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Northwoods Restaurant Training 

Hosting 

 

Introduction: 

 As the old saying goes “There’s more than one way to skin a cat”, meaning there are 

many ways to tackle a task and still get it done. This it true, but it fails to mention that some 

ways are better than others. 

 The purpose of this manual is to show all employees exactly how Northwoods wants 

tasks done. As an employee, you are expected to follow these guidelines. This allows us to 

maintain consistency among all of our employees and in the end contributes to the overall 

great Northwoods Experience that our customers have come to expect and appreciate. 

    

 A phrase you will see often in this manual is, “Be Prepared”. In the restaurant business 

we have to be able to anticipate the needs of our guests before they have to ask for anything. 

This goes for every job in the restaurant. The best way for you to do this is to know everything 

you can about your job and what we call the “Guest Cycle”. 

 The Guest Cycle simply details the entire experience a guest has at Northwoods from 

the time he/she gets out of their car to enter Northwoods until the time they get back in their 

car to drive away.  

 Each employee is in control of a piece of that process. 

 Put all the pieces together in the right way and you have “The Northwoods Experience.” 

  

 Know this. It takes each and every Northwoods employee working together to create 

the perfect Northwoods Experience. But, it can be ruined by just one employee.  Your role as 

the host or buss person is extremely important in that process. You are now part of a team 

whose one mission  is to create for each guest the best dining experience they’ve ever had.  

Every time! 

 

 We are proud of the reputation that Northwoods has established over the last 20 years. 

We want every employee to share that pride.  It is well earned. 

 

 You can be proud to be a part of that as well! 

 

On the next page is a floor plan of our restaurant.  Study it until you know from memory all 

the table sections and their numbers. Also make sure you know the orientation of north, south, 

east, & west (from the key at the top right corner).  We will be using these identifiers later. 
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Northwoods Restaurant Training 

Hosting 

 

THE HOST 

 One of the first things every employee must learn and memorize is the floor plan of the 

restaurant. Study it thoroughly. In our system, we use six sections identified by 20’s, 30’s, 

40’s, 50’s, 60’s, and 70’s.  This is how we communicate so make sure you know it well. 

  

 You may have heard it before,” You don’t get a second chance for a first impression.” 

The “first impression” of anything is always a lasting image. It can stay with people forever. 

Therefore, it is important for us at Northwoods to always make that a GOOD impression.  

  

 The first face representing Northwoods that a new guest will see is the Host.  We want 

that face to be welcoming. The easiest way to do that is with a smile. They say a picture is 

worth 1000 words. Think of your face as the first “picture” that a new guest has of North-

woods.  Your smile makes that image a positive one and speaks volumes of what we are all 

about.  What you say next is important, but you’ve already created a “first impression”. Make it 

a good one. SMILE! 

 

 The Host is in control of that good first impression along with the other tasks of the job.  

  The basic tasks of the host are: 

  1. The Greeting 

  2. The Seating 

  3. The Table Message 

  4. Return 

 1. The Greeting. 

 BE AT THE DOOR TO GREET NEW GUESTS. This is your main post. You will only be 

away from it while you are in the process of seating guests. Always return promptly to the 

hosts station.  

 New guests must receive a greeting as soon as they come in. A friendly greeting as sim-

ple as “Hello!” is essential. And SMILE. You must SMILE. We are a friendly place. We want 

people to feel welcome and feel that we LIKE them.  

 Note: A friendly greeting IS NOT, “How many?”. REPEAT- DO NOT LET “HOW MANY?” 

SERVE AS YOUR GREETING TO GUESTS. It is a “cold” greeting.  Offer a “warm” greeting. 

 In all cases, the most preferred greeting is," Welcome to Northwoods.” This is the true 

feeling we want to convey to our guests. An abbreviated version saying simply, “Welcome!” is 

fine as well. In both cases - SMILE. 

  

 On the next page we’ll talk about “Seating” procedures. 
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Northwoods Restaurant Training 

Hosting (continued) 

 

 2. The Seating.  

  Sounds simple enough. And IT is. BUT it takes a little preparation to do it right. 

You will soon be learning about the electronic device that we use to help us seat guests, com-

municate with them, and handle reservations. But before we go into that device, lets talk a lit-

tle about “being prepared”.  

 To be properly prepared for the next guest that walks in the door, you must already 

know the answers to the following questions: 

 1. Who is the next server who should be sat? 

 2. What type of seating is available in that servers section? 

Always know the answer to these two questions.  Don’t wait till someone comes in to start fig-

uring it out.  Be prepared! 

