


A letter from the owners of Northwoods Hearty Home Cookin’ & Saloon:A letter from the owners of Northwoods Hearty Home Cookin’ & Saloon:A letter from the owners of Northwoods Hearty Home Cookin’ & Saloon:A letter from the owners of Northwoods Hearty Home Cookin’ & Saloon:    

 

Dear New Northwoods Employee,  

 Remember watching “The Wizard of Oz”?  

 When Dorothy & her companions first meet the “Wizard” in all of his glory they are awe-

struck and amazed by his magnificence. They are impressed beyond words by him and know that 

he will be the answer to all their problems. He will take care of them. 

 They don’t find out till the very end that hidden behind a curtain, the “wizard” is actually a 

simple man pulling levers and blowing whistles and generally working like crazy to create this al-

lusion that till now no one else has ever seen. 

 Welcome to Northwoods!  

 You are now on the other side of the curtain. Unlike Dorothy, our guests never see the work 

that goes on behind the scenes to create their magnificent dining experience. And they will never 

know how many bells, and whistles, and levers that need to be pulled by the servers, cooks, bartend-

ers, hosts, busboys and dishwashers. They must not know.  It all has to come together in a seamless 

magic that through the years we’ve called “The Northwoods Experience”.   

 All the pieces must come together perfectly to make it happen and you, our new employee, are 

one of those important pieces! 

 As a new member of the staff, you will soon be on the front line of maintaining a reputation 

for quality food, excellent service and hospitality  that Northwoods has worked very hard to achieve 

over the last 20 years. 

 We often think of ourselves more as being in the “hospitality” industry than the “restaurant” 

industry.  Making guests happy is our mission and we certainly expect you to embrace that mission 

as well. 

 On the following pages we’ll be guiding you through some areas of study that we feel are 

fundamental to your training.  Things you must know to be effective and professional in your role 

here at Northwoods. Some items will be explained in detail.  For some we will just point you in the 

right direction and it will be up to you to learn the topic. 

 You will also be working with a trainer until such time we feel you can “solo”.  Learn all you 

can and ask any questions you can think of. 

 We look forward to working with you and hope this will be a mutually rewarding journey. 

  

 

SincerelySincerelySincerelySincerely        

Charles, Mike & Scott MaschmeyerCharles, Mike & Scott MaschmeyerCharles, Mike & Scott MaschmeyerCharles, Mike & Scott Maschmeyer    
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The Northwoods Server Training Guide 

PART I - Northwoods Philosophy,  

General Knowledge & Policy Overviews 

 

1.  The Art Of Serving 

 We liken a server in training to someone studying karate. 

 When you are first handed a Northwoods menu to study, you are a “white belt”. A blank 

slate waiting to be filled with knowledge. As you study and as your mentor shows you things, 

you garner a basic understanding of operations and of our menu and graduate to a “yellow 

belt”. At some point you take a Menu Test and are allowed to solo. You’ve shown enough sta-

bility and growth that you receive your “orange belt.” 

 Typically, the average servers go no further than their orange belt. They are comfortable 

here, they are getting tips and earning a living and that’s fine. For them. 

 But there are some who have come to know and understand that there is an art to being 

a great server. An art that requires more in-depth study of our menu as well as many tech-

niques that enhance our guest’s experience.  These servers are dedicated to learning more.  

They humbly realize that it takes some extra effort,  but they are not satisfied with just being 

“average”.  Their effort earns them the “green belt”. 

 The fact that the belt is green is no coincidence. This continued growth is rewarded in 

many ways, not the least of which is the increase in tips due to more satisfied guests.  Often 

times the confidence, pride and actually the fun of doing something really well are their own 

reward. 

 From here the only steps that remain are the “brown belt” where the skills are strength-

ened and refined through experience and more learning. And finally the “black belt”! At this 

point a server would be a candidate for a management roll or if so inclined to open a store of 

their own. 

 At the very least, we hope you will strive for the “green belt”. And always be mindful of 

the “art” of serving.  It’s really an amazing thing to be able to guide your guests through a won-

derful dining experience by making suggestions that enhance their experience and balancing 

your attentiveness with all your tables in such away that they all feel you are giving them 

“special” treatment. 

 

2.  The Lay Of The Land 

 

 The first thing every new employee must learn is the floor plan and table numbers. On 

the following page you will find a map of the floor plan for you to study.  Following that is a ref-

erence sheet showing where certain commonly used items are located.  This is just a partial 

list.  Your mentor will show you everything else. Of course don’t be afraid to ask questions.  



