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(
Preface

(
In 1998, the Maine Association of Vocational Education Administrators charged the Center for Career Development, part of the Maine Technical College System, with developing products and processes to align all applied technology programming to the then new, Maine Learning Results. This initiative became known as “MLR/CIP”—the Maine Learning Results-Curriculum Integration Project. 

The Maine State Board of Education and Maine’s Commissioner of Education, J. Duke Albanese, agreed to support MLR/CIP, and the Maine Department of Education has devoted considerable financial and human resources to realize the goals of this project.

What are standards in the context of MLR/CIP?

A standard is an authoritative body of criteria representing agreed-upon norms in the context of a given subject area. The Statewide Standards identify specific knowledge and performance in, for example, Automotive Technology or Information Technology and their corresponding industry-related duties/responsibilities, work tasks, and skill-sets. Maine Statewide Standards are informed by state and nationally recognized organizations and initiatives, such as the Secretary's Commission on Achieving Necessary Skills (SCANS), the National Skill Standards Board, Vocational-Technical Education Consortium of States (V-TECS), and other sources listed in each Standard’s bibliography. Maine Statewide Standards represent the most current, comprehensive, and industry-validated guidelines for vocational-technical programs possible and are the result of collaboration across educational and industry lines. 

Maine Department of Education (MDOE) Expectations: What do the standards mean for educators?

These standards establish statewide applied technology (vocational-technical) curriculum goals and align them with Maine Learning Results. Therefore, how should educators regard this document in terms of program quality, planning, and implementation? How should educators regard this document in terms of scope and accountability? What is required of instructors and students based on this document? What resources exist that can help instructors understand and implement these Standards? The following describe MDOE views and expectations regarding these Standards:

· Statewide Standards represent a framework of core, universal content to which each related local program should align.
· These Standards should inform instructors’ curriculum, instruction, and assessment activities.  

· Statewide Standards represent a minimum set of skills, knowledge, and performance that all students in similar programs should be able to demonstrate. Program instructors are encouraged to teach not only according to the Standards but also according to appropriate industry certifications.

· Local program instructors may choose not to teach certain aspects of the Standard if those aspects are not relevant to local market needs as determined by program advisory committees, and if the rationale for not doing so is sound. The decision to cut out any given aspect of the Standard must be weighed against the effect this will have on students’ understanding of “all aspects of the industry.”

· Quality implementation of the Standards will lead to an increase in effective and validated post-secondary articulation agreements.

· Use of the Standard will both assure and illustrate alignment with the Maine Learning Results cross-referenced within.

· Statewide Standards will be a cornerstone for approval of all new programs as expressed in the revised Standard Criteria for Maine Secondary Applied Technology Education Programs, due for publication in January 2002. Shortly thereafter, the new Standard Criteria will be admitted into State of Maine Rule, Education/General 05  071, Chapter 232.

· All currently operational vocational-technical programs must fully align with these Standards within a period of time to be determined by this department. The likely implementation date will be September 2003. The Standards will be an integral focus of the department’s site-based program review, which will resume in January 2002. 
Resources and services for educators related to the Statewide Standards:

· An essential design feature of the MLR/CIP process are School-Based Learning Teams (SBLTs). These are teams of instructors at each vocational-technical center who will engage the Standards and formulate professional development goals around implementation of the Standards. The Center for Career Development (CCD) provides support to SBLTs through Curriculum Specialist services.

· Program Advisory committees can provide invaluable assistance. By reviewing the Standards with their committees, instructors will generate ideas to forward and enhance their work with students.

· Tech Updates—regional or statewide meetings of instructors in the same discipline—are another tool for focussing on best practices in implementing the Standards.

· CCD and MDOE staff can provide targeted assistance.

· MDOE program review will result in recommendations to improve Standards implementation.

All contributing participants to this Statewide Standard are included in the Acknowledgements section of the Standard. The Maine Department of Education wishes to thank particularly, the Center for Career Development, the Maine Association of Vocational Education Administrators (MAVEA), and all of the MLR/CIP contributors for their truly excellent work. MDOE is proud to adopt these Statewide Standards.
(
Introduction

(
This statewide standard was developed by the Center for Career Development for the Maine Department of Education Workforce Education Team, with direction from both practitioners in the industry and Maine secondary/post-secondary technology instructors. The statewide standard draws on state and national skill standards.

Given that Maine's school-to-work initiatives, such as the State's secondary vocational/technical programs, are required to incorporate the State of Maine Learning Results (MLR), it is imperative that the standard include a crosswalk to the Learning Results. Linkages identified in this document are potential only. Whether or not these or other MLR linkages become actual depends on how each instructor teaches and assesses these skills.

Please note:

· The full text of MLR identified as applicable to this technology precedes the duties and tasks listed in this standard. Each MLR is designated by a reference code. 

· MLR applicable to any or all tasks in a specific duty (set of tasks) are indicated by their codes and listed under the duty name.

· Duties and tasks present skills and knowledge needed by workers in this occupational area, beginning with the attributes all students should have, and followed by duty areas specific to this field or technology.

· Tasks marked with an asterisk (*) are core and are recommended for all students. However, curricula will vary by school, according to the discretion of the instructor and the Program Advisory Committee, which determines the needs of the geographic area served.

(
Applicable Classification of Instructional Programs (CIP) Codes

(
US Department of Education CIP Code

08.0901
Hospitality Marketing Operations, General
An instructional program that generally prepares individuals to perform marketing tasks applicable to a wide variety of hospitality and leisure industry settings. 



(
Glossary of Terms

(
Applied/Integrated Curricula — A strategy or method that helps students combine academic knowledge with technical skill to solve practical workplace or community problems. 

Assessment — A procedure used to evaluate a student’s level of competence in the performance of a task or set of tasks.

Classification of Instructional Programs (CIP) — A taxonomy for instructional programs at all levels, developed by the U.S. Department of Education’s Center for Education Statistics.

Competencies — The knowledge, skills, attitudes, and values that enable workers to perform their duties and responsibilities effectively and efficiently.

Core Tasks — The most essential units of work in the technology.

Duty — A group of related responsibilities (e.g., safety) composed of identifiable and measurable tasks.

Maine Learning Results — The long-range education goals and standards for student performance, setting out what Maine students should know and be able to do at each stage of their schooling: PreK-grade 2, grades 3-5, grades 5-8, and by graduation from high school.
Performance Criteria — A description of behavior, level of proficiency, or desired outcome by which to evaluate task results.
Task — A specific, meaningful unit of work that results in a product, service, or decision.
 (
HOSPITALITY 

Maine Learning Results Links – Codes and Text

(
The following secondary-level Maine Learning Results [printed July 1997 by the Maine Department 

of Education]  were identified by members of the Curriculum Integration Project Hospitality workgroup as relatively strongly linked to a typical hospitality program. 