 

 Our seating system at the host station shows open tables and the next server who 

should be sat.  The server next to be sat will be at the top of the list. 

 Sometimes customers will request a certain type of seating or a certain server. If you 

can satisfy their request then do so.  If  a seating preference such as a booth is not available 

in the top servers section, move down the list until you find a section that will work. Continue 

seating whoever is at the top of the list afterwards. 

  

 Once you have decided where you are planning to seat the guest, enter the information 

into the seating system. DO THIS BEFORE YOU SEAT THE GUEST so the system will be accu-

rately updated if the manager has to seat someone while you are away from your post. 

  

 The actual act of “seating” guests involves taking up as many menus that are needed as 

well as any other promo documents you may have to hand out and then leading the guest to a 

table with the customary, ”Right this way please”.  

 Remember, this is not a relay race! Walk at a pace that is mindful of the guest you are 

seating. A casual pace is good, just don’t leave your guest way behind you.  Older people need 

more time so be patient.  

  When at the table you will lightly place the menus on the table in an organized manner 

matching the seating at the table. Remember to smile. We are happy these people are here.  

You are happy they are here.  They’re paying your salary. 
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Northwoods Restaurant Training 

Hosting (continued) 

 

 Lastly as far as seating goes remember Be Prepared. Always have a good idea of what's 

going on in the dining room. At any given time, you should be able to answer these questions: 

  Are there any open tables? 

  Are there any booths available? 

  What section is up to be sat? 

  What kind of seating is available in the next section to be sat? 

  What table should be opening soon? 

  Has a server been to all the tables you have recently sat? 

  Are there tables that need to be bussed? 

 DO NOT wait until the next customer walks in before you ask yourself these questions.  

 

 All of the above questions are important but we want to draw your attention to one in 

particular: 

  

”Has a server been to all the tables you have recently sat?”  

 This one question is especially important in that it directly affects a customers overall 

experience. If a customer has to wait an excessive amount of time to be greeted by a server it 

can cast a negative mood to the whole dining experience. 

 It is up to you to keep an eye on tables you’ve sat to make sure this doesn’t happen. 

Most of the time you will be verbally telling a server that she/he has a table and she/he will get 

right over to it. Still do not be satisfied until you are sure the table has been greeted.  The tell 

tale sign that a server has greeted a table is the silverware wrap has been placed. In the event 

that a guest is not being attended to tell the manager so he can address the situation. 

 

 3. The Table Message. 

 The most basic message you will always give the guest is: “ ___________ is your server 

tonight. She’ll be right over to greet you”.  

 Sometimes you may be handing out documents about specials or events that you will 

have to briefly draw attention to. For example you may say,”We’re having a Christmas raffle. 

This sheet tells you about it.” Or “We have a new special we’re introducing, this sheet tells you 

all about it”. Your only assignment in these cases is to draw attention to the literature you are 

handing out so the guest will be inclined to look it over along with their menu.  

 

 Remember, in all cases to smile and be welcoming and open to the guest. This does 

NOT mean to engage in a long conversation. You have other people who may be waiting for 

you and you are obligated to get back to your post promptly. 



7 

 

Northwoods Restaurant Training 

Hosting (continued) 

 4.The Return. 

  Get back to your post as quickly as you can. If you are given a task to do by a 

server or manager, keep an eye on the door at the same time.  If you have to leave your post 

for any time (bathroom, etc.) or for any other reason can’t see the door, tell your manager so 

he can have someone cover for you. It is very important to not leave the door unattended. 

Who knows when a food critic for the local newspaper may drop in.  Would you want to be re-

sponsible for a bad review because he wasn’t greeted at the door?  It could happen.  Be pre-

pared. 

 Always be mindful of the door and people coming and going.  Just as you greeted 

guests, say good bye when they leave.  Thank them for coming. You are representing the 

owner of Northwoods. What would he say if he were in your shoes?   

 

 Finally, each day at the start of your shift, inspect your post and check that all of the 

following are taken care of: 

 Host desk is clean and organized 

 Menus are wiped clean and stacked properly 

 Floor is free of debris 

 Trash container is empty 

 Kids crayons and activity mats are stocked 

 Promo documents (if any) are not torn, dirty or wrinkled 

These same items should be checked again at the end of your shift. 

 

During the course of your shift, since you are the first person they see, sometimes guests will 

have questions about the history of our restaurant and ask you. You are not expected to have 

every answer for them, but it would help to know some of the most basic facts.  Here are a 

few answers to commonly asked questions: 

•  Northwoods opened on Feb. 2nd 1998. Originally by two brothers, Charles & Jamey 

 Maschmeyer. 

