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To all aspiring restaurant and

café owners in the hope 

that they will find this 

book useful
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DEDICATION

The idea to write this book has been in my mind for many 
years. Since I first got to know how to cook and involved 
in the restaurant business, I have kept files of notes from 
many restaurants I worked on. Too often, I have seen many 
ambitious, hard-working, and intelligent people stumble 
through running the restaurant. I dedicate this book to all 
aspiring restaurant owners and chefs particularly, to never 
give up your dreams to be a restaurateur as Norman Van 
Aken once said, “This is not a profession you choose. It 
chooses you.” 

I also dedicate this book to my dad, a master chef and 
gourmet mentor who always encouraged and motivated me 
to pursue my dreams.
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13CHAPTER 1:
Author’s Personal Story “Live to eat ……… eat to live”

“There is no love sincerer than the 
love of food.”

  

My destiny was already decided for me before I 
was even born. My father and his father before 
him, were both Master Chefs so it was only My 

- George Bernard Shaw
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My destiny was already decided for me before I was even 
born. My father and his father before him, were both Master 
Chefs so it was only natural that I would be born wanting 
to eat, cook, and enjoy food of all different types. You could 
say that I was born with food in my veins, instead of blood.

My father has told me many times that ever since I was three 
years of age, I was always keen to eat the delicious food 
that he prepared for me. I could easily tell good food from 
bad food, even though my father never cooked bad food. 
You could say I was spoiled for food while I was growing up, 
because I always had the best meals.

As soon as I was able to, I started helping him in the 
kitchen. He loved having a young helper and my knowledge 
of food grew as I got older. My father taught me as much 
as he could while I was growing up. He was a very hard 
task master, impatient and very hot-tempered. He believed 
his food should be perfect, and would never let any meals 
leave his kitchen unless it was perfect in his eyes.

I can remember failing to live up to his expectations many 
times and was scolded as a result. He also believed in 
beatings and that also drummed it into my head...get it right 
or be punished!  
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I had a powerful longing to learn as much as possible if this 
was to become my career. So as soon as I could, I started 
my culinary training at the Malaysian Chinese Cuisine chef-
training course. This was quickly followed up by participation 
in the prestigious Le Cordon Bleu culinary workshops.

I felt inspired to deliver the absolute best in cuisine to all 
diners in every restaurant I worked in or owned in the future. 
So I boosted my knowledge next by attending classes at 
the American Hotel & Motel Association, where I graduated 
with a Diploma in Hotel Management.

By this stage I knew I wanted to open my own restaurant 
and channel my efforts into building my dream, instead of 
working for somebody else. So, I continued my studies and 
subsequently graduated from the University of Northumbria 
in the UK, with a B.A. Honors in International Business 
Administration. I also obtained a Diploma in Management 
from the University of Malaya.

I worked for a few restaurant owners, including some 
Chinese restaurants where I honed my practical skills for 
a number of years. I gained a reputation for combining old 
dishes and new flavors to create some very inspiring dishes.  

I returned to Malaysia after 10 years of studies and very 
hard work and opened my first restaurant in 1994. I felt 
supremely confident in my ability to make this a success. 
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However, I quickly learned that there are a lot of small details 
you can’t prepare for, unless you have expert guidance. 
Schools don’t teach you a lot of what you need to know and 
when you work in kitchens for other people, you don’t get to 
see the whole picture. 

It’s very easy to think 
you know it all as an 
observer looking in, 
even if you’re actually 
working in a kitchen. 
It’s only when you 
put on the “restaurant 
owner hat” that you 

finally start to realize the sheer complexities of running 
a restaurant of any style and size, and the hundreds of 
important decisions that have to be made on a daily basis, 
many of which that can’t be delegated, unless you know 
you have reliable people around you who have proven their 
worth. 

I learned the hard way that there were a lot of small things 
that I have never even considered when I worked in other 
people’s restaurants. Yet, as many great chefs have taught 
me, it’s doing all the small things properly that will help you 
achieve perfection and, through that, success.

The information in this book is based on the wealth of 
experiences I have had, including the successes and 
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failures. I believe that every mistake is a chance to learn, 
so you don’t make them again.