CPA00 CAREER PREP ‑ PREPARING FOR THE FUTURE 

Students will be knowledgeable about the world of work, explore career options, and relate personal skills, aptitudes, and abilities to future career decisions. Students will be able to: 

( CPA01 Demonstrate the leadership and membership skills necessary to succeed as a member of a team.

( CPA02 Analyze skills and abilities required in a variety of career options and relate them to their own skills and abilities.

( CPA03 Demonstrate an understanding of the relationship between the changing nature of work and educational requirements. 

( CPA04 Demonstrate an understanding of basic business concepts such as profit and loss, the availability of skilled labor, market share, and customer service.

CPB00 CAREER PREP ‑ EDUCATION/ CAREER PLANNING AND MANAGEMENT

Guided by self-assessment and personal career interests, students will integrate school- and work-based experiences to develop their career goals. Students will be able to:

( CPB01 Use a career planning process that includes self‑assessment, personal development, and a career portfolio as a way to gain initial entry into the workplace.

( CPB02 Demonstrate job-seeking skills.

( CPB03 Assess personal, educational, and career skills that are transferable among various jobs.

( CPB04 Explain the problems and possible benefits of involuntary changes in employment, including information on what actions the employee can take to make it easier to find a new position or to become self-employed.

CPC00 CAREER PREP ‑ INTEGRATED AND APPLIED LEARNING

Students will demonstrate how academic knowledge and skills are applied in the workplace and other settings. Students will be able to:

( CPC01 Demonstrate an understanding of the integration and application of academic and occupational skills in school, learning, work, and personal lives.

( CPC02 Demonstrate knowledge of customer satisfaction strategies.

( CPC03 Demonstrate an understanding of how humans change and adapt technology to their benefit.

( CPC04 Use mathematical, scientific, and technological tools to design and apply solutions to a community problem.

( CPC05 Demonstrate an understanding of workplace safety and human factors in the development of products, services, or processes.

LAA00 ENGLISH LANGUAGE ARTS – PROCESS OF READING 

Students will use the skills and strategies of the reading process to comprehend, interpret, evaluate, and appreciate what they have read.  Students will be able to:

( LAA01 Demonstrate an understanding that reading is a gradual process of constructing meaning and revising initial understandings.

( LAA02 Demonstrate an understanding that a single text will elicit a wide variety of responses, each of which may be the point of view of the individual reader or listener.

( LAA04 Identify the author’s point of view and analyze the effects of that point of view on the text.

( LAA06 Use the context of a work to determine the figurative, idiomatic, and technical meanings of terms.

( LAA07 Use the context of a work to determine the meanings of abbreviations and acronyms.

( LAA08 Find the meaning of relatively uncommon technical terms used in informational texts.

(  LAA11 Represent key ideas and supporting details in various written forms (e.g., outline, paraphrase, concise summary).

LAC00 ENGLISH LANGUAGE ARTS – LANGUAGE AND IMAGES

Students will demonstrate an understanding of how words and images communicate. Students will be able to:

( LAC02 Demonstrate an understanding of how language considerations and representations involving gender affect communication.

( LAC03 Compare the ways various social, occupational, and cultural groups use language and comment on the impact of language use on the way people are viewed and treated.

( LAC04 Compare form, meaning, and value of different kinds of symbol systems (e.g., religious symbols, holiday symbols, the symbolism of particular types of architecture).

( LAC06 Use dictionaries, handbooks, and other language-related resources to evaluate the accuracy of their own use of English.

LAD00 ENGLISH LANGUAGE ARTS – INFORMATIONAL TEXTS

Students will apply reading, listening, and viewing strategies to informational texts across all areas of curriculum.  Students will be able to:

( LAD01 Scan a passage to determine whether a text contains relevant information.

( LAD02 Distinguish between apparent fact and opinion in nonfiction texts.

( LAD03 Use discussions with peers as a way of understanding information.

( LAD05 Analyze and synthesize the concepts and details in informational texts.

( LAD06 Explain how new information from a text changes personal knowledge.

LAE00 ENGLISH LANGUAGE ARTS – PROCESSES OF WRITING AND SPEAKING 

Students will demonstrate the ability to use the skills and strategies of the writing process. Students will be able to:

( LAE02 Reflect on, evaluate, revise, and edit a sequence of drafts to improve and polish finished work.

( LAE04 Evaluate the remarks and oral presentations of others to find the key ideas and explain the ways in which these ideas were developed.

LAF00 ENGLISH LANGUAGE ARTS – STANDARD ENGLISH CONVENTIONS 

Students will write and speak correctly, using conventions of standard written and spoken English. Students will be able to:

( LAF01 Edit written work for standard English spelling and usage, evidenced by pieces that show and contain:

• no significant errors in the use of pronouns, nouns, adjectival and adverbial forms, and coordinating and subordinating conjunctions.

• no significant errors in the spelling of frequently used words and the correct use of commonly confused terms.

• no significant errors in the common conventions of capitalization and ending punctuation marks and common uses of the comma.

• few significant errors in the spelling of commonly misspelled and rare words, the less common capitalization conventions, the colon, semicolon, hyphen, dash, apostrophe, quotation marks, italics, marginal notes, and footnotes.

( LAF02 Demonstrate how language usage may depend on the situation.

( LAF03 Demonstrate command of the conventions involved in a formal speech, effectively engaging peers during presentation and fielding responses afterwards.

LAG00 ENGLISH LANGUAGE ARTS – STYLISTIC AND RHETORICAL ASPECTS OF WRITING & SPEAKING

Students will use stylistic and rhetorical aspects of writing and speaking to explore ideas, to present lines of thought, to represent and reflect on human experience, and to communicate feelings, knowledge, and opinions.  Students will be able to:

( LAG02 Write pieces and deliver oral presentations that effectively use descriptive language to clarify, enhance, and develop ideas.

( LAG03 Write pieces and deliver oral presentations that include a variety of sentence structures and lengths.

( LAG04 Write pieces and deliver oral presentations that are targeted for various audiences (e.g., informed or uninformed, sympathetic or hostile).

( LAG05 Write pieces and deliver oral presentations that achieve distinct purposes (e.g., to persuade, evaluate, analyze, defend).

( LAG08 Write pieces and deliver oral presentations in a personal style, with a discernible voice and effective wording.