One of the most essential things for you to immediately learn from the floor plan below is the numbering system we use 
to identify the tables in the dining room.  You’ll notice that we have six sections that we call the 20’s, 30’s, 40’s, 50’s, 60’s 
and 70’s. This is how we communicate so make sure you know the language.  
Your trainer will take you around and show you where we keep everything, but to give you a little head start, we’ve put 
reference letters in certain areas on this floor plan and on the next sheet listed what you can find in those areas. 
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Floor Plan References 

WHERE TO FIND THINGS 
(The following chart refers to the server floor plan on the previous sheet) 

Ketchup 
Mustard 
Milk (back up) 
Oranges 
 

Lemons 
Limes 
Desserts (ready to serve) 
Coffee (ready to use) 

 

Ice Cream (back up) 
Dessert (back up) 
Coffee (back up) 

  

Brooms 
Mop 
Mop Bucket 
All Purpose Cleaner 

Softener Salt  

P.O.S.Station #3 
Tea Brewer 
Ice Cream Freezer 
Dessert Refrigerator 

Soda Fountain 
Soda Cups 
Chocolate Syrup 

 

P.O.S. Stations #1 & #2 
Printer Paper 
Sugar 
Sweet N Low 

To Go Bags 
Worcestshire Sauce  
Malt Vinegar  
A1 Sauce  

Moist Wipes  

Coffee Maker 
Soda Fountain 
Plastic Cups 
Garnish Tray 

Serving Trays 
Cocoa 
Hot Tea Bags 

 

Toilet Paper 
Paper Towel Rolls 
Saltine Cracker 

Napkins  

Back Up Ice Cream   



The Northwoods Server Training Guide 

3. The Menu - Beyond The Written Words 
 

 For the record, menu knowledge is the first priority of a new server. Ours is a large 

menu with much to learn so dedicate a good slice of time for studying it. 

 We have tried to write our menus in a manner that offers clear descriptions of our foods 

in an enticing manner that hopefully stirs the appetite of our guests.  

 As a server, you must, at the very least, be able to recite from memory the descriptive 

phrases for each menu item in the menu. It often seems that some guests just do not like to 

read.  They will say things like, ”What is a Paul Bunyan Burger?” even though it is described 

clearly in the menu.  It is up to you to provide them with this description and any others from 

memory. 

 After you learn what is written, there is a great deal of related information with most of 

our menu items that you must learn as well. This includes portion sizes, sauces, dressings, 

quantities and options that you may have to ask a guest for to complete his/her order. 

 Finally, on any given day we may be offering a special that is not on the regular menu.  

Make it a habit to learn everything you can about it. How it’s prepared, seasoned, presented 

and any thing else that would be helpful to you in offering this item. 

 

 There are many questions that customers raise that are not answered within the pages 

of our menu. Moving through one section of the menu at a time, we will cover some of the fre-

quently asked questions here.  

 

FOR EARLY STARTERS 

How many chicken fritters are in an order?   Generally four unless they are running  

        small in which case five. 

Can I get crispy twigs as an appetizer?   Yes. They come in a basket. 

How many Hen House Wingers come in an order? Eight 

What is a Cheese Curd?     In the cheese making process it is the  

        by-product that doesn’t find it’s way into  

        the wheel formed by the cheese press. 

FROM THE KETTLE & FROM THE GARDEN 

Is the dressing on the Smokehouse Salad served Yes.  All of our dinner salad dressings  

 on the side?       are served on the side. 

Do you have 1000 Island dressing?   We do not have it all the time. During  

        Corned Beef Fest we do and for a while  

        after that. 

Can I get a scoop of chili instead of dressing?  Always check with a manager before  

        answering unusual requests of any kind.  

        Tell your customer you will check on  

        that. 

Do you have crumbled bleu cheese?   Sorry no. 

 

 



BURGERS - CHICKEN SANDWICHES - SPECIALTY SANDWICHES 

How big is the Lumberjack Steak?   The Lumberjack is 5 oz. 

 

How big is the Bare Burger?    All of our burgers are 8oz. 

 

Can I get an egg on my burger?    Your answer to any specialty request not 

        covered in our menu should be, “Let me  

        check with my manager on that, I’ll be  

        right back!” Your manager will tell you if  

        the request can be honored, if there are  

        any questions you must ask the guest  

        and give you the price for the item. 

 

Can I get my burger cooked rare?    Our half pound burgers can be cooked  

        rare, medium rare, medium, medium  

        well, and well.  Our quarter pound bur 

        gers (Nicolet Burger & Cub Bear Burger) 

        are only offered well done. 

 

Can I get my Lumberjack Steak cooked rare?  The Lumberjack Steak is only offered  

        well done. 



GRANDMAS KITCHEN - HOT OFF THE FIRE - FROM SKY BLUE WATERS 

 

What size is the Logger Chop?    The Logger Chop is 10oz. 

 

Can I get my Logger Chop Barbequed?   Yes. At no extra charge. 