•  The owner of Northwoods was born in Rhinelander, Wisconsin. 

•  The owners maternal grandparents lived in Three Lakes, Wisconsin and cousins lived in 

 Eagle River, Wisconsin.   

•  Our restaurant was inspired by the “supper clubs” of Northern Wisconsin. 

•  The fish, deer, and other mounts were not caught by us. 

•  We call our style of cooking “American Grandma Comfort Foods” 

•  If you really want to impress the guests (and the owner), learn what all the types of fish 

 and animals are that are mounted on the walls 

 

For any questions that you can’t answer, ask your manager to speak to the guest.   
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Northwoods Restaurant Training 
Hosting (continued) 

Key points to remember: 

The instruction in the training manual must be followed to maintain consistency among all employ-
ees and lead to the best Northwoods Experience for each guest. 
 
Smile 
 
The basic tasks of the host are: 
  1. The Greeting 
  2. The Seating 
  3. The Table Message 
  4. Return 
Always know the answers to the following questions: 
 1. Who is the next server who should be sat? 
 2. What type of seating is available in that servers section? 
 
Enter the information into the seating system BEFORE YOU SEAT THE GUEST 
 
Walk at a pace that is mindful of the guest you are seating. 
 
Remember to smile. We are happy these people are here.  You are happy they are here.  They’re 
paying your salary. 
 
At any given time, you should be able to answer these questions: 
  Are there any open tables? 
  Are there any booths available? 
  What section is up to be sat? 
  What kind of seating is available in the next section to be sat? 
  What table should be opening soon? 
  Has a server been to all the tables you have recently sat? 
  Are there tables that need to be bussed? 
 
“ ___________ is your server tonight. She’ll be right over to greet you”.  
 
Get back to your post as quickly as you can. 
If you have to leave your post for any time (bathroom, etc.) or for any other reason can’t see the 
door, tell your manager so he can have someone cover for you 
 
Always be mindful of the door and people coming and going.  Just as you greeted guests, say 
good bye when they leave.  Thank them for coming 
 
Each day at the start and end of your shift, inspect your post and check that all of the following are 

taken care of: 

 Host desk is clean and organized 

 Menus are wiped clean and stacked properly 

 Floor is free of debris 

 Trash container is empty 

 Kids crayons and activity mats are stocked 

 Promo documents (if any) are not torn, dirty or wrinkled 

And Smile! 



9 

 

Northwoods Restaurant Training 
Hosting (continued) 

Tips From The Team 

 In this section, we’ve included helpful hints that your fellow employees have provided that 
will help you do your job to the best of your ability. 
 
In random order: 
 When seating, always make sure the table to be sat is clean.  If for some reason it is not, seat the 

guest at the nearest table and adjust the chart at the kiosk. 

 

 Always remember to tell the server that they have been sat, but do not approach the server if they 

are at a table with their guests.  Wait for them to be done at the table, then tell them or ask a Manager to 

tell them if you have to go back up front. 

 

 If a guest comes up to the host stand to pay their bill, let them know that they are to pay their 

server and offer to let the server know they are ready to pay.  Then find that server and let them know 

their table is ready to pay. 
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Northwoods Restaurant Training 

Hosting (continued) 

The NoWait Seating System 

 As we said earlier, the first impression we make with our guests is very important.  Us-

ing the NoWait system effectively sends the message to guests that we are professional and 

organized. They can tell that we are in control and that no matter how busy it may be at the 

time, they are in good hands.  They can relax. 

 

 You may have already seen the Ipad mounted on the host station desk.  This is our 

control point of the NoWait System. 

 Before we tell you how to use it, let’s give a little overview of what it can do: 

 Reservations.  

  *Call in reservations are entered into the system and will display to the host at  

  the proper time. 

  *Guests can “get in line” from home by using the Nowait app on their mobile de- 

  vice. They can see the wait time (if there is a wait), how many people are ahead  

  of them, and know when their table is about ready so they can come in. 

 Manage the Wait List 

  *The system calculates the approximate wait time for each guest and displays it  

  for the host.  These times have been found to be very accurate. Use them. 

  *Guests give their mobile number to the host and when their table is ready they  

  receive a text message to return to the host station to be sat. 

  *Special instructions can be attached to each guest (high chair, birthday,   

  special requests, etc.) so the host can accommodate them 

 Track Server Assignments 

  *The system automatically shows the next server who should be sat, how many  

  tables they have had, and other information the manager may need. 

 Collects Data 

  *Each day, the owner gets an email that tells how many people came in, what  

  the wait time was, how many people left & other information. 

