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In the very first chapter of this book I introduced the concept of hospitality by com-
paring what we in the restaurant industry do for our guests to what you do when
you’re entertaining guests at home. And all across the world, from ancient times
until the present moment, one of the very first things you offer a guest in your
home is a drink—cool water, carefully prepared tea, a glass of wine, a cocktail. This
chapter will discuss the role beverage service plays in welcoming guests to your
establishment, and how to run this end of your business smoothly and profitably.

AS NOTED IN CHAPTER 5,

the first sale after a
tableful of guests is seated is often bottled water. Sometimes, in fact, waiters can
make it seem as if bottled water is practically the only choice, asking, “Sparkling or
still . . . or would you just like some tap water?”The waiter, of course, wants to make
a sale, but it can be done without making the guest feel like a cheapskate for not
spending the money on a bottled variety.

Asking “Would you care for ice water or bottled water?” is, I have found, more
hospitable, in that the free option is being offered first, but the potential sale of bot-
tled water is still there. I have observed that bottled water sales do not suffer terribly
by using this line at the tables—people who want bottled water will buy it anyway.

Even if bottled water is pushed more heavily, one practice that definitely should
be avoided is having the waiter continue to bring bottles of water without asking
the guest if more is desired. Think about it this way: would a waiter just keep bring-
ing hamburgers to the table as guests finish theirs? Maybe if Wimpy was at the
table, but not in any other circumstance.

If guests are concerned about the quality of the local water, it’s smart to install a
water filtration system. Most commercial ice-making machines require them anyway,
so a somewhat larger filtration system allows the waiter to offer filtered ice water.

UP UNTIL THE EARLY 1990S, most guests would
have a cocktail, or maybe two, before even looking

at the dinner menu. Of course, many Americans continued to drink cocktails
through the rest of the meal, because wine wasn’t big yet. As wine became more
popular, it nudged cocktails out of the scene for a little while.

COCKTAIL HOUR?

WATER, WATER EVERYWHERE
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BEVERAGE SERVICE     129

However, there has been a resurgence of interest in cocktails of late, partly
fueled by the popularity of the Cosmopolitan and its starring role on Sex and the
City. Cocktail menus have been popping up all over the place, perhaps led by the
menu created at New York’s Rainbow Room by the mixologist Dale “King Cocktail”
DeGroff. While this book is not a bartending guide, there is some information that
all waiters and dining room staff should know in order to serve guests’ needs more
efficiently. The introduction of a full bar or cocktail program into a restaurant
requires a fair amount of work, but it’s worth it. The increased guest satisfaction (as
well as beverage sales) usually justifies the investment. That investment is made up
of planning, training, and the purchase of equipment and ingredients with which to
make the drinks.

To best serve the guest, a waiter needs to know preparation terminology and
the names (and basic ingredients) of the most popular cocktails at that restaurant.
Going up to the next level of expertise, the staff should know the names of the best-
selling spirit brands and have some basic knowledge of those spirits.

CO C K TA I L  T E R M S

• NEAT. Something served neat is poured right from the bottle into the glass
and presented at room temperature, with nothing added to it. Some spirits
that might be served this way are many whiskeys (usually in a rocks or old-
fashioned glass), and anything that is an unmixed shot drink. Beverages
served this way are appropriately served in a liqueur or pony glass.

• UP, STRAIGHT UP. The spirit or mixed drink is served chilled, without ice. Some
cocktails are traditionally served up (the Cosmopolitan), while with others it is
an alternative to the drink being served on the rocks (Martinis and
Manhattans). Chill the drink by stirring it with ice cubes and then strain the
drink into a stemmed glass, leaving the ice behind.

• ROCKS. A drink ordered on the rocks is served over ice, usually in an Old-
Fashioned glass, sometimes referred to as a rocks glass. The ice is usually
placed in the glass first, and then the spirit or drink poured over it. This
includes mixed drinks that have been made in a shaker—it is classy to strain
the cocktail into a rocks glass that has fresh ice cubes in it, rather than use
the partially melted ice that the drink was shaken with.
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• TALL, SHORT. For cocktails using a spirit plus a mixer, a tall drink is served in a
highball glass, sometimes referred to as a Collins glass. A short drink is served
in a rocks glass. In either case, the pour (portion) of liquor is the same—the
difference is the amount of mixer that joins the spirit in the glass. With drinks
such as Gin and Tonic, the default is to serve it tall; this is supposed to be a
refreshing drink, and a healthy amount of tonic water will guarantee that.
Some Scotch drinkers, however, prefer their Scotch and Water on the short
side, with less dilution from the mixer, and in fact the tall/short terminology
is most often used by whiskey drinkers.