 

Can I get my Garlic Grilled Mushroom  

Chicken without the garlic?     Since the garlic is infused into the mush 

        rooms during cooking, you would have  

        to exclude the mushrooms as well. Also, 

        the server would have to offer Italian  

        bread to replace the garlic toast used  

        normally. 

 

 

How many chicken tenders come with 

The Chicken N Taters?     As a rule 3 unless they are found   

        smaller than the norm for an adequate  

        order. 

 

How large is the chicken in the Chippewa 

Chicken dinner?      8 oz. 

 

 

How big is the Rhinelander Rib-eye?   8 oz. 

 

 



OTHER QUESTIONS 
 
Here are some things you and your mentor will go over. We’ll let you to your own research to 
find the answers. 
 
What soft drinks do we offer? 
 
What beverages do we offer free refills on? 
 
What beer manufacturer makes Creamy Dark Draft? 
 
What is a “flight”? 
 
How much wood could a woodchuck chuck if a woodchuck could chuck wood? 
 Ok. We’ll help you out on that one. Like you, the woodchucks abilities are only limited by 

 the amount of strength and desire he may have to do his best. 
 
POLICIES 
 
 During the 20 years we have been in business, we have defined, redefined, and refined 
the way we think things should be done to best serve our guests and operate efficiently as a 
business. Your mentor will fill you in on most of the “how tos” of serving at Northwoods but for 
now, we’re going to list some here, in random order, that we feel are of importance.  
 
• Soft drinks and water will include at least one straw. Multiple straws are used to identify 

beverages that may be confused with one another (2 in diet Pepsi or rootbeer,etc.) 

• Servers must enter a ticket into kitchen before receiving any food. 

• Only managers are authorized to call a request into the kitchen with out a ticket. 

• When bringing extra napkins for Hen House Wings, ribs, or any other purpose, limit to two 

per guest. 

• Bread is not free. Guests who want bread must order it as a side selection.  

• When greeting your customers say,”Hello, welcome to Northwoods.  My name is _______, 

I’ll be your server today.” 

• All complaints or negative comments must be brought to the manager on duty.  

• Do not remove a plate from a complaining guests table until manager has been notified 

• Servers are not authorized to resolve customer complaints 

• Guests who have any special requests that are not priced in menu should be told,”Let me 

check with my manager on that.  I’ll be right back!” 

• Never assume that you are to keep the change on a bill.  Always say,”I’ll be right back with 

your change.” 

• Guests want to be guided through their dining experience.  It is up to the server to be that 

guide by making suggestions for everything from their beverage to their dessert. 

 



POLICIES (CONTINUED) 
 

• Always ask the guest if they want lemon with their water. Do not add lemon to water unless 

it is requested by the guest and then only one wedge. 

• Lemon is used to garnish the rim of iced tea and certain beers.  Always ask the guest if they  

ok with that. If a guests ask for extra lemon bring two per person in a monkey dish. 

• Complaints about beer temperature should immediately be brought to a manager for resolu-

tion. 

• Always suggest an appetizer when you are taking the guests drink order. 

• Always be mindful of and make up-selling a part of your regular routine. Suggest the next 

grade up of liquor. Ask if the guest would like cheese on their burger, etc. Remember that 

these tactics enhance your tips, but more importantly the guest feels more attended to 

when you care enough to make these suggestions. 

• When appetizers are ordered, get side plates to the table as soon as possible.  Do not wait 

until the appetizer is ready. 

• Always bring the dessert tray to the table before you bring out the check. If a guest asks for 

their check before you have had the opportunity to show them the dessert tray, print the 

check and put it in your apron.  Then get the dessert tray for them anyway. At the table say 

you wanted to give them one more chance to take something home.  If they say they just 

want the check, then present it to them. 

• When greeting your table, always have their bev naps and silver role with you.  This is the 

only way your manager knows you have been to a table. 

• Our Rhinelander rib-eye is topped with sautéed onions and mushrooms. It says so on the 

menu, but just to be sure ask the customer if he is ok with that. 

• Know what items on the menu are gluten free. Get a copy of our gluten free items to keep 

with you for reference 

• Know a suitable up-sell to all of the well liquors. Keep a copy of our upsell recommenda-

tions in your apron for reference. 

 

 

 



A SMALL SLICE OF NORTHWOODS HISTORY 
 
One of the things that our guests seem to like about Northwoods is that it is authentic. Our dé-

cor, our food, our very personality are all reflections of who we are as a real family with an hon-

est to goodness connection to the Great Northwoods of Wisconsin.  Through the years we’ve 

tried to recreate that connection by building on our memories and personal experiences.  We 

have found a vein of customers who share this connection or one much like it and they have 

formed for us a base of loyal return customers.  In other words it’s not some gimmick some ad 

agency concocted.  It’s heartfelt.  So for the benefit of you, our new team member, here’s a lit-

tle background information someone may ask you about sometime. 