LAH00 ENGLISH LANGUAGE ARTS – RESEARCH-RELATED WRITING AND SPEAKING

Students will work, write, and speak effectively when doing research in all content areas. Students will be able to:

( LAH01 Develop an appropriate strategy for finding information on a particular topic.

( LAH02 Use referencing while doing research.

( LAH03 Record significant information from events attended and interviews conducted.

( LAH04 Identify and use library information services.

( LAH05 Use government publications, in-depth field studies, and almanacs for research.

( LAH06 Use CD-ROM, microfiche, and similar resource media for research.

( LAH07 Identify and use a variety of news sources (e.g., newspapers, magazines, broadcast and recorded media, artifacts), informants, and other likely sources for research purposes.

( LAH08 Use search engines and other Internet resources to do research.

( LAH09 Make extensive use of primary sources when researching a topic and carefully evaluate the motives and perspectives of the authors.

( LAH10 Analyze the validity and weigh the reliability of primary information sources and make appropriate use of such information for research purposes.

( LAH11 Evaluate information for accuracy, currency, and possible bias.

( LAH12 Report orally, using a variety of technological resources to present the results of a research project.

HEA00 HEALTH & PHYSICAL EDUCATION – HEALTH CONCEPTS

Students will understand health promotion and disease prevention concepts.  Students will be able to:

( HEA01 Analyze the relationship between personal health practices and individual well-being.

( HEA03 Evaluate the short- and long-term effects of risky behavior.

( HEA04 Analyze the impact of personal health behaviors on body systems.

( HEA05 Analyze how the environment relates to personal and community health.

( HEA07 Analyze how public health policies and laws influence health promotion and disease prevention.

( HEA08 Analyze how the prevention and control of health problems are influenced by research and medical advances.

( HEA09 Describe how disease-causing microorganisms, family history, nutrition, and other factors relate to the cause or prevention of disease and other health problems.

( HEA11 Demonstrate in-depth understanding of complex health concepts.

HEC00 HEALTH & PHYSICAL EDUCATION ‑ HEALTH PROMOTION AND RISK REDUCTION

Students will understand how to reduce their health risks through the practice of healthy behaviors.  Students will be able to:

( HEC01 Analyze the extent to which individuals are responsible for enhancing health and safety in the community and the workplace.

( HEC02 Demonstrate strategies to avoid, change, and report unsafe situations.

HEE00 HEALTH & PHYSICAL EDUCATION – COMMUNICATION SKILLS

Students will understand that skillful communication can contribute to better health for themselves, their families, and the community.  Students will be able to:

( HEE01 Demonstrate healthy ways to listen and communicate effectively with family, peers, and others.

( HEE02 Demonstrate strategies that can be used to prevent or solve conflicts without harm.

HEF00 HEALTH & PHYSICAL EDUCATION – DECISION-MAKING AND GOAL-SETTING

Students will learn how to set personal goals and make decisions that lead to better health.  Students will be able to:

( HEF01 Demonstrate various decision-making strategies that can be used to address behaviors that lead to trouble.

HPEB0 HEALTH & PHYSICAL EDUCATION – MOTOR SKILLS 

Students will develop motor skills and apply these to enhance their movement and physical performance.  Students will be able to:

( HPEB3 Use biomechanical concepts and principles (concepts and principles related to the mechanics of the body) to develop skills for specific activities.

HPEC0 HEALTH & PHYSICAL EDUCATION – PERSONAL & SOCIAL INTERACTIONS

The student will demonstrate responsible personal and social behaviors in physical activity settings.  Students will be able to:

( HPEC1 Describe personal and group conduct necessary to participate cooperatively and ethically in both competitive and noncompetitive physical activities. 

( HPEC2 Accommodate for the differences in skill and performance levels of participants by adapting activities to encourage individual success.

( HPEC3 Initiate independent and responsible personal behavior in physical activity settings.

( HPEC4 Identify potentially dangerous consequences and outcomes of participation in physical activity.

( HPEC6 Demonstrate appropriate etiquette, ways of interacting, care of equipment, and safety in the setting of an activity.

( HPEC7 Apply a decision‑making process to their safety and that of others in activity settings.

MAB00 MATH – COMPUTATION

Students will understand and demonstrate computation skills.  Students will be able to:

( MAB01 Use various techniques to approximate solutions, determine the reasonableness of answers, and justify the results.

MAC00 MATH – DATA ANALYSIS AND STATISTICS

Students will understand and apply concepts of data analysis.  Students will be able to:

( MAC02 Predict and draw conclusions from charts, tables, and graphs that summarize data from practical situations.

MAF00 MATH – MEASUREMENT

Students will understand and demonstrate measurement skills.  Students will be able to:

( MAF01 Use measurement tools and units appropriately and recognize limitations in the precision of the measurement tools.

MAG00 MATH – PATTERNS, RELATIONS, FUNCTIONS

Students will understand that mathematics is the science of patterns, relationships, and functions. Students will be able to:

( MAG01 Create a graph to represent a real-life situation and draw inferences from it.

MAJ00 MATHEMATICAL REASONING

Students will understand and apply concepts of mathematical reasoning.  Students will be able to:

( MAJ01 Analyze situations where more than one logical conclusion can be drawn from data presented.

STJ00 SCIENCE & TECHNOLOGY – INQUIRY AND PROBLEM-SOLVING

Students will apply inquiry and problem-solving approaches in science and technology.  Students will be able to:

( STJ01 Make accurate observations using appropriate tools and units of measure.

( STJ02 Verify, evaluate, and use results in a purposeful way. This includes analyzing and interpreting data, making predictions based on observed patterns, testing solutions against the original problem conditions, and formulating additional questions.

STL00 SCIENCE & TECHNOLOGY – COMMUNICATION

Students will communicate effectively in the application of science and technology.  Students will be able to:

( STL03 Make and use appropriate symbols, pictures, diagrams, scale drawings, and models to represent and simplify real‑life situations and to solve problems.

STL04 Employ graphs, tables, and maps in making arguments and drawing conclusions.

( STL07 Use computers to organize data, generate models, and do research for problem-solving.

STM00 SCIENCE & TECHNOLOGY – IMPLICATIONS OF SCIENCE AND TECHNOLOGY 

Students will understand the historical, social, economic, environmental, and ethical implications of science and technology.  Students will be able to:

( STM02 Demonstrate the importance of resource management, controlling environmental impacts, and maintaining natural ecosystems.

