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Managing employee performance involves many components. Following these four key steps will set up both the employee and their manager for success: 
1. Determine what to measure 

Typically, the first step in performance management is establishing annual goals that align with your Company’s business plan, vision and mission. In developing these goals, it is often helpful to refer to a current job description to identify the primary job duties, personal characteristics, skills and abilities essential for success in the position. Critical areas should include work performance factors such as service levels and job knowledge and individual performance factors such as problem-solving, teamwork, or managing change. It is also important that the employee understands how the achievement of their goals and objectives aligns with yours as the manager and those of the business as a whole.

2. Communicate expectations frequently 

While the performance appraisal process provides a formal method of communicating feedback on employee performance, effective performance management should also include frequent informal feedback and communication. An employee (or the employer) should not be surprised by anything that is said during the formal performance review, as an ongoing dialogue between management and staff ensures that employees feel valued and understand the status of their job performance in terms of areas in which they may be doing well and those that require improvement.

Foster open lines of communication and an opportunity for the employee to provide feedback:

· Schedule daily pre-shift meetings or weekly stand-up meetings so you can provide employees with what to expect for the day, and the team have an opportunity to share details on what they are working on
· Schedule more formal weekly or monthly meetings with employees (individual one on one meetings or as a group) to provide a structured forum for input, feedback, discussion, and questions
· Encourage employees to raise any concerns regarding their workplace to their manager through open dialogue, by email, or suggestion box.

Follow-up is instrumental in any successful communication, so it is important to review, investigate and address all issues brought up in any forum promptly and transparently.


3. Measure Performance 

Once goals are determined, use Performance Review forms to support your annual performance discussions and regularly communicate expectations with your employee. Try to complete reviews either on the employee’s anniversary date or at the end of the year to align with the fiscal business year. Set a mid-year check-in meeting with your employee to see if they are on track. 

As much as possible, employees’ goals should align with those of their manager and the organization’s business plan, so employees can more easily recognize how their performance contributes to the organization’s overall performance. Consider following SMART guidelines (an acronym used to guide and set parameters when goal setting):
· Specific (What needs to be accomplished?)
· Measurable (How will you measure your goal? Are you able to track your progress?)
· Achievable (Can you reasonably accomplish the goal?)
· Relevant or Realistic (Think big picture. Why are you setting this goal?)
· Time-bound (How will you measure your success? Have you set a deadline?) 

An example of a SMART goal could be: “Improve customer service ratings by 10% by the end of the first quarter.”
4. Follow up 
By consistently and continually checking in with your employees, you demonstrate your commitment and dedication to their progress. Follow-up does not have to be lengthy to be effective and can take many forms. The most important thing is that it is done and done often to ensure employees remain engaged, motivated and committed to performing their job to the level expected and understood.

Skills Assessment Template
Below are two assessment templates for a restaurant & lounge server that can be adapted to other positions or can be modified to meet your organization’s standards. An employee can be given this evaluation when first starting to understand the requirements and expectations of the position and can then be used as an evaluation of the progress of that employee by the employer to show areas the employee has met the requirements, and areas the employee needs further training on.


SERVER TRAINING & SKILLS ASSESMENT EVALUATION
Server Name:  ___________________	               Date:_______________                                      Manager Name:  __________________
	
	MET
	MET
	COMMENTS & OPTIONS 

	1. Initial Customer Greeting at Table
	YES
	NO
	

	Stands at table before making conversation (does not talk to table while still walking to table)
	
	
	

	Greets customers within 45 seconds of being seated
	
	
	

	Acknowledge guest quietly from a distance if unable to get to immediately
	
	
	

	Makes proper eye contact when talking with customer
	
	
	

	Makes an original greeting with a warm tone of voice -Does NOT use terms such as “guys” when greeting
	
	
	

	2. Taking the Guests Order
	YES
	NO
	COMMENTS & OPTIONS

	Has eye contact with guest when taking the order
	
	
	

	Establishes a personal connection – be original and show creativity
	
	
	

	Takes ladies orders first-follows focal point method of ordering (Seat 1, 2 etc.)
	