You only learn by 
doing. Routine is a 
great way to find how 
to do tasks the right 
way. Over the next 
10 years I worked 
very hard to build my 
restaurant and develop a solid reputation. There were lots 
of hurdles along the way, and I overcame them eventually, 
many with the help of the extremely capable, and reliable 
team that I had surrounding me. You’re never alone when 
you run a restaurant and it’s vital that you tap into the 
experiences of others around you, where possible.

Eventually, my restaurant grew to 
become very successful, popular, 
and profitable. After more than 
a decade of slaving away in my 
restaurant, I sold it to a very 
promising young chef, because I 
had other plans for my life. I was 
finally a third generation Master 
Chef and I know my father and 

grandfather are proud of my accomplishments.
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Having developed a stellar reputation and a name for 
myself in Malaysian culinary circles, I decided to use my 
knowledge and experience to help others learn the art of 
successfully starting and running one of the most difficult 
businesses - a Restaurant.

During the years, I have also become a regular guest 
contributor to a number of food and cooking magazines 
related to Chinese cuisine and a myriad of newspapers 
throughout the Asia Pacific region. The publicity associated 
with these contributions has earned me a reputation as a 
discerning Food and Beverage consultant for the hospitality 
industry. 

I made the conscious decision 
to stop being a restaurateur 
and become a consultant, so I 
could use my own expertise to 
help others become successful. 

I offer advice to struggling restaurants and have been called 
in a few times to turn around financially struggling 5-star 
hotel restaurants and bring them back into the black, where 
they could consistently make a decent profit once more. 

I felt strongly that I wanted to “give back” to the industry in 
return for the vast amount of knowledge and experience it 
had given me over the years. I wanted to offer advice and 
support, so others didn’t have to make the same mistakes I 
made. Then they could achieve success much quicker. 

Red Hot Tip!
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Please don’t take 
this to mean that 
they didn’t have to 
do any hard work. It’s 
impossible to have a 
successful restaurant 
without putting in the 
hard work, long hours, 
blood, sweat and tears. 
But if you truly have food coursing through your veins, 
instead of blood, and you know it’s your passion, then it’s 
all worth it in the end. If you wake up thinking of food and 
go to bed thinking of food, then it’s obvious that this industry 
is for you. 

I just hope that the advice I offer through my writing can help 
provide a roadmap so you can avoid a few of the hurdles 
along the way.

I also believe in humility and remembering where I came 
from. There’s no advantage to having a giant ego in this 
industry. I achieved my successes by learning from other 
people and so I owe it to myself and to them to pass on 
some of that knowledge, so others have the chance to 
succeed. 

I have offered coaching and lectured to people that wanted 
to become involved in this amazing industry. I want to 
help the newest generation of chefs be as innovative as 
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their predecessors. It was this spirit that made me sell my 
business to a very promising young chef; so he could fulfill 
his dream of owning his own restaurant.

I have written more comprehensive books and also offer 
detailed recipes and solutions on my personal blog. I have 
written this brand new book which is designed to help you 
achieve success in your new restaurant. 

I believe this book 
completes my journey 
from pan to pad 
by assisting others 
through the labyrinth 
that is the food and 
beverage industry and 
that you achieve a great deal of success easier and faster 
than I did. 

The message in my story and your own success, as you 
journey through the culinary world, is measured by the 
amount of hard work you put into your business. I have no 
interest in making this career look easy, because that would 
be a lie. However, if you have a great idea and are ready 
to roll up your sleeves, get stuck into the business end of 
things, and learn everything you can, you CAN achieve 
success and the fruition of your dreams.  

Red Hot Tip!
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It has taken me three 
decades and a long, 
arduous journey 
through education and 
mountains of hard work 
to get me to the point 
where I am today. As 
Michael Jordan said, 
“I’ve failed over and over 

and over again in my life and that is why I succeed.” I wear 
many hats: professional chef, food connoisseur, restaurant 
consultant, food critic, author, and restaurant operations 
and management strategist. 

I still continue my food journey 
and I travel to all corners of 
the globe in my quest to seek 
out new and different foods, no 
matter how difficult the journey 
may be. I am married to a beautiful lady, who is the love of 
my life. My son and daughter both study at university now, 
so I have the freedom to do what I want with my life. 

This book you’re reading is your first step in a new and 
exciting journey.
The real question is - will you allow me and my strategies to 
inspire you to take action?