SSCD0 SOCIAL STUDIES – CIVICS & GOVERNMENT – INTERNATIONAL RELATIONS

Students will understand the political relationships among the United States and other nations. Students will be able to:

( SSCD4 Evaluate the benefits and difficulties of international cooperation, using specific examples.

SSEA0 SOCIAL STUDIES – ECONOMIC SYSTEMS OF THE UNITED STATES

Students will understand the economic system of the United States, including its principles, development, and institutions.  Students will be able to:

( SSEA1 Conduct a cost-benefit analysis of a personal or business decision.

SSEB0 SOCIAL STUDIES – ECONOMICS – ECONOMIC SYSTEMS OF THE UNITED STATES

Students will understand the economic system of the United States, including its principles, development, and institutions. Students will be able to:

( SSEB1 Describe the factors (i.e., physical, capital, technology, monetary resources) that impact the development and the distribution of a product.

( SSEB3 Explain the positive and the negative impacts of advertising techniques on consumer behavior.

SSED0 SOCIAL STUDIES - INTERNATIONAL TRADE AND GLOBAL INTERDEPENDENCE

Students will understand the patterns and results of international trade.  Students will be able to:

( SSED1 Demonstrate an understanding that a nation has a competitive advantage when it can produce a product at a lower cost than its trading partner. 

SSGA0 SOCIAL STUDIES – GEOGRAPHY – SKILLS AND TOOLS

Students will know how to construct and interpret maps and use globes and other geographic tools to locate and derive information about people, places, regions, and environments. Students will be able to:

( SSGA1 Use mapping to answer complex geographic and environmental problems.

SSGB0 SOCIAL STUDIES – GEOGRAPHY – HUMAN INTERACTION WITH ENVIRONMENTS

Students will understand and analyze the relationships among people and their physical environment. Students will be able to:

( SSGB2 Analyze the cultural characteristics that make specific regions of the world distinctive.

SSHB0 SOCIAL STUDIES – HISTORY – HISTORICAL KNOWLEDGE, CONCEPTS, AND PATTERNS

Students will develop historical knowledge of major events, people, and enduring themes in the United States, in Maine, and throughout world history. Students will be able to:
( SSHB7 Explain the benefits and conflicts resulting from encounters among cultures.

Task
Performance Criteria

A. Professional Attributes

The following MLR link to all or some of the tasks in this duty area: 
CPA01, CPA02, CPA03, CPA04, CPB01, CPB02, CPB03, CPB04, CPC01, CPC02, CPC03, CPC04, CPC05, HEA01, HEA03, HEA04, HEC01, HPEC6, HPEC7, LAH03, LAH11, 



A1*
Displays high standards for attendance and punctuality.
Arrives on time and prepared to work; complies with attendance policy. 

A2*
Displays a positive attitude. 
Exhibits motivation, self-confidence, and persistence; accepts feedback and constructive criticism positively and appropriately; copes with mistakes, stressful situations, or failures constructively. 

A3*
Displays appropriate behavior.
Accepts responsibility for personal decisions and actions; complies with rules and regulations; shows respect for self and others, and for property and equipment; exhibits self-control; uses appropriate language; dresses/grooms for required duties appropriately and in compliance with 

safety regulations. 

A4*
Works effectively as a team member.
Demonstrates an understanding of the importance of teamwork; asks for or offers helps appropriately; works cooperatively; displays a commitment to performing quality work; participates in group decision-making process involving appropriate communication and feedback skills; fulfills personal responsibilities as a team member.

A5*
Meets customer needs. 
Demonstrates an understanding of quality customer service; identifies internal/external customer needs; assesses ability to meet customer needs; takes appropriate actions to satisfy customer; relates to customer in positive manner.

A6*
Self-assesses performance.
Evaluates own performance critically with input from instructors, supervisors, and peers.

A7*
Demonstrates career exploration and planning skills.
Selects target career area(s) based on own abilities and preferences; identifies knowledge, skills, and educational requirements for target career(s); relates school-based learning to career aspirations; investigates options for acquiring work experience, such as service learning projects and STW (school-to-work) pathways.

B. Communications

The following MLR link to all or some of the tasks in this duty area:
CPA01, CPA03, CPB02, CPC02, HEC02, HEE01, HEE02, HPEC1, LAA01, LAA04, LAA07, LAA08, LAA11, LAD01, LAD02, LAD03, LAD05, LAD06, LAF01, LAH01, LAH02, LAH03, LAH04, LAH05, LAH06, LAH11, LAH12



B1*
Applies listening skills.
Listens for, receives, interprets, and recalls specific 

details and instructions in conversations and group

meetings; uses active listening skills in comprehending

technical and non-technical oral information.

B2*
Applies speaking skills.
Responds appropriately during conversations; uses proper language etiquette; speaks clearly and directly; asks clear, concise, and appropriate questions; uses correct technical vocabulary.

B3*
Applies reading skills.
Locates and demonstrates understanding of written 

technical and non-technical information necessary for

completing task/project; uses data contained in graphs,

tables, charts, or schedules. 

B4*
Applies writing skills.
Uses proper business or technical writing style; takes effective notes; completes written assignments legibly, completely, and accurately; uses correct technical vocabulary; applies proofreading skills.

C. Critical/Creative Thinking

The following MLR link to all or some of the tasks in this duty area:
CPA01, CPA03, CPB02, CPC01, CPC02, HEC02, HEE01, HEE02, HPEC1, HPEC2, LAA01, LAA04, LAA07, LAA08, LAA11, LAD01, LAD02, LAD03, LAD05, LAD06, LAF01, LAH01, LAH02, LAH03, LAH04, LAH05, LAH06, LAH11, LAH12



C1*
Locates and researches information and data.
Identifies appropriate information sources; distinguishes between essential and non-essential data; identifies important data patterns; summarizes data into systematic, understandable formats.

C2*
Analyzes and evaluates information and data.
Distinguishes among fact, theory, opinion, and assumption; identifies contradictions in data; interprets tables, graphs, diagrams, and charts; develops conclusions; uses data to support/suggest a course of action. 

C3*
Displays planning and organization skills.
Sets goals; prioritizes tasks; develops feasible, organized, and efficient plan to complete task or project; applies time-management techniques to complete tasks on time and to appropriate quality standards.

C4*
Applies problem-solving skills.
Identifies and analyzes problem; considers options with pros and cons for each; suggests reasonable solution(s).

C5*
Applies decision-making skills. 
Identifies decision to be made; evaluates potential outcomes; consults instructors/supervisors or peers as appropriate.

C6*
Applies creative thinking skills.
Adapts ideas and information in innovative ways to complete assignments more effectively and efficiently.

