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Room Service Introduction Room Service is a personalized and specialized food & beverage outlet which quiet differs from other F&B outlets where the food and beverage are served for only In- House Guest or this form of service is only given to the Residential guests because it implies the serving of food and beverage in guest rooms of hotels. In other outlets service of food and beverage may be vary from 12 to 17 hrs whereas Room Service outlets provides its service 24 hrs in luxury and standard hotels but with limited menu range. Small orders are served in trays. Major meals are taken to the room on trolleys. The guest places his order to the room service order taker. The waiter receives the order and transmits the same to the kitchen/bar. In the meanwhile he prepares the tray or trolley. He then goes to the cashier to have a cheque prepared to take along with the food order for the guest’s signature or payment. Usually clearance of soiled dishes from the room is done after half an hour or an hour. However, the guest can telephone Room Service for the clearance of soiled crockery, cutleries and glassware when he finished his meal. It gives small turn over in term of revenue but great deal of labor and effort is necessary to run this outlet. Promptness and accuracy are most important factor to be considered while providing service to the residential guest in the room. If delayed guest should be informed immediately. This service is convenient to the guests who prefer eating in the privacy of their rooms for several reasons: • Important people like celebrities, want their privacy away from public attention and the media. Eating in restaurant will attract too much attention for them to enjoy a meal. • Some do not wish to dress to go to a restaurant. They can eat in their rooms in casual wear. Even their night clothes. • They may want to watch their favourite TV program while eating. • Some people cannot start their day unless they have their morning cup of tea as soon as they wake up. Most of the hotels provide early morning tea or coffee at free of cost when informed earlier. • Some guests have private meetings in their rooms and prefer to have their meals in the privacy of their rooms. • Can place orders even at odd hours. • Food is delivered to room therefore it saves time. • Essential for the Sick Guests. Layout of Room Service The Room Service is often situated inside or near the kitchen area and close to the service elevator. In this way hot preparations can be served as fast as possible. Inside this service, the following equipments and areas are found:



• • • • • • • •



Working station Toaster Sink Coffee / tea machine Products shelves (cereals, sugar etc) Tray shelf Refrigerator Order taking office / desk



In general, location of room service department must be: • Close to the kitchen • Close to the service lifts • Close to the storage areas. Mise-en-place for Room service The mise-en-place in room service is usually prepared during the least busy of operations, the night shift. To ensure that guests are presented a tray or trolley that is complete, attractive, clean and hygienic, only certain items can be prepared ahead of time. Items that can be pre-prepared for tray and trolley orders include: • glassware, chinaware and cutlery • decorative centrepieces such as flower • cruet set • individually wrapped tooth picks • jams and butter in individually portioned packs • serviette/napkins • linen such as table cloth for trolleys and tray cloth for tray • cleaned food warmers and food covers • replacing empty cans of heating fuels like “sterno” with fresh ones



Equipments Used for Room Service: Different types of equipment used for room service are as follows: 1. Mobile Folding room service table: • Comfortable even though for 4 persons. • Quiet rolling wheels from vinyl coated PVC. • Comes with food warmer rack below. 2. Plate Warmer: • Made from stainless steel. • Has double door for ease of usage. • Holds up to 120 plates at a time. • Low electrical usage due to low power needed to operate.



3. Coffee Machine: • Large lid area for warming and stacking cups. • Choices of coffee preparation can be done in same machine. 4. Micros: • MICROS Systems makes point-of-sale terminals, central reservation system etc. • Touch-screen systems that restaurant employees use to register orders and bill customers. • Keep track of inventory and enable management to analyze demand. 5. Blending Machine: • Allows blending almost any drink at the touch of a button. 6. Ice Machine: • Makes up to 30 kg of gourmet cubed ice a day. 7. Food Warmer Machine: • The exterior part is usually made of stainless steel. • Easy to maintain the quality of food. • Compatible with room service table. Types of room service: There are three different types of room service practiced in the hotel industry; 1. Centralized room service 2. Decentralized room service 3. Mobile room service 1. Centralized room service Here all the food orders are processed from the main kitchen and sent to the rooms by a common team of waiters.The benefit of central kitchen is that the room service menu can offer a wide range of items since the main kitchen is equipped with all the equipments and skills to provide them. The disadvantage is the time taken to serve the food to the guest rooms. Tall hotel structures have service elevators that are used by all the service staffs. The other disadvantage is to keep the food hot in the way to the guest rooms. Unless the service is quick, food can get cold. 2. Decentralized room service Each guest floor or set of floors may have a separate pantry located in order to serve guests. Orders are taken at the central point by order takers who in turn convey the orders to the respective pantry. In such cases the pantries are fitted with water boilers for tea and coffee service. Food options may be limited to cold items like pre-prepared sandwiches, meat platters or blast frozen foods that are heated in microwave ovens. Some pantries may even have hot cases to keep hot pies and breads. The advantage of such a system is the speed of service to the floor, especially at peak times. The disadvantage is that the