From left to right: grappa glass, Martini glass, Manhattan, pony/sherry glass, highball/Collins glass, rocks/old-fashioned glass,
brandy snifter, glass for single-malt Scotch, pilsner glass
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GLOSSARY
BAIN MARIE Technically a hot-water bath for cooking or holding food, a bain is often used to

describe a metal container that sits in the water bath. These containers are used
for various purposes in the kitchen, most of which they are not intended for.

BEEFEATER A popular brand of gin that is particularly good in martinis, as is Bombay gin.
BOH Back of the house. The kitchen and all operations relating to food preparation.

BOOKING Taking reservations.
BUFFALO CHOPPER No, it doesn't chop buffalo.This scary-looking machine consists of a rotating bowl

with a set of two vertical spinning blades that chop whatever is going by in the
bowl. Its effect is similar to that of a food processor, but it does so in larger quan-
tity.

CLEARING Removing soiled plates and flatware from a guest's table.
CORKED Wine that has been tainted by bacteria in the cork that produces TCA

(trichloroanisole). Basically, it makes wine smell and taste “musty.” Between 3%
and 7% of all bottled wines are thought to be thus flawed.

COVERS The number of people being served.
DEMI-GLACE A reduced and lightly thickened brown veal stock that is used as the base for

many sauces.
DEUCE A table for two people.

EXPEDITER Sometimes called the expo. Usually a member of the kitchen staff who coordi-
nates the ordering, firing, and pickup of food from the cooks.

FIRE! The expediter is telling the cooks to prepare the food to a stage one step away
from finished. The call “pick up” means to finish it and send the dish out.

FLATWARE Silver or stainless steel utensils such as forks, knives, and spoons. Called flat
because they can be made from a flat piece of metal.

FOH Front of the house. The dining room and guest areas.
FOUR-TOP A table for four; similarly five-top, six-top, and so on.

GRIST Ground malted grain.
GUERIDON A small portable table, usually on wheels. Originally the term for a small table

used to hold objets d'art, the pedestal of the table being a carved figurine.
HOLLOW WARE Silver or stainless steel service pieces used to hold and serve liquids. Examples

include water pitchers, coffee pots, and soup tureens.
IN THE WEEDS Also weeded or weeds. So busy that you can't see anything around you; the

busier you are, the higher the weeds.
THE LINE The cooking line in a professional kitchen, usually a row made up of large cook-

ing appliances like ranges, grills, and fryers.
MAITRE D'HÔTEL Usually shortened to maitre d', its original meaning was general manager, trans-

lated as “master of the hotel” or entire establishment. Because the general man-
ager or proprietor was at the front door to welcome guests in many old-school
restaurants, the term has devolved to mean “the guy in the tux who brings us to
our table.”
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MALTING The process of sprouting grain to produce amylase, an enzyme that converts
starch to sugar, giving yeast something to eat.

MARKING A term interchangeable with “resetting” or “mise en placing” the table. Simply,
giving each guest the flatware they need for the dish they are about to receive.

ML Milliliter. A volume measurement used for wine and liquor bottles.
MOD Manager on Duty.

ORDER! When the food order goes into the kitchen, the expediter calls out the order to
the cooks.

OVERSERVING Generally used in relation to alcoholic beverages, the term refers to giving a guest
more alcohol than he or she should have.

PANTRY The kitchen area devoted to FOH needs. Usually has storage and refrigeration for
dairy and fruit garnishes, as well as coffee and tea products and bread.

PICK UP! The expediter is telling the cook to finish a dish and send it out.
P&L Profit & Loss statement. A monthly financial report that reflects the health of

your business.
POOLED TIPS The service staff puts all of their tips into a pool to be shared. Often the size of

the share increases with the responsibility of the position.
P.O.S. Point of sale system. The now ubiquitous computer member of the restaurant

staff, used by waiters to send orders to the bar and into the kitchen. It is also used
by management to compile sales and inventory reports, and ultimately to fill out
financial reports.

PROOF Two times the percentage of alcohol by volume in a beverage.
PSI Pounds per square inch. A measurement of pressure.

SIDESTAND A cabinet in the dining room used to store items needed by the service staff dur-
ing a meal period.

SIX-PACK The common package for beer; also used for some expensive or hard-to-get
wines that aren't practical to pack in the normal case of twelve bottles.

SLAMMED When a waiter gets several tables sat at the same time, or when the kitchen gets
too many orders at once. Often sends workers into “the weeds.”

SOIGNÉ In French restaurants, this word (pronounced swan-YAY), means just right,
smooth and classy. The literal translation is “meticulous” and “well-groomed.”

STATION Work area, either in the kitchen or the dining room.
TURN-AND-BURN A type of service that focuses on speed, so the patron can serve more guests.
TURNING TABLES When guests finish and leave their table, allowing for another party to sit there.
WEEDED, WEEDS See ”in the weeds”
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