 

•  Through out Wisconsin there are quaint restaurants called “supper clubs”. They each have 

a rustic charm that only enhances the dining experience. These are what inspired us to cre-

ate Northwoods Hearty Home Cookin’.   

• We named our menu items after the towns and points of interest we remember from years 

ago.  Some still exist, some only exist in memory. Our Chicken In The Woods sandwich 

pays homage to a restaurant that is long gone, you can see a depiction of it in the case by 

the restrooms. 

• Our “Hiawatha Supper Club Sandwich” was named after one popular supper club in Eagle 

River, Wisconsin. 

• Owner, Charles, was born in Rhinelander, Wisconsin and spent many summers in Three 

Lakes where his maternal grandparents lived. 

• Charles’ brother Tom was baptized in Maple Lake right in the town of Three Lakes. 

• Our “Bear Trap Battered Walleye” was a recipe from The Bear Trap Inn in Land O Lakes, 

Wisconsin. 

 

That’s enough of our history for now.  You’ll surely find out more.  Let’s start creating your 

Northwoods history now! 

 

Good Luck! 

 

 



4.  OUR P.O.S. - THE LINK TO THE KITCHEN  
 
 We are not going to cover the usage of the POS system here. Your mentor will cover 

that in detail.  What we are going to do here is explain some policies that allow the restaurant 

to operate smoothly, how the POS system is involved in that, and more significantly how impor-

tant you are to the process. 

 

 To understand what we are going to say next requires you to take a look into the kitchen 

and how the cooks execute their job. 

 First thing for you to know is that a cooks job is the most stressful of all jobs in the res-

taurant. Ticket after ticket comes in from each server and the cooks have to set the timing for 

what should come out next, what needs to wait, special requests on the tickets, as well as the 

right foods coming together for the right table at the same time. Each plate presentation must 

be done just right with proper sides and sauces.  These are just a few of the considerations 

that the cooks are constantly dealing with through out service.  Multiply this by all the tables 

and servers in the dining room.  It takes concentration and focus to accomplish this accurately.  

The tickets that come into the kitchen are the communication lines that allow them to orches-

trate all of their tasks at the highest level of efficiency. Any distractions upset their timing and 

may cause errors to be made. 

 That’s where you come into the picture as a server inputting a table’s food request.  

 You must learn early on that there is a button on the POS system for everything. Any 

request you need the kitchen to address must be made through the POS system.  This is the 

servers ONLY line of communication to the kitchen. This means “calling out” a request to the 

kitchen by a server is unacceptable.  A manager is the only person authorized to get something 

from the kitchen without a proper ticket.  Servers trying to talk to the cooks only distracts them.  

When it comes to entering a table’s order into the computer, there is no such thing as a SMALL 

mistake. For you to accidentally input the wrong item is like a dentist accidentally pulling the 

wrong tooth. It should never really happen.  Every mistake you make is multiplied times how 

many other people are waiting because of a delay you caused. If this sounds harsh, that is 

good. It is suppose to be. You have to be diligent to first get your orders correctly and thor-

oughly from your guest, then you must input it properly into the computer.   

 Watch what you are doing. When you are new,  a certain amount of leeway will be of-

fered to you for a little while. But this “honeymoon period” won’t last long.  If you make a mis-

take, be sure you learn from it so you don’t make it again. Everyone suffers when a server 

makes a mistake when inputting food. The cooks in stress and frustration, the other servers in 

delays for their food, and the customers for waits on service. We’ve spent a lot of time on this 

topic so take it to heart that it is an important one. 

 We think we’ve made the inputting of orders as foolproof as we can, but if you find a 

situation that you think something is missing, be sure to tell your manager so we can make it 

right. 



5.  SERVERS THAT SELL  
 
 Earlier in this manual we made the comparison between learning the “art of serving” and 

learning karate. If you remember, we talked about how we hoped that you would at least strive 

for the “green belt”. The material covered in this section, if mastered and applied regularly, will 

go a long way toward earning you that distinction as well as the monetary rewards that accom-

pany it. 

 A Northwoods server should realize that they are also a member of a sales force. A 

force different than most in that most sales forces must solicit customers, but in the North-

wood’s Sales Force your customers come to you, hungrily waiting for you to sell them some-

thing. Wanting you to sell them something.  They will be disappointed if you don’t try to sell 

them something.  They’ll think you don’t care about them if you don’t try to sell them some-

thing.  You do care about them, don't you? Good.  So what have you got to sell them? 

