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Welcome to Hospitality — More Than Just a Job
The Waiter's Role — Your Core Responsibilities

The Guest Experience Cycle — Every Step Counts
Be an Ambassador of the Restaurant

Professional Appearance and Grooming Standards
Body Language and First Impressions

Creating a Warm Welcome - Greeting Guests
Communication Skills for Excellent Service

Active Listening — Understanding Guest Needs

: Handling Guest Complaints Professionally
: Turning Complaints into Loyalty

: Putting It All Together — The Professional Server
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SERVER EXCELLENCE - FUNDAMENTALS

MODULE 1:
Welcome to Hospitality - More Than Just a Job

This module introduces learners to the world of hospitality. It explains what
hospitality really means and why waiters play an important role in creating
special guest experiences. Learners will understand that waitering is a
professional career with pride, growth and opportunity.

MODULE 2:
The Waiter’s Role - Your Core Responsibilities

This module explains the main duties of a waiter: greeting guests, taking
orders, serving food and drinks, clearing tables, and handling the bill.
Learners will understand that each step matters and must be done
professionally.

MODULE 3:
The Guest Experience Cycle - Every Step Counts

This module introduces the “Guest Experience Cycle” — from the moment
a guest walks in until they leave the restaurant. Learners will see how their

actions influence each stage of the guest journey.

MODULE 4:
Be an Ambassador of the Restaurant

This module teaches learners that they represent the restaurant at all
times. As ambassadors, their behaviour, language and attitude reflect the
business. Professional conduct builds trust and loyalty..
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CORE ROLE EXCELLENCE
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MODULE 5:
Professional Appearance and Grooming Standards

This module focuses on personal grooming, hygiene and uniform standards. Learners
will understand how appearance influences guest perception and confidence.
MODULE 6:

Body Language and First Impressions

This module teaches learners how body language, facial expressions and posture
create powerful first impressions. Guests decide quickly how they feel about service.
MODULE 7:

Creating a Warm Welcome - Greeting Guests

This module teaches learners how to greet guests warmly and professionally. It covers
tone of voice, eye contact, and respectful language.

MODULE 8:

Communication Skills for Excellent Service

This module builds strong communication skills. Learners will practice speaking
clearly, using simple English, and adjusting communication for different guests.
MODULE 9:

Active Listening - Understanding Guest Needs

This module focuses on listening carefully to guests. Learners will learn how to pay
attention, ask questions and confirm orders correctly.
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MODULE 10:
Handling Guest Complaints Professionally

This module prepares learners to manage complaints calmly and
professionally. It teaches learners not to take complaints personally and to
focus on solutions.

MODULE 11:
Turning Complaints into Loyalty

This module builds on complaint handling and shows learners how solving
problems well can create loyal customers. Guests remember how problems
are fixed.

MODULE 12:
Putting It All Together - The Professional Server

This final module brings everything together. Learners reflect on their growth
and understand how professionalismn, commmunication and attitude create
Server Excellence.
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