Cheers & Enjoy!

Charles Ho.

Red Hot Tip!
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Staffing your Restaurant –
Recruitment, Training & 

Development

CHAPTER 8
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Your Organizational 
Structure

The organizational structure 
of your restaurant will largely 
depend on its size and the 
style of restaurant chosen. If 
it’s a fast food place, it’s likely that you’ll be more hands 
on, especially in the beginning because you’ll find that it’s 
easier that way.

However, as your business grows, or if you’re going to 
operate a larger establishment, the structure will be very 
different. Firstly, decide what role(s) you’ll play in the 
business. Will you be the head chef or perhaps the front-
of-house manager? Maybe you’ll have a more hands off 
approach (not recommended in the early days.) 

This is a sample of an organizational chart for a typical 
restaurant.
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Once you have identified 
what are the various roles 
and responsibilities, work out 
what positions need to be filled 
and then go about the lengthy 

process of filling them. The first step is to fill the main roles, 
such as head chef, front-of-house manager, and if it’s going 
to be a bigger restaurant, you’ll also need department 
managers.

If you do this first, you can possibly get ideas for extra staff 
from some of these people and you may be able to give 
them some of the work to do with regards to recruiting as 
well.

Naturally this would depend on how experienced they are 
at recruiting and how well you trust them. You could get 
them to cull resumes, which make the selection process 
easier.

Job Analysis & Identifying 
Job Descriptions

Before recruiting begins, 
you’ll also need to compile 
job descriptions, because 
you need to know what skills and attributes you or other 
interviewers will be looking for in people that apply for each 
advertised role. 
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It’s a good idea to break down the jobs into sections. Again 
it depends on the size of the restaurant. Firstly, divide into 
front-of-house and kitchen roles.

In the kitchen there are a variety 
of possible roles including Head 
chef, Sous chef (his assistant), 
line cooks, dessert chefs, pastry 
chefs, food preparers, and 
dishwashers.  

If the restaurant is very big, the line cooks may be further 
broken down into fry cook, grill cook, and sauté chef. Then 
each one is only responsible for his particular station. There 
may also be a caller who calls out all orders as they come 
in so everyone knows what’s happening.

As for front-of-house, you have a manager who oversees 
everything. He would greet guests as they arrive and make 
sure everything flows smoothly in the restaurant. However, 
you could have a separate host to do the meet and greet 
function if the restaurant is very busy.

You need one or more 
bartenders to serve drinks 
as required and enough 
waiters/waitresses to 
cover all tables, even in 
the busiest periods. These 

Red Hot Tip!
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roles may be further split into servers who take orders and 
runners who deliver and clear food.

So once you have an idea of the roles that need to be 
filled, sit down and write out job descriptions for each role. 
If you’re not completely sure, there are numerous sites on 
the internet that can offer suggestions to help you make 
your decisions.

The most important thing is to ensure that all duties are 
covered by the roles that get filled. You can’t overlook 
positions or you’ll have a disaster when you open your 
doors.

To give you a clearer picture 
of what is entailed in the 
responsibilities of a restaurant 
manager/manageress or an 
executive chef/head chef; here 
is an example of job descriptions 
for the two jobs.

JOB DESCRIPTION

JOB TITLE       :  RESTAURANT MANAGER/MANAGERESS

DEPARTMENT       :  RESTAURANT 

RESPONSIBLE TO    :  OWNER

RESPONSIBLE FOR :  DIRECT CONTROL IN THE    

                       RESTAURANT 

Red Hot Tip!
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OVERVIEW:

Responsible for all aspects of the day to day operation 
of the restaurant; developing and maintaining a high 
service standard at all times; and upholding the policies 
and procedures of the restaurant (SOP).

RESPONSIBILITIES AND DUTIES:

•	 Develop in conjunction with the owner’s sales leads for business

•	 Maintain the grooming standards of all employees.

•	 Ensure the total supervision of all food and beverage team 

members.

•	 Maintain superior levels of food & beverage service to guests.

•	 Ensure that all team members’ product knowledge is at an 

acceptable level.

•	 Participate in the planning and conducting of theoretical and 

on-the-job training.

•	 Ensure that all areas are stocked to appropriate par levels.