C7*
Performs general information management tasks.
Keeps written and electronic information organized efficiently; follows procedures for information security and confidentiality.

D. Safety/Disease Prevention

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPC02, CPC03, CPC05, HEA01, HEA03, HEA04, HEA05, HEA07, HEA08, HEA11, HEC01, HEC02, HEF01, HPEC3, HPEC4, , HPEC6, HPEC7, LAA11, LAD05



D1*  
Follows general workplace safety procedures.
Complies with federal, state, and local safety guidelines/procedures relevant to assigned duties; follows organizational safety requirements for operation of equipment and machinery.

D2*
Maintains a safe work area.
Keeps clean, well-organized, and manageable work station(s); identifies and reports hazardous and unsafe conditions; identifies and reports equipment malfunctions to appropriate staff member or service technician; receives and stores/secures supplies safely and systematically; disposes of used supplies and equipment according to organizational, manufacturer, and government regulations.

D3*
Maintains personal hygiene.
Bathes or showers daily; wears deodorant; keeps head and facial hair clean and styled according to health regulations and company policy; has fresh, clean breath; washes hands frequently while on duty and ensures that fingernails are clean; adheres to company policy concerning use of fragrance, make-up, and jewelry.

D4*
Uses ergonomically correct work methods.
Complies with OSHA (Occupational Safety and Health Administration), state, and worksite ergonomic guidelines, such as lifting with the legs and proper posture.

D5*
Follows emergency safety procedures.
Displays understanding of emergency safety procedures; responds correctly during safety drills.

D6*
Follows first-aid procedures.
Identifies location of first-aid kit and demonstrates knowledge of its use; if certified, uses CPR (cardiopulmonary resuscitation) or contacts staff certified in CPR/First Aid; contacts EMS (emergency medical service) personnel when necessary.

D7*
Follows evacuation procedures. 
Complies with all applicable employee evacuation procedures; assists with customer evacuation as necessary.

D8*
Follows incident- and injury-reporting procedures.
Complies with organization procedures for reporting workplace injuries; fills out incident report; accurately conveys information to appropriate staff member.

D9*
Identifies hazardous and potentially hazardous conditions. 
Reports hazardous and potentially hazardous conditions according to government regulations and organization policy.

D10*
Uses hazardous materials common to the worksite.
Recognizes OSHA and organization hazardous-labeling symbols and handles products safely; identifies where to find applicable MSDS (Material Safety Data Sheet) and extracts pertinent information; safely stores all commonly used hazardous materials, such as cleaning compounds, according to OSHA regulations and organization policy; wears proper protective clothing; contains spills and leaks.

D11*
Follows fire-prevention and emergency- mitigation techniques. 
Ensures that smoking/non-smoking laws/policies are adhered too; handles guestroom ashtrays carefully; turns off or unplugs appliances when not in use; reports frayed electrical cords and malfunctioning appliances; keeps doorways and corridors clear of obstructions; explains and implements procedures for guest and employee evacuation; locates fire alarms and exits; explains proper operation of available fire-fighting equipment.

D12*
Follows kitchen door exit and entrance requirements.
Ensures that traffic routes are clean, dry, clear, and properly posted.

D13*
Monitors physical property.
Identifies and reports safety, cleaning, and maintenance problems according to company policy; reports malfunctioning fire equipment, exit signs, and elevators; takes appropriate action with unwanted guests according to company policy.

D14*
Uses proper key controls.
Keeps keys securely in personal possession; signs out keys in front of a witness; avoids leaving keys unattended or taking off premises; lends keys only in accordance with company policy. 

D15*
Monitors guest property. 
Reports and stores valuables and other items found; monitors parking and security of guest vehicles; takes appropriate action with unwanted persons according to company policy.

D16*
Follows theft-prevention policy.
Complies with guest, employee, and company property theft-prevention policy; reduces theft and pilferage by securing valuable items and frequently monitoring public areas.

D17*
Reports damage to equipment and facilities.
Assesses damage; contacts security if situation appears dangerous or malicious; contacts maintenance staff through proper channels.

D18*
Maintains equipment.
Follows preventive and routine equipment-maintenance procedures.

D19*
Follows sanitary operating procedures.
Performs all duties according to state health codes.



D20*
Reports sightings of rodents, insects, and pests.
Informs appropriate personnel of all sightings; does not attempt to remove potentially dangerous insects or pests.

D21*
Prevents exposure to pathogens.
Wears personal-protective gear; uses proper disposal methods and containers; cleans contaminated areas; washes hands thoroughly if exposed; reports exposure incidents to supervisor.

D22*
Reports inventory needs.
Informs appropriate staff of needed supplies and equipment promptly. 

E. Guest Service

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPA04, CPB02, CPB03, CPC02, HEC02, HEE01, HEE02, LAA11, LAC02, LAC03, LAF02, MAB01, SSGB2, STL07



E1*
Greets guests in person and by phone.
Welcomes guest warmly, promptly, and enthusiastically; maintains eye contact; displays a genuine interest in guest. 

E2*
Meets guest needs.
Assesses guest needs; answers guest questions promptly and accurately; displays a sense of concern and empathy; provides needed assistance to guest or directs to appropriate staff member; follows up after service and ensures that guest is satisfied.

E3*
Displays a professional manner.
Projects a confident, respectful, knowledgeable, and responsive attitude.

E4*
Displays flexibility.
Offers creative solutions to guest needs; adapts daily routine for changing situations within company policy guidelines. 

E5*
Handles problem situations.
Assesses situation and takes remedial action within company policy guidelines; refers unresolved problem situations to management; ensures that problem is resolved and guest is satisfied.

E6*
Seeks and shares feedback from guests.
Encourages guest to share impressions; communicates guest feedback to management.

E7*
Improves service.
Seeks new ways to meet or exceed guest expectations; implements improvements with supervisor approval.

F. Front-Desk Agent

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPA04, CPC02, HEC01, HEC02, LAA11, LAF02, MAB01, STL07



F1*
Checks current status/rack checks.
Reconciles room availability and total number of departures and arrivals against registration cards.

F2*
Handles cash drawer.
Makes correct change; counts change back to guest; converts foreign exchange to US currency; cashes checks according to company policy.

F3*
Balances daily receipts.
Totals receipts; reconciles cash receipts, credit card, personal and travelers checks, vouchers, and direct-bill with drawer balances.

F4*
Completes reports.
Produces clear and complete reports; distributes required reports promptly.

F5
Operates front-desk computer.
Runs hotel software; backs up files; generates reports.