pantries can offer only limited range of food as these pantries are dispensing facilities and not where actual cooking takes place. 3. Mobile room service Some hotels have pantries installed in a room elevator. Orders are received by a central point who conveys it to the mobile pantry. The pantry has to just switch on the floor and give instant service. This is the one where an elevator is dedicated to the room service pantry. Orders are taken at a central point and conveyed to the mobile pantry. Alternatively, the guest may call the mobile pantry directly for his order. The greatest advantage is the speed of service especially for morning tea/coffee service and breakfast the range of food offered is again limited as these elevators are limited in space and can only dispense easy to serve food like sandwiches, breads and perhaps pies Room Service Organization Chart



Fig: Room Service Organization Chart Duties and Responsibilities of Room Service Personnel 1. Room Service Manager: • Select, train, evaluate, lead, motivate, coach, and discipline all employees working under him. • The ability to be visible in the operation, promote good public relations, and handle complaints, concerns or special requests for guests, clients, and group contacts. • Describe and ensure quality of all food items, ingredients, and preparation methods, as well as provide knowledge of wine and spirits. • The ability to work closely with the Director of Food & Beverage and Executive Chef to design effective menu planning • Attend regular operational meetings to ensure effective coordination and cooperation between departments.



• •



Control labor and operating expenses through effective scheduling, budgeting, purchasing decisions, and inventory and cash control. Work harmoniously and professionally with co-workers and supervisors.



2. Room Service Captain: • Responsible for guiding the room service waiter/ waitress, bus boys/girls in the performance of their jobs. • Responsible for ensuring sufficient operating guest supplies and operating equipment during shift’s operation. • Responsible for the overall sanitation and cleanliness of the room service area, pool side bar and Executive Lounge. • Responsible for the proper maintenance and good working order of all equipment, furniture and fixtures in the room service area and Executive Lounge, during the shift. • Responsible for consistently implementing the service standards and operating procedures in the room service. • Responsible for ensuring sufficiency of manpower in the shift. • Performs other duties and responsibilities assigned by immediate superior, which leads to guest satisfaction and profit for the Hotel. 3. Room Service Order Taker (RSOT): • Always answers phone in a courteous, professional manner. • Effectively take guests’ orders, ensuring clarity and accuracy. • Maintains a complete knowledge of all menu and beverage items, their prices, ingredients, method of preparation and availability. • Upon dispatching the order, calls the room to let them know that their order will be arriving momentarily. • Assists Room Service Server in preparing trays and carts. • Performs a follow-up call back to the guest after the food is served. • Maintains responsibility for entering all room service orders and transactions on the pointof-sale system • Always maintains proper cash handling procedures and internal controls. Always signs in/out cash drawer and verifies bank. 4. Wine Butler: • S/he also known as sommelier responsible to serve wine in room as per the guest preferences • Must have thorough knowledge of wine varieties and their natures. • Ability of suggestive selling of the wines to in-house guest. 5. Room Service Waiter/ess (Server): • Responsible for the- trolley set up and preparation of mise en place for the room service. • Responsible for the serving food and beverages in front of guest in the room as per the instruction of room service order taker. • Proper handling of working material. • Cleaning and maintenance procedures.



• • • • • •



Responsible for any side jobs assigned to him. Must have complete knowledge of all dishes and wines on the menus and is able to explain them to the guests. Ensures a proper trolley set-up which must "spot-free". Participate in courses, meetings and training programs in order to develop the necessary skills required. Prompt service of food and beverage in the room. Efficient clearance of soiled dishes after the completion of the guests’ meals.



Room Service Forms and Order Taking Guest can order room service in two ways: 1. By Door Hanger 2. By Telephone 1. By Door Hanger It is a document that the guest places on the exterior room door knob. The room service waiter picks up all the documents during the night. This system allows the room service employees to be ready and serve the guests on time. This document is often made up of two faces written down in two languages and is placed by housekeeping on the head of the bed. The information found in this document are the following: i. The service hour desired by the guest, leaving a margin of a quarter of hour (for example between 8:00 and 8:15 a.m.) ii. The name of the guest iii. The number of people iv. The room number v. The detailed order of breakfast desired (filled in cases) vi. A choice of newspaper proposed by the establishment. 2. By Telephone The room service order is placed through telephone. In fact, it is very difficult to take an order correctly by telephone. One must be fast, not to forget any important information and try to sell the maximum to the guest. For a maximum efficiency, the Room-service personnel use digital telephones that indicate the name of the person and the room number, and the possibility to display the room number of the previous call in case they forget. The room service order is written down manually or computerized and it should include the following information: i. Room number ii. Name of the guest



iii. iv. v. vi.