•	 Supervise the maintenance and cleanliness of the facility on a 

daily basis.

•	 Order the appropriate amount of beverage/wine products in 

accordance with the established policies and procedures.

•	 Anticipate and attend to the guest’s needs and desires 

immediately to include special events like birthdays, 

anniversaries, and special occasions.

•	 Monitor food quality and quantity as it relates to portion control.

•	 Monitor all beverage/wine storage facilities to ensure that proper 

storage techniques are being used and that the cleanliness 

standards of storage areas are being maintained.
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•	 Formulate all beverage/wine menus

•	 Maintain and effectively roster all restaurant team members 

keeping with in the budgeted payroll percentage of 23%-25%. 

Forecasting will be required on a weekly basis.

•	 Maintain and effectively roster all bar team members keeping 

with in the budgeted payroll percentage of 25%. Forecasting will 

be required on a weekly basis.

• Ensure that all wastage items are fully recorded, explained and 

kept under 0.8% of revenue.

•	 Maintain and record all food and beverage transfers to and from 

the bar.

•	 Ensure that all petty cash items are signed and accounted for on 

a daily basis.

• Have a full knowledge of, and practice all of the occupational 

health and safety guidelines 

•	 Maintain an effective telemarketing and reservation system.

•	 Ensure all cashiering policies and procedures are followed.

•	 Complete all work responsibilities and assignments in a timely 

manner or by the due date.

•	 Maintain an open communications line to the executive chef, 

bar manager and owner.

•	 Maintain effective par stock levels for all products.

•  Ensure the protection and maintenance of all operating 

equipment

•	 Organize rosters according to budgetary and business demand 

parameters.

•	 Recruit new team members as required within the recruitment 

guidelines in association with the owner.

•	 Perform monthly stock take for beverages.
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•	 Ensure all possible controls are in place to deter any cash or 

stock losses.

•	 Give assistance to the bar when required.

•	 Attend and contribute to all scheduled meetings.

•	 Promote & sell the restaurant in conjunction with the owner & 

develop opportunities.

•	 Perform any other duties as directed by the owner or the owner’s 

representative.

Accepted by employee____________________________   

    Signature

 

Name_________________________

         Print name

Note: This job description forms the basis of your key performance indicators, 
these responsibilities and duties will be linked to your current and future 
remuneration packages.

JOB DESCRIPTION

JOB TITLE  :   EXECUTIVE CHEF/HEAD CHEF

DEPARTMENT  :   KITCHEN

RESPONSIBLE TO :   OWNER
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OVERVIEW:

To work closely with the kitchen team members for the purpose 

of consistently producing high quality meals.  To practice and 

teach portion control, quality control, waste control and all aspect 

of product preparation techniques in accordance to organization 

requirements.

RESPONSIBILITIES:

•	 Ensure that the kitchen produces a high quality food product at 

all times.

•	 Anticipate and attend to the guest’s needs and desires 

immediately to include special events like birthdays, 

anniversaries, and special occasions.

•	 Demonstrate superior recipe knowledge for every item on all 

the food menus.

•	 Monitor food quality and quantity as it relates to portion control.

•	 Monitor all food storage facilities to ensure that proper storage 

techniques are being used and that the cleanliness standards 

of kitchen are being maintained.

•	 Maintain a harmonious relationship with other members of the 

service team.

•	 Formulate all food menus: Lunch, dinner, supper and functions 

menu.

•	 Provide high quality food for the members of staff.

•	 Order the appropriate amount of food product.

•	 Provide outside catering when directed.

•	 Complete all work responsibilities and assignments in a timely 

manner or by the due date.
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•	 Ensure that all standard recipes are followed in the kitchen.

•	 Maintain innovative food menu items on all menus.

•	 Maintain and control food cost percentages according to the 

restaurant budget of 30%-33%

•	 Introduce all measures to minimize food wastage.

•	 Ensure all cooking procedures are economical and efficient.

•	 Ensure all stock is rotated regularly.

•	 Maintain your self-appearance in accordance with the highest 

grooming standards i.e. Cleaned and ironed full chef’s uniform, 

hat and clean apron.

•	 Maintain and promote your skills through regular appearances 

in the restaurant during and after service to converse with 

guests.

•	 Maintain an open communications line to the restaurant 

manager, bar manager and owner.