F6
Reviews/updates logbook.
Keeps logbook current and accurate according to company policy.

F7
Posts charges.
Ensures that guest folio shows all appropriate charges, such as room rate, phone charges, and meals.

F8
Communicates guest status to housekeeping staff.
Informs housekeeping staff promptly and clearly of stay-overs, early check-outs, room changes, and special needs of guest.

F9
Communicates with security staff.
Informs security staff promptly of unwanted or disruptive guests, parking issues, and lost or stolen items.

F10
Communicates with maintenance staff.
Informs maintenance staff promptly of repair needs and special guest requests.

F11*
Provides information.
Informs guest of on-site facilities and services, such as health clubs, restaurants, pools, and room service; conveys local area information clearly and accurately.

F12*
Operates telephone systems.
Receives and routes calls; takes and gives telephone messages clearly, accurately, and promptly; logs and makes wake-up calls; monitors room-phone status.

F13*
Manages communication.
Takes and gives oral and written messages clearly, accurately, and promptly; distributes mail and faxes; sends and receives email; uses equipment such as pagers and cell phones effectively.

F14*
Provides business services.
Operates fax and copy machines; offers safety-deposit box service; offers computer-related services, such as sending/receiving guest email and lending fax/modem phone jacks or laptops to guests.

F15*
Provides customer service.
Greets caller warmly, stating name of establishment and giving own name; asks reservations-related questions clearly; answers all questions clearly and accurately; states that the establishment looks forward to having the caller as a guest.

F16*
Uses yield-management techniques.
Applies correct rate categories and minimum-stay requirements; uses company selling techniques; quotes rates and up-sells rooms and services.

F17*
Handles requests regarding reservations.
Confirms availability or suggests alternative possibility; makes, changes, or cancels reservation as requested.

F18
Completes reservations.
Ensures that reservation information is accurate and complete; determines if guest belongs to a group; documents arrival date, room type and number, and total number of guests in party; guarantees reservation with credit card or personal check; records all information on reservation record.

F19
Processes mail.
Opens and sorts mail; checks room availability; checks guest-history information.

F20
Processes reservations.
Reviews reservation information for completeness and accuracy; uses yield-management procedures when appropriate; applies rate categories and minimum-stay information.

F21
Confirms reservations.
Processes written confirmations that accurately state correct date(s) of stay, room number, number in party, room type, reservation guarantee via credit card or personal check, and confirmation number.

F22*
Greets guest at check-in.
Welcomes guest warmly, makes eye contact and displays a genuine interest in guest; asks guest how staff may be of service.

F23*
Verifies advance reservation.
Checks availability, rate, length of stay, number in party, and type of room.

F24*
Handles walk-in guests.
Checks availability, quotes rates, determines length of stay, number in party, and type of room.

F25*
Verifies registration information.
Asks guest to verify registration information; updates any missing information; signs card.

F26*
Up-sells rooms.
Describes more expensive rooms available when appropriate.



F27*
Selects rooms.
Enters all guest information under proper room number.



F28*
Determines method of payment.
Explains accepted methods of payment and records guest choice on registration information.

F29*
Operates credit-card processor.
Obtains credit authorization; checks card expiration date; compares signatures; imprints proper documents; obtains information for direct-billing situation.

F30*
Provides guest with room information.
Informs guest of room number, location, and any special information; supplies room key; conveys property information, such as location of parking, recreational facilities, and vending and ice machines; reviews security information; finishes with departing statement according to company policy.

F31*
Speaks to guest at check-out.
Asks guest about stay; appropriately responds to all comments.

F32*
Settles guest accounts.
Presents folio for guest review; asks guest for final method of payment; secures room keys; offers any additional help; thanks guest for stay and invites guest to return.

F33*
Records account settlements.
Enters account-settlement information in computer or on printed form; ensures that all guest and room information is recorded and dated appropriately.

G. Bellperson

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPA04, CPC02, CPC05, HEA01, HEA03, HEC01, HEC02, HPEC3, HPEC4, HPEC6, HPEC7, LAF02



G1
Delivers luggage to room of arriving guest.
Uses luggage cart or hand-carries personal items to room assigned to guest; opens room if accompanied by guest, or follows company procedure for luggage delivery.

G2
Stores luggage.
Picks up personal items as requested by guest; counts items and ensures that each is properly labeled and logged into storage area; arranges in storage area for quick retrieval; ensures security of storage area.

G3
Handles luggage for departing guest.
Takes guest’s personal items to car or other mode of transportation; ensures that guest receives and acknowledges receipt of all items.

G4
Carries out additional duties as appropriate or as assigned to bell staff.
Follows company policies for other tasks, such as answering guest questions, assisting guests with special needs, and pickup and delivery of items for dry-cleaning; observes guest etiquette and confidentiality; maintains log.

H. Room Attendant

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPC05, HEA01, HEA03, HEA07, HECO1, HEC02, HPEC3, HPEC4, HPEC6, HPEC7



H1
Secures work assignment.
Obtains daily room-assignment sheet; reviews room status.



H2*
Prioritizes work.
Organizes work so that make-ups, check-outs, and stay-overs are completed as scheduled.

H3
Obtains keys.
Signs out correct keys needed to enter assigned rooms.



H4*
Stocks/restocks carts.
Furnishes linen cart with caddie, amenities, supplies, linens, and equipment needed to clean assigned rooms; returns to linen room as needed to restock items.

H5*
Uses knocking procedure.
Follows company policy to notify guest of staff presence; ensures guest privacy and convenience.

H6*
Positions cart.
Places cart in front of door to prevent unauthorized entrance while cleaning.

H7*
Follows security procedures.
Permits only those guests who have the proper keys to enter rooms; sends all others to front desk.

H8
Inspects guest rooms.
Identifies all cleaning needs.



H9
Checks lighting.
Tests all lights for proper operating condition; ensures that window shades open and close properly.

H10
Checks security.
Opens doors and windows to make sure locks function properly.

H11
Sets temperature.
Ensures that room temperature is set at appropriate level according to company policy.

H12
Disposes of trash and used items.
Removes all trays and trash; checks between cushions and under beds; removes dirty towels; discards used soap and amenities.

H13
Reports maintenance, security, and lost-and-found items.
Informs appropriate supervisor of all issues promptly and accurately. 

H14
Makes up beds.
Places fresh linens on beds and ensures that they are neat and smooth; disposes of soiled linens according to company policy.

H15
Dusts rooms.
Ensures that items such as furniture, lamp bases, shades, vents, and pictures are free of dust and dirt.