 No, we’re not talking about all the items on our menu, though sometimes you may in-

clude them.  We’re really talking about  everything else. The little dining enhancements that let 

the guest know you care about their enjoyment of Northwoods while adding a quarter here or 

there to their check. It’s truly a win, win, win situation for all parties. First the customer wins be-

cause he enjoys the experience more, the restaurant wins because we’ve increased sales, and 

last but not least, the server wins since the tips will be adjusted up with the sales. 

 We go into this long explanation because we have found that some servers feel they are 

being sneaky or less than honest by up-selling to their customer.  If you are one of those, think 

about this.  If you were out to dinner with a friend and the server mentioned that a particular 

wine was an excellent match with the entrée you ordered, you could either decline or accept 

the invitation to order it. If you accepted, you probably would be happy that it was suggested.  

You wouldn’t think your server was trying to put one over on you.  You would like your server 

more for offering it. Plus you would enjoy your meal more.  This is how it works for everyone! 

 As you learn more about the “art of serving” you will discover many different ways to 

bring up these great suggestions for your guests. One of the most important things to learn is 

that our guests respond well to your sense of enthusiasm. What ever suggestion you want to 

get across to them, you must believe it will enhance their dining experience in some way.  

 On the next page we’ll be listing some of the menu items that lend themselves well to up

-selling.  If you try, you will find other opportunities.  If you come up with an idea you think we 

should know about, please tell your manager so he/she can share it with the rest of the team. 



SERVERS THAT SELL (continued) 

 

At some point in your learning process, sample all of our appetizers. Pick two that you like the 

best.  Pick one that would go great with an ice cold beer. Now, everytime you take a beverages 

order from a table, suggest to them one of your favorite appetizers. If someone orders a beer, 

tell them how good your favorite appetizer goes with their selection. 

 

Every day you work, taste the soup of the day. If you like it, tell the guest how good it was and 

when they place their beverage order ask them if they’d like a cup.  If you aren’t a fan of the 

soup of the day, offer the chicken and dumpling soup.  Everyone loves that - and you can tell 

them so. 

 

The Bare Burger is great for someone who just wants the basics. But there are many ways to 

enhance it that a lot of customers would like to know about. Add cheese or bacon or ham or 

mushrooms. There’s lots of options. In the spirit of “the art of serving”, every server is recom-

mended to create their favorite and own “signature” burger. For example the cole slaw and chili 

burger that Sandy came up with. Every time a customer orders a Bare Burger she can say,      

" Would you like to up-grade that to a Sandy Burger?” She can then describe it to them. Many 

customers will be sold just from the enthusiasm alone. 

 

Any time a guest orders an item from the Hot Off The Fire section, the question that follows 

is,”Would you like to add a skewer of Campfire Shrimp for _______ (what ever the current spe-

cial price is)?” 

 

Always bring the dessert tray before you bring out the check.  Don’t ask if they want to see it. 

Just bring it out. Tell them every dessert comes with extra forks for sharing. If they decline, tell 

them a dessert would taste pretty good as a midnight snack if they’d like one to go.  It’s all in 

fun at this stage. Have fun with them while you plant this seed.  Everything you say is true. 

 

When guests order an alcoholic beverage there is always an up-sell associated with their se-

lection.  Do your homework and know what these are for every liquor and beer we offer. 

 

When a customer says they want a Miller Lite Draft.  Always immediately say “23 oz.?” 

 

Remember every up-sell is good for the customer by enhancing the dining experience. But per-

haps more important to you, consistent up selling has been proven to have a profound affect 

on increasing your income as well. So it’s good for everyone! 

 

 

 



6.  TIPS FROM THE TEAM  
 
 At Northwoods we are very proud of our staff.  We have a low turn-over rate and, in 
fact , some of our staff have been with us from the very beginning.  All of our staff have devel-
oped a willingness to work together and help each other each and every day. This is the for-
mula for a great team that will guarantee a successful outcome. 
 In this section we have listed some tips that your fellow employees have provided that 
will help you to do your job at the best of your ability and earn your place as a valuable mem-
ber of the team. 
 
In random order: 
 Treat your section as though it were one big table.  Stop at every occupied table to see if they 

need anything before returning to the service area.  This may save you time and trips back & forth. 

 

 Always check POS screen before sending order to insure accuracy. 

 

 If delivering food or drinks to a table and you see another table in your section has been sat - 

Verbally greet the table as you pass by and let them know you will be “right back” to take care of them. 

(don’t delay returning with their silver etc. so your manager knows they are attended to) 

  

 To keep straight which is the iced tea and which is the raspberry tea on your tray, put an iced tea 

spoon in the iced tea and nothing in the raspberry. 

