Quick Reference Tools
Post these training reminders at the greeter stand. They provide a “quick reference” and reminder of the key reservation steps. You can edit to fit your restaurant’s unique practices and preferences. 

Telephone Reservation Steps
· Smile 
· “Thank you for calling _______. This is _(name)_ speaking. 
How may I assist you?”
· “Absolutely, for which evening?” 
· “May I have the number of guests in your party?”
· (Positive Word) “May I have your preferred time?” 
· “May I have the best contact number and email?” 
· “May I have a first and last name for the table?” 
· (Positive Word) Will you be celebrating anything special with us that evening?”  
· “We look forward to seeing you on (date) at (time), Mr./Mrs. _____. Thank you for giving us a call. Bye.”  

*Positive words include absolutely, my pleasure, wonderful, 
  yes ma’am/sir, etc. 
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Description generated with high confidence]
Speaking with Hospitality
· Use words that convey enthusiasm, appreciation, and respect: 
Yes ma’am/sir, absolutely, excellent, my pleasure
---------------------------------------------------------------------------
Get rid of… 
· Okay, fine, no problem, alright, what, um/huh
Replace ‘What’ with ‘May I’
“May I have the best contact number?”
Never say “I don’t know”
Instead say, “That’s a great question. May I place you on a brief hold and find out that information? Thank you.”
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