H16
Cleans tubs/showers.
Ensures that tub/shower is disinfected and clean, with no hair or grime; polishes shower head, rod, and fixtures; positions shower curtain properly.

H17
Cleans toilets.
Ensures that toilet is clean and sanitized according to health regulations and company specifications.

H18
Cleans sinks.
Ensures that vanity area and sink are clean, with no hair or grime; polishes mirrors and ensures that they are free of fingerprints and dust. 

H19
Restocks bathrooms.
Ensures that terry, tissues, glasses, soap, and amenities are properly stocked and available for guest use.

H20
Vacuums rooms.
Ensures that rugs and floor are free of dirt, grime, and stains; vacuums from far end of room toward door; cleans under furniture and returns furniture to proper position; vacuums all closets.

H21*
Returns linens and terry.
Takes used linens and terry to laundering area.



H22*
Drops off trash.
Transports trash to proper disposal area.



H23*
Returns carts.
Takes cart back to designated area and restocks or empties cart according to company policy.   

H24*
Completes property reports.
Ensures that room-attendant property reports are completed, including information on maintenance, inventory, and key replacements.

H25*
Signs out.
Complies with company sign-out policy; communicates with supervisor for special instructions before signing out; follows tip-out procedures and tip declaration according to company policy and state law.

I. Host/Hostess

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPA04, CPC02, CPC05, HEA01, HEA03, HEA07, HECO1, HEC02, HEE01, HEE02, HPEC3, HPEC4, HPEC6, HPEC7, LAC02, LAC03, LAF02



I1
Organizes hosting area.
Ensures that computers and cash registers are operational; arranges paperwork system according to company guidelines; stocks office supplies and promotional materials.

I2
Prepares seating charts.

Ensures that seating chart delineates server sections and table numbers; assigns guest reservations to appropriate tables. 

I3
Prepares for take-out service.
Ensures that telephone is operational for incoming calls; organizes paperwork for efficient walk-in ordering.

I4
Inspects service areas.
Ensures that all dining room and service areas are prepared mise en place such that sidework is completed, tables are dressed, specials are written, and atmosphere is neat and inviting to the public.

I5
Distributes station assignments.
Assigns table and station duties to appropriate staff for optimal customer service.

I6
Distributes guest checks.
Records and promptly distributes guest checks to servers.



I7*
Welcomes guests.
Greets guest warmly and promptly; observes common courtesies such as holding doors when appropriate; displays a non-intrusive interest in guest.

I8*
Seats guests.
Determines guest placement to balance server availability; escorts guests to assigned table; ensures that guests feel welcome by performing actions such as pulling out chairs, providing menus, and mentioning server by name; accommodates special needs of guest as appropriate.

I9
Provides take-out service.
Ensures that take-out orders are correct, complete, properly wrapped, and satisfactory to customer.

I10
Maintains waiting list.
Ensures that guest names on waiting list are in appropriate order, according to arrival time, number in party, and seating preference; notifies guest/party when table is ready.

I11
Inspects restrooms.
Checks restrooms at proper intervals; ensures that areas are clean, sanitary, and stocked; fills out inspection checklist.

I12
Assists servers.
Helps servers with sidework, pre-busing, and cleaning/sanitizing to ensure excellent service.

I13
Settles check.
Collects appropriate payment for closing check; processes credit card accurately; makes change.

I14*
Organizes hosting areas.
Ensures that host area is neat and clean; sanitizes menus, high chairs, and booster seats.

I15*
Closes checks.
Ensures that all checks are accounted for and that all paperwork is completed according to company policy. 

I16*
Inspects dining room and service areas.
Ensures that all dining room and service areas are clean, tables are stripped, debris is removed, and sidework is completed; ensures that all soiled items are placed in proper location for cleaning and sanitization.

I17
Signs out.
Complies with company sign-out policy; communicates with supervisor for special instructions before signing out.

J. Dining-Room Server

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPC05, HEA01, HEA03, HEA07, HECO1, HEC02, HEE01, HEE02, HPEC3, HPEC4, HPEC6, HPEC7, LAC02, LAC03, LAF02



J1*
Obtains proper serving equipment.
Secures necessary service items, such as corkscrew, pens, checks, and order pad.

J2*
Completes opening sidework.
Prepares kitchen, server station, and tables for service according to company guidelines; inspects silverware/tableware settings; ensures that chairs, tables, and surrounding areas are clean and neat. 

J3*
Attends pre-meal meeting.
Communicates with supervisor concerning daily specials, expected business flow, and any special circumstances or situations anticipated; receives and reviews station assignment.

J4*
Seats guests.
Welcomes and seats guests promptly; ensures that table has appropriate number of place settings; provides guests with menus and wine list, if appropriate.

J5
Assists guests with special needs.
Provides services with tact and discretion to guest with impaired vision, hearing, mobility, or other difficulty. 

J6
Begins service.
Informs guests of server’s name; describes appetizer and drink specials; checks for proper age identification if necessary; takes orders.

J7
Places beverage and appetizer orders.
Communicates orders to kitchen and bar staff promptly, clearly, and accurately according to computerized or other established procedure.

J8
Serves beverages and appetizers.
Picks up order at appropriate station; ensures that order is complete and well-prepared; adds garnishes as appropriate; uses napkins and coasters as needed; serves beverages and appetizers according to company policy.

J9
Monitors guest behavior when serving alcoholic beverages.
Follows company procedure for handling an alcoholic drink order from a guest who appears intoxicated; asks for manager assistance as appropriate/necessary.

J10
Determines when guests are ready to order.
Interprets when guest is ready to order by signs such as menus on the table, guest looking for server, or empty beverages.

J11
Takes entree order.
Informs guest of all specials; answers guest questions concerning food preparation or special dietary needs; checks with kitchen staff as needed in order to answer guest questions accurately and completely; suggests side orders and additional beverages; notes preparation instructions, side orders, and salad dressing preferences for each guest; records complete food order accurately.

J12
Checks orders with guests.
Repeats orders to each guest to ensure accuracy.



J13
Places orders.
Gives kitchen staff all menu selections; gives bar staff all drink selections.

J14
Prepares trays.
Places condiments, special silverware, and other needed items on serving tray.

J15
Places entrees on trays.
Places cold items on tray first; uses tray space efficiently.



J16
Inspects order.
Compares items on tray with order slip to ensure that all items are present; checks food quality and appearance.

J17
Brings tray to serving area.
Lifts with knees to reduce back strain; ensures that tray is at the proper location and secured before beginning service.