Number of persons Detailed order Hour the order is taken Service hour



The service should be fast and discrete. The service procedure is as follows: i. ii. iii. iv. v. vi.



Verify the guest's name on the bill Knock on the door Announce "room service" Remove plastic films from the food Wait until the guest invites the waiter to come in Express wishes "good morning, good afternoon, good evening, call the guest by his last name (Good morning Mr. X). vii. Ask where to place the tray viii. List the different food items ordered by the guest ix. Ask the guest to sign the bill x. Thank the guest and explain the procedure to take away the tray. Room Service’s Order Flow: (Cycle of Room Service) - Door Knob Card 1. Door knob menus Door knob menus are breakfast menus, designed as an easy to use, check list menu for the guest to indicate and pre order their breakfast choices from room service. The guests fill in the doorknob menus and are requested to hang them out of the door of the guest room for collection. This must be done before a stipulated time each night. Guests are asked to indicate the following on the door knob menu: • choice of delivery time to be indicated by the guest • choice of items and type of set breakfast meals preferred • guest room number • guest’s full name and signature It is the duty of housekeeping department to place the doorknob menu in the guest room, near by the pillow. The hotel also offers the guest with various menus for which the guest may order food through telephone at different times of the day, for example: 1. Breakfast- 6am to 11 am 2. All-day Dining- 11 am to 11 pm 3. A La Carte- 7 pm to 10:30 pm 4. Night Owl Menu- 11 pm to 6 am 2. Collection and processing door knob menus Room service department may assign a number of staffs to collect doorknob menus each night after the stipulated time. Once the doorknob menus are collected, it is handed over to the order



taker for further processing and then order taker mentions it in the log book to prepare and serve the breakfast in the concerned room within the stated time. 3. Billing procedures Most guests prefer to pay their room service check/bill by signing for the amount to their room folio/account and then paying the entire accumulated amount at the time of departure. Order taker may enquire with each guest how they prefer to pay. This is done to maximise efficiency especially if guests choose to pay by cash. In this case, the correct change can be brought up together with the order to reduce the time spent waiting by guests for the waiter to come back with the change. When guests sign their bills to the room, the waiter has to ensure that the guest provides the following information on the bill: • correct guest room number • guest name written in full and in block letter • guest signature This duly signed bill is then forwarded to the front office cashier in order to debit the amount in the respective guest’s folio.



4. Tray and trolley collection The collection of chinaware, glassware, cutlery, trays and trolleys is a crucial part of room service operations. Such equipments need to be removed quickly so that • The equipment can be washed and reused again, eliminating the need for a large amount of equipment to be stocked in the department. • Any leftover food is disposed of quickly to prevent the odour of spoilt or decaying food from fouling up the guest floors. It is important that, trays and trolleys used for the room service need to be cleared and the hotel may use various techniques for clearing them as: • Instruct room service waiter to verbally inform guests to call them once they have finished so that they can clear trays or trolleys • Room service themselves may call the guest after the specified lapse of time(20 or 20 minutes), and ask the guest if they have enjoyed the meal and if may remove the tray or trolley • Room service department often make use of cards with instructions together on the tray or trolley to inform the guest on how they may have the trays or trolleys removed once they have finished the meal. Format of room service clearing card



Dear guest, We hope you enjoy your meal. Please dial 2 and let us know when you have finished your meal so that we promptly remove your tray or trolley. Thank you and we look forward to serving you again. Room service: Hotel Manila



Note: Hotels use log book to record the movement of every staffs in the guests rooms from every department (bell desk, room service, housekeeping etc) in order to protect the guest’s and hotel’s belongings. Room Service’s Order Flow: (Cycle of Room Service) - Through Telephone Step 1: The guest may place a room service order on the telephone. The phone number is mentioned in the service directory or under key numbers listed on the telephone set. Step 2: The Room Service Order Taker (RSOT) will answer the phone within the two rings. S/he greets the guests, announces the department and acknowledge to the guest. Step 3: The RSOT will inquire for the room number and immediately checks the guest details in the computer to ascertain the guest name and room number. Similarly, s/he will take an order of meals on a Kitchen Order Ticket (K.O.T.). Step 4: The RSOT handovers the KOT to the captain who ensures the equitable distribution of workload to the team of room service waiter. Step 5: The room service waiter immediately approaches the announcer (Barker) in the kitchen and handover the KOT to them.