•	 Prepare and order food products according to order procedures.

•	 Maintain effective par stock levels for all products.

•	 Perform end of week, fortnight or monthly stock take for all 

food items as directed & track cost percentages through the 

Point of Sale.

•	 Maintain a clean & safe working environment.

•	 Train all team members to a high standard to ensure all brigade 

can perform all functions in the kitchen.

•	 Maintain and effectively roster all kitchen brigade keeping with 

in the budgeted payroll percentage of 28%-30%. Forecasting 

will be required on a weekly basis.

•	 Ensure the protection and maintenance of all operating 

equipment 

•	 Attend all scheduled meetings.
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•	 Perform any other duties as directed by the owner or the 

owner’s representative.

Accepted by employee____________________________   

          Signature

Name_________________________

       Print name

Note: This job description forms the basis of your key performance indicators, 
these responsibilities and duties will be linked to your current and future 
remuneration packages.

The Hiring Process 

The hiring process can be a 
long and complicated task, 
but if it’s done right the first 
time your restaurant will be 
efficient and effective. Check out hospitality & catering 
colleges, because there will always be people looking for 
jobs. Speak to the staff and place ads, where applicable. 
Apprenticeships could be a way to get good and dedicated 
staff with great potential sometimes.
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It’s important to recruit people who are really keen to work 
and are flexible, because there will be times when they have 
to cover for other people and do different roles, regardless 
of their original position.

Run ads on online sites such as Jobstreet.com and classified 
sites. You may even consider contacting a recruitment 
agency and paying them to streamline your recruiting 
process. Even though this will cost money, you’ll only have 
to interview potentially worthwhile candidates, instead of 
wading through hundreds of resumes for different positions.

If you trust your head chef and front-of-house manager, 
they can help do some of the interviews for you to ease the 
burden. 
 
If you have never had to recruit people before, you need 
to bone up on your interview techniques before you start. 
It’s essential to remember that you’re interviewing the 
candidates to see if they’re suitable for the job. But, they’re 
also interviewing you to decide if they want to work for you. 
You may not be offering enough money or the role may not 
be what they’re looking for.

The interviews for chefs are 
unlike normal interviews. 
Usually you would get them 
to cook something so you 
can see how they cook and 
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discuss their food. It needs to be a longer interview process. 
This is where your head chef comes in. If he can use his 
expertise and do those interviews, it takes a lot of stress off 
your shoulders. 

Regardless of the role you’re going to play in the running of 
the restaurant, you need to be able to delegate jobs as you 
can’t do everything yourself. So having reliable people in 
the key roles will strengthen the business immensely.

 
Interviews

The interview process itself should 
be a very precise one. Your goal is 
to find the best possible people to 
staff your restaurant for the long-
term. You don’t want people who 
only want to stay a few months, 
because you have to invest a great 
deal of time, money, and effort into 
training people to work the way you need them to work.

If you have never interviewed people before, but your 
manager or chef has, sit in on their interviews to learn. It’s 
not wise to interview people alone if you have never done 
it before, because reading how to do it will only take you 
so far. A lot of things that happen during an interview are 
based on instinct. 
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In some roles, experience may not always be necessary if 
they have a strong work ethic, a positive attitude, and you 
just have that “feeling” they’ll be right for the job. Sometimes, 
this particular type of employee ends up being the best one 
in the team.

If an interviewee’s first questions are related to income, 
days off and holidays, you know they’re not really interested 
in the job and a short interview would be the best thing...get 
them out the door so you can get on to interviewing other 
candidates that are genuinely wanting a job.

Apart from seeing if 
each person is suitable 
for the job they want, you 
also have to make sure 
all staff can work well in 
a team environment. If 
they can’t, they won’t 
be suitable. You must 
have one cohesive 
team and not a bunch 
of individuals that can’t, or aren’t willing to work together to 
ensure the diners have the best possible experience every 
single day of the year, regardless of their personal situation. 

Always take plenty of notes when you interview people. 
Note what they wear, because that speaks volumes about 
their attitude and them as a person. If they arrive in a suit 

Red Hot Tip!
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or at least in respectable attire, you know they’re serious. 
If they turn up in faded jeans and a t-shirt, it tells you they 
don’t care whether they get the job or not and should also 
make you worry about what sort of performance they’ll give 
if they can’t even dress appropriately for an interview.

