUR FOOD, YOU SHOULD ALWAYS KEEP TRACK OF WHAT FOOD GOES WHERE, YOU ARE THE ONE INTITIALLY TAKING THE ORDER!

· Take out complete orders.  If an entire order is ready except for a side order, have someone follow you in a few seconds with the side order.  Don’t let the entrees get cold because of a side order.  Everything goes out hot.

· Never serve cold food, if the plate is hot always warn the guest, and PLEASE carry a rag to pick up the hot plates, plates should not sit because your taking time to find a rag or waiting for it to cool down

· If one customer asks for something, make sure to ask if anyone else at the table would like that item as well.

· When reaching across someone or serving in front of someone, always excuse yourself.

· Always keep your fingers and thumb off the plates you serve.

· Serve food from customer’s left.

· Serve beverages from customer’s right.

· Clear everything from customer’s right.

· Serve women and children first, then men.

· Whenever you serve a course, ask if there is anything else you can do for the table.

· Ask if customers need a refill if you see their glass is getting low.

· Bring condiments before they are needed.

The Guest

Never underestimate the importance of a guest.

· DO NOT START THE RELATIONSHIP WITH THE GUEST AS “MAY I TAKE YOUR ORDER”

· DO NOT ASSUME, ALWAYS ASK
· DO OFFER THE GUEST TO TRY ITEMS ON THE MENU
· A guest is not dependent on us, we are dependent on them.

· A guest is part of our business.

· A guest is deserving of the most courteous and attentive treatment we can give him.

Quality Control

· DO CHECK BACK WITHIN THE GUESTS’ FIRST BITE OF THEIR FOOD IF EVERYTHINGS OKAY

· Hot food: check to make sure your food is hot.  If it is not hot do not take it out.  Do not argue with the cook.  Tell the manager.

· Clean plates: always check plates, mugs and silverware before presenting them to the customer.

· When bringing out drinks: be certain the glass is clean and filled to the proper level.

· Cold food: make sure cold foods are going out cold, not warm or cool, but cold.

· Check back within two bites to make sure everything is perfect.  Do not say “Is everything ok?”  Put a spin on it.  Be specific and sincere.

· If the customer is not satisfied or there is something wrong at the table; apologize, remove the items and get the manager.  Management will ensure that the problem is fixed and the customer is 100% satisfied.



· 
· 
· 
· 
· 
Farewell
· Make sure the guest’s experience was pleasurable.

· Thank them for their patronage.

· Invite them back for another visit

· Make sure their lasting impression was a positive one.

· Smile.

Runners Functions & Responsibilities

Tapas Lounge’s runners’ main responsibility is to clear tables of used glassware and dishes. They will be responsible for maintaining the cleanliness of the front of the house and give a hand to our servers by bringing meals to the tables. 

 Runners must be in assigned uniform at all times. Must maintain their uniforms and keep a clean appearance. Within 10 seconds of guests leaving their table for the night, runners must tend to the table, wiping everything down from table to seat, and replacing all silverware and napkins (full new place settings). Runners must also be knowledgeable of menu items, how they are made, and how the plates are supposed to look before being served.  Runners cannot serve cold food, or food that is incomplete (no garnish, sides, etc.) Runners must know their table numbers and sections and must be quick on their feet; they will be constantly going back and forth from kitchen to dining room. They have to be in communication with the FOH and BOH managers at ALL TIMES and also the servers of their section
· 
· 
· 
· 
· 
· 
· 
· 
· 

· 
· 
· 
· 
· 
· 
· 
· 
· 
· 
· 


· 
· 
· 
· 
Bartender Functions & Responsibilities
· Our bartender serves alcoholic beverages to our patrons.  They serve as the public image of our bar as well as reflecting the atmosphere of Tapas Lounge.  In addition to their core responsibility of beverage serving they take payments from customers and maintain the bar inventory. 

· Bartenders must be in uniform at all times. Must be aware of all drinks available, specials if necessary, and also be familiar with the Tapas Lounge Menu, especially be ready to give suggestions to guests at the bar. Have to perform pre-open and closing duties, such as stocking glasses, cutting lemons, etc. Closing duties include breaking down the bar, etc. 
Cashier Functions & Responsibilities
· Our cashier is in charge of the register. This would include cash, credit card and Pace One card transactions, as well as balancing the register at the beginning and end of the shift. The cashier may assist the servers with various tasks, must be competent with our computerized register system and have good cash handling skills. They must have experience in retail sales, be professional, polite, and reliable. 

Service Excellence

Our customers will greatly appreciate it.

· Look at me. 
· Talk to me.

· Smile at me.

· 
· Listen to me.

· Thank me.
 SHAPE  \* MERGEFORMAT 
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