Step 6: The room service waiter returns to the room service area to assemble the tray or trolley as per requirement. Step 7: The room service waiter picks up the food from the kitchen and places it on the tray or trolley and proceeds to the guest room. Step 8: Before entering the guest room, room service waiter knocks the door announcing ‘Room Service’ and shall repeat if there is no response. When the guest opens the door, the waiter will greet and place the tray on the coffee table. In case of the trolley, waiter wheels the trolley besides the window and arranges the trolley in the form of dining table for guest. Step 9: Now the waiter will ask when shall he come back for the clearance or request the guest to inform the room service after he had done with the meals for the clearance and for any assistance. Step 10: The waiter returns to the guest room for the clearance and also gets the signature from the guest on bills is cash is not paid. Step 11: After clearance the trays, trolley and other service wares are disposed in the scullery (dish washing area) and properly arranged for other room service.



Room Service Cycle (Through Telephone) r



Enter room for clearance, is cash is not paid then obtain signature in the bill L ___________________________________________________________________________ A



Telephone call by guest L ______________________________________ A r



RSOT receives the call k ________________________________________ d



—



■



Thank the guest



k _______________________________________ A



r ---------------------------------------------------------------------------------------------------------------------------------^



Leave the room is butler service is not required by informing the clearance procedure and bill Foo d order placed to the kitchen



Display the food to the guest, if required provide butler service



Mise-en-place (Tray &Trollry set up)



I



Food order taken to the guest room by room service waiter



Greet and slowly close the door while leaving k _______________________________________ A



Attributes/ Good qualities of Room Service personnel The quality of service staff in any establishment reflects the quality of the establishment itself. No matter how good the food and ambience are poorly trained, untidy or rude staff can antagonize customers. On the other hand, if the staffs are well-trained and efficient they can, to a certain extent, make up for other shortcomings in the services provided. 1. Personal Hygiene and Appearance: All members of the staff should be well-groomed and clean at all times, as this gives them a sense of well-being and confidence to do their job efficiently. Nails should be trimmed, and kept clean. Chewing gum should be avoided in all public areas of the hotel. Minimum jewellery should be worn by the service staff. If an employee has a skin problem, a doctor should be consulted immediately. Uniform should be clean and well-pressed. Shoes should be properly polished and well-fitting. 2. Good Conduct: All service staff should be well-mannered and respectful to guests, and to senior members of the staff. They should be calm and pleasant, even in the most tiring circumstances. They should be able to satisfactorily solve any problem that may arise. In case of difficulty, a senior and experienced member of the staff should be consulted. Tact, punctuality and honesty are admirable qualities among service personnel. 3. Good Memory A good memory helps to improve performance. It also helps the service personnel to attend to small but important details such as remembering a guest's name or his likes and dislikes regarding food and beverage. 4. Observation A keen sense of observation and an eye for detail will help a member of the staff to be more efficient at his job. An ability to correctly judge people is definitely an advantage. A sense of anticipation in the service industry is an invaluable quality. The ability to anticipate what a guest or the management needs, even before it is asked for creates a very good impression. 5. Concentration and Skill Waiting at a table requires concentration and skill. Service staff should develop a sense of urgency in the performance of their duties. Good service may not be commented upon, but bad service is surely noticed and talked about. Service should be prompt without the show of quickness. 6. Salesmanship Food and beverage service personnel are technical salespersons; hence they should have a thorough knowledge of the proper presentation and service of all the food and beverages served in the establishment. Waiters should be kept informed by their superiors of deletions or additions to the menu. 7. Ability to Assume Responsibility All service staff should be able to cope up with the demands of the job and possess the ability



to assume responsibility. They should be loyal to their employers, responsible to the guests and friendly towards their fellow workers. They should not consider any job as menial, and should be willing to perform all kinds of jobs efficiently. This will help the service staff to grow in their careers and at the same time enhance the image of the establishment in the eyes of the guests. 8. Maximize Revenue Cutting down on costs and maximizing the revenue of the establishment should be of prime objective to all members of the staff, even to those in junior positions.



9. Punctuality Punctuality is all-important. If staff is continually late for duty, it shows a lack of interest in his work and a lack of respect for the management and customers. 10. Local Knowledge In the interest of customers, the staff should have certain knowledge of the area in which they work so that they may be able to advise the guests on the various forms of entertainment offered, the best means of transport to places of interest and so on. 11. Personality Staff must be tactful, courteous, good humored and of an even temper. They must converse with the customer in a pleasing and well-spoken manner and the ability to smile at the right time. 12. Attitude to Customers The correct approach towards the customer is of the utmost importance. The staff must not be servile, but should anticipate the customer's needs and wishes. A careful watch should be kept on customers at all times during the service without staring. Care should always be taken when dealing with difficult customers. (There is really no such thing as a 'difficult' customer they are normal people whom one is uncertain how to deal with.) Staff should never argue with customers as this will only aggravate the situation. All complaints should he referred to someone in authority in the food service area. 13. Honesty This is all-important for the staff in dealings with both the customer and the management. If there is trust and respect in the triangle of staff, customer and management relationships, then there will be pleasant work atmosphere which encourages efficiency and a good team spirit among the food and beverage service operators.
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