Punctuality is also a consideration. Unless there’s a very 
good reason, lateness for an interview is unacceptable. 
There are times when a car breaks down or a train or bus 
runs late, but the interviewee should always ring ahead if 
that happens. It shows respect and allows you to plan your 
time in case you have others to interview.

Ask questions about knowledge of food and wine to see 
what they know and how much they know. Talk about 
scenarios to see how they would handle things if a problem 
arose.

Always check references. You never know what other 
people may say about the person to you that they may 
not say directly to the person. Sometimes people used 
as referees won’t give a positive reference and that helps 
make your decision easy. 

Don’t be swayed about references that are from people 
in another country. If necessary, make the call. Some 
candidates like to make up references in the hope you 
won’t check them and interviewers often can’t be bothered, 
because it’s an extra hassle.
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Staff Training & Development

Training of staff is 
critical and must be 
done properly. Train 
your employees at all 
levels - even part-timer 
or temporary helper - 
in order to maintain the 
standards and image 
of your restaurant. 
You won’t be able to train everybody because of the time 
and expertise involved in every role. However, your head 
chef can train some of the kitchen staff. Your front-of-house 
manager can train his dining staff so everybody knows what 
they’re doing.

You never fill the key roles with people who have no prior 
experience so you need to check that training has been part 
of their experience as well. Here is also where the written 
job descriptions come in again. All staff should be given a 
copy of their job description so they know exactly what is 

expected of them and there’s 
no excuse for ignorance 
down the track.

It’s essential to make every 
employee feel welcome. First 
impressions count in both 
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directions. Remember, if they’re not happy, they’re just as 
likely to leave and you don’t want that to happen if it can be 
avoided. Make sure you know everybody’s name, even if 
you didn’t interview or hire them.  

Training requires good communication skills at all times. 
Everybody needs to know exactly what to do. Staff should 
feel confident they can handle their roles and that they 
can ask if they need help, especially in the early stages. 
Whenever possible, use real-life dining situations to train - 
implement the ‘buddy system’.

Waiters/waitresses must have good 
knowledge of the menu, so if customers 
ask questions they have the answers on 
the spot instead of running to the kitchen. 
Otherwise, it leaves the customer not 
feeling confident and may have a negative 
impact on their dining experience.
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They need to be able to “read” diners, to know when to 
clear their table, when to leave it alone, and when the bill 
is required. Nothing should ever seem like too much effort 
on their part. 

In some restaurants, tips may form a large part of their 
income if they’re good at their job. Anybody can pick up 
and put down plates of food, but good quality wait staff will 
either make your business a big success or turn it into a 
financial disaster.

There is a saying that goes 
“When selling, we need to 
use the right tone. The way 
we say things can be more 
important than what we say”. You can train your waiters/
waitresses based on this quote with certain expressions 
that can help you boost your sales.

Red Hot Tip!
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The kitchen staff is an entirely different breed of person. 
They’re supposed to be a close-knit team of people. After 
they have worked together for a while, they should almost 
be able to read each other’s mind so they’ll know how to put 
a complete dish at the right time. 

You can’t afford to have weak 
links in your kitchen team. 
The head chef will always be 
the boss and should have the 
trust and confidence of his 
crew. Everybody has a job to 
do and together they’ll make 

your restaurant the success you want it to be.
 
However, when first hired, most won’t know each other and 
they’ll have to work hard to become the well-oiled machine 
you require. If you’re the head chef, you’ll need to do some 
of the training. Depending on the experience of other 
members of the kitchen staff, training can be delegated as 
well. For example, your sous chef could help out. 

If you’re not the chef but still have chef’s experience, you 
can help your chef to do the training. It’s best to decide 
when and where your time is most needed in the initial 
stage, because you can’t be everywhere at one time.

When your doors first open, guests will expect excellence 
in all areas of your restaurant, so it’s essential that you 

Red Hot Tip!
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don’t open until you’re ready. 
However, you won’t be able 
to afford to stay shut for 
too long for the purpose of 
training, as you need to pay 
rental and salary. 

But, understanding that the 
training will either make 
your business a success 
or send it down the toilet will enable you to calculate the 
time required to train your staff in accordance to your 
restaurant’s expectation. Therefore, you need to design a 
comprehensive training plan. 