  

 Because of that last point, it is very important to always use the system even if we are 

not on a wait so collected data is accurate. 

 

This concludes the text portion of  Host Training.  If you haven’t done so already, please watch 

the NoWait training video accessible from the employee login section of our website: 

www.northwoodssaloon.com.  

 

Your manager will direct you to the next phase of instruction after that. 
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NORTHWOODS GENERAL POLICIES 
FOR ALL EMPLOYEES 

 

 
The following pages offer instructions, policies, and rules that are applicable to all 
Northwoods employees.  If you have any questions about any of this material, your 
manager will be able to answer them. 
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Uniform  
           All staff of Northwoods are expected to arrive for their shift in full uniform. 

Uniforms should be in good repair, clean and presentable. Staff should also be well 

groomed and neat and tidy. Northwoods uniform consists of the following: 

♦ Northwoods Logo Shirt, clean, wrinkle-free  

♦ Blue denim jeans, clean rolled or hemmed. NO RIPS OR 

FRAYS! 

♦ Clean gym shoes, boots or equivalent (BLACK ONLY) 

♦ Summer: Denim shorts, black shorts or khaki shorts 

 

Northwoods Hand Washing Policy 
 
 It is obvious that in the restaurant industry hygiene and proper hand washing are 

the most important things we can do to prevent the spread of germs and disease. All 

Northwoods employees are required to maintain the highest standard of cleanliness. The 

following are the proper steps to take when washing your hands. 

1.   Wet hands with warm water. 

2.   Apply a generous amount of soap. Rub hands together for at least 20 

seconds. Be sure to wash between and under finger nails, as well as  

forearms. 

3.   Rinse hands thoroughly under warm running water. 

4. Dry hands thoroughly with a clean paper towel. Dispose of paper towel. 
 

 Please be sure to turn off taps using a paper towel to prevent the spread of germs 

or any other bacteria.  

 

Staff Meals 
All employees of Northwoods are entitled to 50% off meals on days they work 

while on  shift at Northwoods (excluding certain high cost low profit items.) 

      Staff may have unlimited pop and coffee while on shift (this excludes milk products)  

           All staff must eat prior to shift, after shift or during a designated break time. At 

no time during shift should staff members be eating.  

 In the event an employee is asked by Northwoods to work a double, their meal 

for that day will be comped. This does not apply if they are working a double due to 

their own arrangements with another employee. 

 

Leaving Work 

▪    Staff members should NEVER leave the floor without letting 

management know where they are going  

▪    At the completion of a shift, it is the responsibility of the staff 

member to ensure all side duties have been completed. 

▪    Staff members must report to closing management before leaving the 

floor to be signed out. 
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Uniform and Appearance  
  
All employees of Northwoods are expected to arrive for each shift looking their best. 

This means adhering to the following: 

♦ Staff members should be clean and free from heavy colognes or scents. 

♦ Fingernails should be trimmed, clean and if polished neat and not chipped  

♦ Hair should be clean and styled. Any hair longer then shoulder length must be 

tied back. 

♦ NO hats are to be worn UNLESS they are authorized Northwoods Logo hats  

♦ All front of house staff members are to wear the logo Northwoods shirts  

♦ Staff must wear blue denim jeans free from rips or frays. In summer months, 

Front of house staff members may wear blue denim shorts or black shorts.  

♦ Shoes must be black, clean, and in good repair with a non-slip sole. No open 

toe or open back shoes are to be worn. 

 

Storing Personal Items 
 

All personal items including purses, jackets, sweaters, cell phones, bags or any 

other items must be stored out of guest’s site on shelves or coat racks designated for this 

purpose. At no time will personal items be stored on any work counters or bar counters. 

It is recommended that all personal items are left at home or in your vehicle.  North-

woods is not responsible for any personal items that are lost, stolen, or damaged while 

on the premises. 

 

Alcohol, Illegal Substances and Smoking 

 
  Alcohol 

♦ Employees may only drink at Northwoods on days off or after a scheduled 

shift, never before!! 

♦ At no point during any shift may an employee of Northwoods consume 

alcohol while on shift. This includes prior to an on call shift. 

♦ If an employee is caught consuming or under the influence of alcohol 

prior to or while on shift, it will be immediate cause for termination. 

♦ Employees must always be out of uniform when consuming alcohol. 