 

 Always be available to run food, even if it is not your own.  If the bell rings, go to the window to 

be ready to run food when needed.  If a Manager is not in the window, and there is food ready to be ran-

run it.  Always check tickets for accuracy before running food. Make sure plates are not dripping gravy 

or soup is spilled over sides of cups and bowls. Use a bev nap to clean if necessary. 

 

 Answer the phone whenever possible.  Normally, the bartender does this, but there will be times 

when they are busy.  The proper and standard greeting when answering the phone is,”Thank you for 

calling Northwoods.  This is _________.  How can I help you?” 

 

 Taking To-Go Orders - Always get the guests name for the order. Type “TOGO” after their 

name as you enter it into the POS. (Example:  John TOGO. This is easier to see on the bartenders screen 

when there are lots of other bar tickets.)  Read order back to guest to insure accuracy. Your trainer will 

give you the particulars on how to properly ring in these orders).  The busier the business is, the longer 

the pick up times. Start with 15 minutes and increase from there. If unsure ask the manager.  Let the 

guest know that they can pick their order up at the bar. 
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PART II - Northwoods In Detail 
 

7. The Main Book Of Knowledge 
 

            This portion of the manual goes into more detail regarding the implementation of servers 

duties during Northwoods service. It will introduce staff to acceptable restaurant procedures 

while providing the necessary information and training tools so staff may give guests of North-

woods remarkable service each and every time they visit. 

This manual will help staff understand what good service is, how it can be provided and 

why it is important to Northwoods success. Staff will learn the importance of a positive attitude, 

time management and attention to detail. 

 

What is Service? 

            Service is the way the customer is treated. It involves anticipating the needs of the 

customer and satisfying those needs without the customer having to ask. 

 

The first time a customer comes to a restaurant it can be either by choice or by chance. 

After that, it will be by choice. The best food in the world will not bring a customer back if he or 

she was unhappy with their service. A positive first impression and exceptional service will 

bring repeat business and increase revenue! 

  
Providing exceptional service can be achieved with proper preparation, time management 

and planning. It also requires a person to anticipate different situations and adapt to new 

challenges. The following package is a guideline on how to provide excellent service to 

our customers at Northwoods. 

 

Preparation  
            Proper preparation and planning for any business can help ensure things run smoothly and 

without stress. When coming to work for each shift you should be prepared with the following 

items: 

♦ Pens (several)  

♦ Paper or notepad  

♦ Watch  

♦ A Smile!  

Staff members are expected to arrive for their shift 10 minutes prior to their start time to ensure 

they are prepared with all necessary items. Staff may also learn of any daily specials or events 

prior to walking on the floor. At this time information can be gathered from the previous host 

and managers. 

 
 



 

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  

 

Serving a Table  
           When serving a table there are several steps you should take to ensure your customer has 

a pleasant and enjoyable experience. These steps will also allow you to serve your tables with 

more efficiency and ease. 

 

Greeting, Specials and Drink Order  
           Guests of Northwoods should be greeted at the door promptly upon arrival in a friendly 

and welcoming manner.  Once seated, a server should greet their guests within 1 minute of 

arrival (or as soon as possible). Bev napkins and silverware roles should be placed in front of 

each guest during the greeting. This will indicate to other staff members and management that 

this table has been taken care of and not overlooked.  

           Greetings should be polite and friendly;  

      ! My name is …. And I will be taking care of you today!”  

Greeting should then be followed by a list of food and drink specials.  

We are featuring a delicious Spaghetti Bolognese for only $12.95. 
Spaghetti noodles topped with a rich tomato sauce and parmesan served with  

garlic bread. We are also featuring the Ultimate Bloody Mary, a 23 ounce Northwoods signa-

ture Bloody Mary with a fantastic garnish! 

           When describing specials to a customer they should always include a detailed description. 

These specials or featured items should be explained in a way that makes them sound appetizing 

and appealing to the customer. 

           Once the customer has been greeted, a bev nap and silverware have been placed in front 

of them and the specials have been described, it is time to take a drink order.  

 Remember, when taking a drink order it is important to ID customers who look under the 

age of 30. I.D. is the most important aspect of alcohol service. There will be no exceptions when 

asking for ID. We reserve the right to refuse service to anyone who does not present a valid form 

of identification. 

 Acceptable forms of ID: 

♦ a driver's license with a photo  

♦ a valid passport with a photo  

♦ a citizenship card with a photo  

♦ an armed forces card with a photo  

♦ a valid state I.D. photo card 



Remember, there is always opportunity to up-sell when taking drink and food orders. Not 

only does up-selling increase your final bill, and possibly your tip, up-selling to premium 

products will ensure our customers receive a higher quality product! The following are a few 

ways to up-sell items. 