You also need to establish 
formal housekeeping rules 
for all staff. This encompass-
es their behavior, smoking 
policy, mobile phone use, 
break times, rosters, punc-
tuality and everything else 
that pertains to the way the 

restaurant should run and what’s expected from all staff. 

Many restaurants put everything into a small staff handbook 
and give each person a copy when they report to work on 
the first day. Even though you still tell everybody the rules, 
some will forget. A written copy is a permanent reminder 

Red Hot Tip!
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and you can easily write it using a computer, because it 
doesn’t have to be fancy.

Many restaurants also provide staff-meal to their employees 
This is a good policy, because it enables them to enjoy 
the same food as the diners and this gives them a greater 
amount of knowledge when it comes to making better 
suggestions and answering questions about the food.

You should regularly assess staff performance and give 
them feedback, regardless of whether it’s positive or 
negative. 

Sample of Skill Assessment (Kitchen Crew)
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Sample of Skill Assessment (Dining Crew)

You should have a standardized appraisal form for every 
employee in which you can also keep for records and future 
reference. Below is an example of an appraisal form.
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XYZ KOPITIAM

EMPLOYEE ANNUAL APPRAISAL REPORT

(Non – Management Staff)

A. EMPLOYEE’S PARTICULARS  

Name of Employee  _______________________       Outlet / Section       _____________________

Present Position  __________________________      Length of Service    _____________________

Date Joined       ___________________________       Present Salary        _____________________

  Rating      Level
  
      1           (Poor)
      2           (Below Satisfactory)
      3           (Satisfactory)
      4           (Good)
      5           (Very Good)
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B. PERFORMANCE FACTORS  

Please tick (/) in the box which best describes the employee’s performance

Performance Factors
Performance Rating

1 2 3 4 5

1
JOB KNOWLEDGE / SKILLS   
Depth of job knowledge and the 
application of skills required.

2
PRODUCT KNOWLEDGE        
Adequate knowledge of all the products 
available in the outlet.

3

QUALITY OF WORK        
Performs work thoroughly and accurately 
in line with expected standards/ 
procedures.

4

SERVICE QUALITY / COURTES        
Attentive and understanding towards 
meeting customer’s needs and giving 
priority to their satisfaction.

5

HOUSEKEEPING / SAFETY & HEA
LTH                                               
Complies with established housekeeping 
practices and rules & regulations on 
hygiene, safety and health.

6
WORK ATTITUDE / DILIGENCY        
Committed, diligent and responsible in 
carrying out the duties assigned.

7
INITIATIVE        
Goes beyond executing instructions and 
taking appropriate action without being 
told.

8
TEAMWORK / COOPERATION        
Works well as an effective team player and 
contributes to team spirit.

9

CONDUCT / DISCIPINE        
Complies with established rules and 
regulations (including attendance and 
punctuality)
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10
COMMUNICATION SKILLS        
Ability to communicate ideas and 
expressions well, both spoken and written.

TOTAL SCORE            

OVERALL RATING = (Total Score / 50) x 100

C. PERFORMANCE RATING         

D. APPRAISER’S COMMENTS          

Strength / Accomplishments:

___________________________________________________________________ 

___________________________________________________________________ 

 
Weakness / Area Of Improvement / Training Required:

___________________________________________________________________ 

___________________________________________________________________ 

 

 

Appraiser’s Signature :  ___________________                   Date : __________________
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E.  APPRAISEE’S COMMENTS &       
      ACKNOWLEDGEMENT         

F. RECOMMENDATION BY APPRAISER   

   The appraise is recommended for:  

   (Please tick where appropriate)           3) Confirmation in Service 

   1) An increment of RM__________               4) Promotion to_________________   

   2) Forfeiture of increment                               5) Others: _________________ 

a) I have noted my performance grading and overall performance 
assessment. Any doubts/misunderstandings that I have, had been 
communicated to my Superior.

b) Any other comments :        

__________________________________________________________

Appraiser’s Signature:  ________________    Date: __________________

Name of Manager / Chief Chef         Signature Date

Concurred by Operation Head                               Signature Date

Concurred by Head of Human Resources             Signature Date

Approved by Managing / Executive Director       Signature Date