J18*
Prepares table for entree delivery.
Removes all unnecessary items, such as cocktail glasses and appetizer dishes; checks for missing items such as silverware and items needing replenishment such as water glasses.

J19*
Checks plates.
Inspects plates for completeness one last time before serving.



J20*
Serves entrees.
Presents entree according to company protocol; places plate with main item closest to guest; warns guest when plates are hot; serves additional sides; furnishes any special silverware; replaces/replenishes other items as needed. 

J21*
Checks on delivery status.
Asks guests if all items have been properly delivered.



J22*
Checks back with tables.
Returns to table just after guests have begun eating entree; inquires if meal is satisfactory and if anything else is needed; handles additional guest requests or problem situations courteously and promptly according to company policy.

J23*
Monitors tables.
Watches table and ensures that all guest needs are met promptly.

J24
Recognizes when guests have finished.
Determines meal completion by signs such as clean or pushed-away plates and napkins placed on the table.

J25
Clears table for dessert and after-dinner beverages.
Removes all unnecessary silverware, tableware, and glassware before offering dessert.

J26
Offers dessert and after-dinner beverages.
Describes dessert items enthusiastically; asks whether guests want coffee, tea, or cordials, as appropriate.

J27
Takes and places orders for dessert and after-dinner beverages.
Reviews and correctly records selections; gives order to kitchen and bar staffs; notes whether guests want beverages with or after dessert.

J28
Delivers desserts and after-dinner beverages.
Places each dessert with silverware in front of appropriate guest; brings after-dinner beverages with accompaniments as requested. 

J29
Clears tables and delivers checks.
Asks if beverage refills are needed; clears remaining tableware; places check in center of table; informs guests about payment methods when necessary.

J30
Collects payment.
Picks up payment promptly; asks guest for identification, if appropriate, when taking a travelers check, credit card, or room charge; asks guest if receipt is needed. 

J31
Invites guests to return.
Thanks guest for coming and offers repeat service enthusiastically.

J32
Performs closing sidework.
Cleans station and sets up for next seating according to company procedure.

J33
Signs out.
Complies with company sign-out policy; communicates with supervisor for special instructions before signing out; follows tip-out procedures and tip declaration according to company policy and state law.

K. Busser

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPC02, CPC05, HEA01, HEA03, HEA07, HECO1, HEC02, HPEC3, HPEC4, HPEC6, HPEC7



K1
Assists server in monitoring guest tables. 
Ensures that guest water glasses are filled; observes guests and anticipates needs; takes care of or communicates needs to server, as appropriate.

K2*
Clears and details tables for next guests.
Removes all used dishes from table; cleans area around table; resets tableware; restocks condiments; checks chairs and floor for debris.

K3
Performs closing sidework.
Sweeps floor, stacks chairs, drops off linens and trash in appropriate receptacles.

K4
Signs out.
Complies with company sign-out policy; communicates with supervisor for special instructions before signing out.

L. Banquet Associate

The following MLR link to all or some of the tasks in this duty area:

CPA01, CPA02, CPC05, HEA01, HEA03, HEA07, HECO1, HEC02, HEE01, HEE02, HPEC3, HPEC4, HPEC6, HPEC7, LAC02, LAC03, LAF02



L1
Sets up banquet equipment.
Arranges tables, chairs, service tables, and audio-visual equipment according to specifications.

L2
Obtains proper serving equipment.
Secures necessary service items for table or buffet line.



L3
Completes opening sidework.
Prepares kitchen, server station, beverage cart, and tables for service according to company guidelines.

L4
Checks silverware/tableware.
Ensures that all silverware is shiny and spotless; inspects plates and water goblets for cleanliness; ensures that linens are clean, pressed, and properly positioned; removes and replaces any unsatisfactory items.

L5
Greets banquet guests.
Recognizes guest as soon as possible; welcomes guest to banquet facility enthusiastically.

L6
Provides information.
Gives banquet guest an overview of the event; describes banquet-room services such as bar, hors d'oeuvres, table service or buffet; identifies location of coat room, restrooms, and exits; explains non-smoking policy.

L7
Takes beverage orders.
Introduces self; asks for and records beverage orders accurately.

L8
Serves beverages.
Picks up or dispenses beverages; adds garnishes as appropriate; presents beverages according to company protocol.

L9
Prepares trays.
Stocks tray with condiments, special entree silverware, and other needed items.

L10
Checks orders.
Compares items on tray with food order to ensure that all items are present.

L11
Brings tray to serving area.
Lifts with knees to reduce back strain; ensures that tray is at the proper location and secured before beginning service.

L12
Serves appetizers.
Adds garnishes as appropriate; presents appetizers according to company protocol.

L13
Determines time for next course.
Notices when guest has finished appetizers and beverage and is ready for next course.

L14
Serves salads.
Adds dressings as appropriate; presents salad according to company protocol.

L15
Prepares table for entree delivery.
Removes unnecessary beverage glasses, appetizer dishes, salad plates, and other unwanted items; refills water glasses.

L16
Serves banquet entrees.
Presents entree according to company protocol; places plate with main item closest to guest; warns guest when plate is hot; serves additional sides and furnishes any special silverware. 

L17
Monitors tables.
Watches table to ensure that all guest needs are promptly met.



L18
Serves desserts.
Adds toppings as appropriate; presents desserts according to company protocol.

L19
Operates heat-controlled steam trays.
Fills steam trays to appropriate water level; adjusts steam tray temperature to ensure that food remains at 145(F. 

L20
Fills hot-food containers.
Places hot-food containers into steam table liner; cleans up all spilled contents; sets steam tray temperature according to state-minimum requirements. 

L21
Maintains hot foods.
Replenishes food items as appropriate; checks temperature and water level regularly satisfaction.

L22
Prepares ice beds.
Packs ice evenly into containers; refills ice beds as melting occurs.

L23
Fills cold containers.
Places cold food into liner and lowers onto ice bed; cleans up all spilled contents; monitors and maintains serving temperature according to state minimum requirements.

L24
Replenishes cold foods.
Replaces food items as appropriate to ensure total customer satisfaction.

L25
Clears tables.
Removes all dishes from table; cleans table and surrounding area.

L26
Drops off linen and trash.
Takes linen to proper area for laundering and carries trash to disposal area.

L27
Breaks down rooms.
Removes tables, chairs, service tables, and audio-visual equipment, and returns them to proper storage area.

L28
Completes closing sidework.
Finishes and inspects closing sidework according to company policy.

L29
Signs out.
Complies with company sign-out policy; communicates with supervisor for special instructions before signing out; follows tip-out procedures and tip declaration according to company policy and state law.
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