♦ Suggest premium alcohol or drafts  

♦ Suggest full bottles of wine during dinner  

♦ Encourage guests to order appetizers  

♦ Offer add-ons to salads, burgers and nachos, i.e. chicken, chili, cheese, 

guacamole, bacon…  

♦ Encourage guests to order dessert or an after dinner beverage such as a specialty  

coffee  

 

Drink Service and Food Order  
           Drink orders should be entered into the computer and picked up at the service bar 

immediately. Drinks should be delivered to the customer using a tray if serving more than two 

drinks. Trays should also be used when clearing glassware and plates. A tray should never touch 

the table. Beverage glasses should also be clean and free of any smudges, cracks or marks. 

           Once drinks have been delivered, appetizer orders can be taken. Be sure to write down 

all orders and include any modifications or requests the customer may have. This will help 

eliminate any mistakes or misunderstandings when it comes time to enter the orders into the 

computer.  

 

Please note: if there are children present at the table and are ordering off the kid’s menu 

ask the parents if they want you to put the kids order in first. 

 

 Entrée orders may be taken after kid’s meals and appetizer orders are taken.  Again, 

please make to sure to write down all orders and modifications, especially when taking orders at 

a large table. This can prevent lost orders, mis- punches or confusion in the kitchen. 

           If the parents request the kids food first, kid’s meals from the kid’s menu should be 

entered into the computer separately then appetizer and entrée orders should be entered into the 

computer separately once they have been taken.  

           Once orders have been placed servers should drop off all necessary items for their meal. 

This may include cutlery, side plates, ketchup, vinegar, mustard, relish, wet naps, hot sauce and 

extra napkins if necessary. 

           At this time you may also find out your guests agenda through light conversation. Is this 

their first time to Northwoods? Are they here from Crete?  If they’re new to this area, you may 

be able to make suggestions for activities or events that would interest your guests which can 

only enhance their experience here. 



 

Appetizer and Entrée Service  
           Appetizers should be delivered to the table HOT and on a clean plate. Within the first few 

bites of the appetizer, a server should check to see how the appetizers taste and if anything is 

needed. 

Once the customer has finished, plates should be cleared and at this time (or if a 

customers drink is ever less then ¼ full) a drink refill should be offered to the customer. When 

offering a drink refill it is important to be specific: “May I offer you a Coors Light Draft, or may 

I get you another beverage such as wine or vodka?” It is important to do so as it adds to the 

guest experience and shows a general concern for the customer. 

Entrees should be delivered to the table HOT and with the correct side dishes or add on.  

Again, after the first few bites it is important to check with the table to ensure the food tastes 

good and the customer does not need anything. Plates should only be cleared once the customer 

has finished their meal entirely or if they ask for it to be packed up. It is important not to rush a 

customer; we are here to serve them on their own time. 

 

After-Dinner Service  
           Generally after-dinner service will include, coffee, tea, an after dinner beverage such as a 

specialty coffee or dessert. Once entrée plates and empty glassware have been cleared, the 

desserts tray should be brought out and described and coffee or tea should be offered. 

           Although not all customers will have dessert, coffee or tea, it is generally polite to offer. 

 

Presentation of the Bill 
 Once the customer has finished their dessert, coffee or tea and we have asked the question  

“is there anything else I can get for you?”the check should be presented. At this time there 

should not be any plates, cutlery, empty glassware, napkins or garbage on the table. In general, a 

bill should only be presented to the customer if it has been requested and the table is completely 

clean. However, in higher revenue times a bill may be presented to a customer if they state they 

do not require anything else that evening. Keep in mind that we are here to serve the  

customer on their time frame, not ours. At no time throughout the dining experience should they 

feel rushed or pressured to pay. 

           Each bill presented to the table (or individual customer if separate bills are requested) 

should have a friendly salutation and the servers name on it. Each bill should be presented in a 

clean billfold. 

           Once the bill has been presented, servers should allow the customer sufficient time to 

retrieve their method of payment. You may at this time return to the table to collect the bill and 

complete payment.  

           It is important to collect the bill and complete payment as quickly as possible. If the 

customer presents cash, return the billfold with exact change. It may be considered impolite to 

ask the customer if they would like change back or assume the change is yours to keep. Once the 

billfold has been returned to the table, be sure to thank the customers and invite them to return. 

Remember this is your final chance to make a lasting impression, make it a good one! 

 
 



 

Steps of Service Summary 

 
1.   Greet guests upon arrival  

2.   Bev naps and silverware wraps placed in front of guest at the table to indicate they     

 have been looked after  

3.   Introduction of self and daily specials 

4.   Agenda: do we have promotions or events the guests may be 

interested in? 