Drugs 

♦ If an employee is caught consuming, distributing, or under the influence of  an 

illegal substance while on shift, it will be immediate cause for termination 

Smoking 

♦ If a staff member must smoke while on shift, it must be during the designated break 

periods, or with the consent of management  

♦ The staff members station must be covered during the smoke break 

♦ Employees must always return smelling so fresh and so clean clean, and must 

always wash their hands 
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Telephone Calls 

 
   Business Calls: Staff members who are authorized to answer the phones are expected 

to be courteous and polite , Thank you for calling Northwoods  _______ speaking, how 

may I help you?”  If management is unavailable to take the call, a detailed message with 

the name, phone number, time and reason for calling must be written down.  

 Under no circumstances are staff members to take reservations. 
 

Personal Calls: At no time are staff members to make or receive phone calls 

for personal reasons while on shift. This includes cell phones, text message and 

Northwood’s phone line. 

           If there is an emergency, staff members may use the phone with the 

permission of management 

 

Cell Phones 

 
Cell phones are not allowed to be used for any reason during normal busi-

ness hours of 11am-1am except during manager approved breaks.  We have found 

that many people have developed a compulsive behavior that compels them to use, 

view, or text on their cell phones randomly and uncontrollably. If you are unable to 

comply with the rule set forth here,  we will assume that you are one of these so afflicted 

individuals and you may be requested to remove your device from the premises so as 

not to be tempted nor distracted by it.   

 

Schedule, Time Off, Breaks and Employee Absence 

 
Schedule: 

Northwoods will post bi-weekly employee schedules . Employees are expected to 

know their schedule in advance of their shift. Generally the average length of server 

shift will be 5-6 hours, unless otherwise specified. All shifts are subject to alteration or 

cancellation based on management discretion and volume of sales. 

At no time may a staff member switch a shift with someone else without consent 

from management. 

 

Time off: 

All requests off must be presented in writing to management by at least the Mon-

day  before the schedule is created. Employees must remember book offs are by request 

only and may not always granted, especially during busier seasons or holidays. 
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Breaks:  

           Every staff member is entitled to two 15 minute breaks per 5+hour shift. Breaks 

must be taken during slow periods (i.e. one before dinner service and one after prior to 

cocktailing). Breaks must also be approved by your shift manager.  

 Before taking a break employees must communicate any pertinent information to 

whoever is covering the station or section during the absence. (34 has finished dinner 

and are sipping on their drinks, keep an eye on them in case they would like their 

check”). 

 

Employee Absence:  

           If an employee must be absent from a shift for any reason, it is the responsibility 

of the employee to cover their shift. Employees must call at the earliest possible moment 

to notify management of absence. Text message or e- mail will not be considered a form 

of notification. 

           In the event an employee must miss a shift due to illness, a doctor note must be 

brought in on the next scheduled shift. 

Failure to show up for a scheduled shift without documentation will result in 

suspension and possible termination of employment. 

 

Payroll 

 
  It is the responsibility of all staff members to ensure they sign in at the beginning 

of a shift and have management sign them out at the end of each shift. Failure to sign 

in or out will result in non payment of the hours in question until the following payroll.  

           Payroll occurs each week on Wednesdays. Paychecks will be available for pick 

up after 2:00 pm. 

In order for payroll to be properly processed the following information must be 

submitted to management. 

✓ Current mailing address  

✓ Social Insurance Number  

✓ Home telephone number  

✓ Birth date 

 
 



16 

 

Employee Agreement 

 

NAME:________________________________________ 

 

Date:__________________________________________ 

 

I acknowledge and understand that as a condition of my employment at North-

woods  I may not request vacation time between the Dates of March 1st and 

March 17th______ 

 

I acknowledge that breaks must be taken during less busy times of the shift. 

(Before or after Lunch and Dinner service) Break periods are to be determined by 

the shift manager (Preferably 15 minutes before and 15 minutes after service).   

____ 

 

I have read and understand Northwoods scheduling and call off policy procedures   

____ 

 

I have read, understand and agree to comply with the rules and instructions in the 

employee package I have received.  I also understand that failure to comply with 

the rules in this package may result in my release of employment from North-

woods     ____ 

 

Your employment with Northwoods Hearty Home Cookin’ & Saloon is “at will”. 

This means that your employment is for an undefined period of time and as long 

as we do not violate any of your legal rights and we adhere to all applicable laws, 

your employment is subject to termination by you or Northwoods Hearty Home 

Cookin’ & Saloon, with or without cause, with or without notice, and at any time. 

 

 

By your signature below, you acknowledge your understanding that your employ-

ment with Northwoods Hearty Home Cookin’ & Saloon is at will, and that noth-

ing in this handbook is intended to constitute a contract of employment, express 

or implied. 

  

_____________________________________ 

Employee Printed Name 

  

_____________________________________ Date _________________ 

Employee Signature 