5.   Drink orders taken, picked up and dropped off 

6.   Kid’s order taken  

7.   Appetizer order taken, ensure side plates are stocked .   Entrée order taken, ensure 

side plates are stocked  

9.    Table maintenance throughout meal. 

10. Second drink order if necessary  

11.  Plates and unused items cleared at completion of meal  

12. Offer of dessert, coffee or tea  

13. Presentation of bill 

 

Cash-Outs 

 
At the conclusion of each shift all servers and bartenders must complete a cash-out. Cash-

outs will only be issued by management when all side duties have been completed.  

 

Helpful Hints to Increase Your Tips! 
♦ Make an effort to learn your regulars names or drinks, they will appreciate 

that you recognize them and it will help build a positive relationship  

♦ Smile, it’s your best feature! 

♦ Anticipate your guest needs before they ask for anything. They will feel taken care of and 

special  

♦ Build a relationship with your customers, ask them about their day, suggest things to do in the 

area or display general interest in what they are saying  

♦ Maintain a positive attitude even in times of stress, your attitude can reflect upon others so 

keep it up beat and happy! 

♦ When a customer orders draft in a pitcher, offer to pour the first glass for them, extra steps like 

this show you care 

 

 



Time management 

 
 Come to each of your shifts prepared! This means arrive 10 minutes prior to 

your shift in full uniform. Your server apron should contain pens, paper and a cash float, and 

don’t forget your smile! 

♦ Trays should be used at all times when serving beverages. Not only do they look professional, 

they are practical as well.  

♦ Be sure to write down all your orders and modifications NO EXCEPTIONS. You will be less 

likely to forget an item and have to return to a table for confirmation on an order. If mistakes are 

made management will ask to see what was written down. 

♦ During busy lunch or dinner rushes, carry an updated copy of a bill for those 

tables that seem to be in a hurry or close to finishing. This again can help  

increase your table turnover and accommodate your customer needs. 

♦ Utilize your spare time by doing extra rollups, cleaning your section and 

stocking the service area. You will then be prepared for an unexpected rush! 

 

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.  

 

 
 



 

Using a Tray 

 
Using a tray while serving beverages will not only help you increase your productivity, it looks 

professional as well. Trays should  be used for delivering drinks to customers anytime you have 

more than two drinks to deliver. You may also use a tray when clearing used glassware, plates 

and waste. 

           How to use a tray: 

❖   Balance your tray on your non dominant hand 

❖   Your tray should not touch your body  

❖   Spread your hand underneath your tray to provide more even support  

❖   When loading your tray, start from the center and move outwards, 

rebalance if necessary  

❖   Avoid carrying too much on your tray at one time 

❖   A tray should never touch a table when a customer is present at that 

table  

Remember, never let anyone take an item from your tray without permission, you may 

become unbalanced and loose all your items! 

 

Teamwork 

 

 Teamwork in any restaurant will allow everyone to work cohesively as a group to attain a 

successful lunch or dinner service. Not only does teamwork help a restaurant run smoothly, it 

ensures that customers will receive a higher standard of service, thus making their dining 

experience more enjoyable. The following are a few suggestions to ensure effective teamwork 

here at Northwoods. 

♦ Ask others for help when you need it, give help wherever and whenever you can! 

♦ Run food continually, no one likes to wait for cold food! 

♦ Restock as you work and as product or stock get low  

♦ Use common restaurant courtesies such as please, thank you, may I etc…when speaking to 

others  

♦ Buddy System: know who is on either side of your section. You can help bus for them, run 

drinks and maintain tables. They will do the same for you!  

♦ Help seat at the door, clear other peoples tables and work with your teammates to maintain 

a clean and organized working environment  

♦  Most importantly… have fun!!! 

 

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 arrange-

ments 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 and all tables are closed. 

▪    Any open checks at the end of shift must be transferred to remaining 

employees, Checks are only to be presented when the customer is ready to leave or 

pay. 

▪    Staff members must report to closing management before leaving the 

floor to have a read completed, verified and to be signed out 

 

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, 

servers 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. 

Note: Certain exceptions may be applied at seasonal intervals 

 

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.  Northwoods 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 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 

 

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 permitted to be used during normal business hours of 11am-

1am.  Cell phones MUST be stored out of site and turned off for the duration of the shift. If a 

staff member is caught using a cell phone for any reason during normal business hours it will be 

confiscated for the duration of the shift.  

 

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 Monday  

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. 

 

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 



Employee Agreement 

 

NAME:________________________________________ 

 

Date:__________________________________________ 

 

I acknowledge and understand that as a condition of my employment at Northwoods  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 Northwoods     ____ 

 

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 employment 

with Northwoods Hearty Home Cookin’ & Saloon is at will, and that nothing in this hand-

book is intended to constitute a contract of employment, express or implied. 

  

_____________________________________ 

Employee Printed Name 

  

_____________________________________ Date _________________ 

Employee Signature 

  

 