	
	

	Starts with drink orders – suggestive sells items 
	
	
	

	Knows and describes food specials accurately and with enthusiasm
	
	
	

	Verifies each customer’s order as they are taken – clarifies if not heard or understood
	
	
	

	Removes menus after completing order taking
	
	
	

	Informs the customer of any delays or product shortages
	
	
	

	3. Serving Beverages
	YES
	NO
	COMMENTS & OPTIONS

	Serves correct beverage to each guest – does not have to ask who gets what beverage 
	
	
	

	Handles all glasses by stem or handles glass by holding bottom half  
	
	
	

	Cups handles all placed at 4:00 position – Tea pots have handle placed at 7:00 position 
	
	
	

	All beverages served from the right where possible
	
	
	

	All beverages carried out to table by tray
	
	
	

	4. Serving Food
	YES
	NO
	COMMENTS & OPTIONS

	If no starters, serve main course as soon as possible
	
	
	

	If starters served, clear table and re-supply cutlery and napkins using tray
	
	
	

	Places the right main course in front of each customer, announcing the name of each dish (No food auctioning)
	
	
	

	Places entrée with main course at 6:00 on plate (closest to the customer)
	
	
	

	Warns customers if plates are hot
	
	
	

	Ensures customer has all required cutlery
	
	
	

	Check level of drinks and suggestive sell fresh drinks
	
	
	

	Prior to leaving table asks customers “if there is anything needed”
	
	
	

	Makes statement to customer to “enjoy your lunch/dinner”
	
	
	

	5. Checking on the Main the Course
	YES
	NO
	COMMENTS & OPTIONS

	Within the first 2 minutes server returns to table to enquire about quality of food
	
	
	

	Asks about selected items using the names of the dishes
	
	
	

	Handles concerns quickly and according to set protocols
	
	
	

	Offer fresh drinks if required
	
	
	

	Performs table maintenance
	
	
	

	6. Offering Desserts
	YES
	NO
	COMMENTS & OPTIONS

	When all customers finished server clears table of dishes
	
	
	

	Offers specific Suggestions of desserts to try 
	
	
	

	Suggests sharing as a possibility of situation presents self
	
	
	

	Delivers desserts to specific person stating name of each item – brings extra plate and serving utensils if sharing
	
	
	

	7. Offering the Bill
	YES
	NO
	COMMENTS & OPTIONS

	Ask when customers want the bill. Do not rush them but be sensitive to their needs
	
	
	

	Print the Bill and check for accuracy
	
	
	

	Personalize the bill by writing your name with your own message
	
	
	

	Bring the bill to the table – state where the bill can be paid
	
	
	

	Continue table maintenance – clear dessert dishes, offer fresh beverages
	
	
	

	8. Taking Payment, and Thanking
	YES
	NO
	COMMENTS & OPTIONS

	Take payment and process if customers leave money at table
	
	
	

	If payment by debit or credit card, note the name and thank by name
	
	
	

	As customers leave, thank them and ask them to return and bring friends
	
	
	

	Clear and clean table as quick as possible – re-set table according to specifications
	
	
	

	9. Performs Side Duties
	YES
	NO
	COMMENTS & OPTIONS

	Performs table maintenance – removes unwanted, used plates, cutlery glasses
	
	
	

	Refills/asks if guest requires refill of beverages prior to guest being empty (1/3 full)
	
	
	

	Makes coffee as required
	
	
	

	Maintains clean workstations
	
	
	

	Brings out clean dishes, cutlery etc. to stock station
	
	
	

	Works as a team member – helps others when needed or asked
	
	
	

	Cleans and resets tables according to standard and promptly
	
	
	


LOUNGE TRAINING & SKILLS ASSESMENT EVALUATION

Team Member:  ___________________	               Date:____________	                               Manager Name:  __________________
	
	MET
	
	Exceed
	COMMENTS & OPTIONS

	1. Greeting
	YES
	NO
	√
	

	Greet customers within 45 seconds
	
	
	
	

	Acknowledge guest quietly from a distance if unable to get to immediately
	
	
	
	

	Make greeting original Does NOT use terms such as “guys” when greeting
	
	
	
	

	2. Taking the Order
	YES
	NO
	
	COMMENTS

	Introduce Self – be original
	
	
	
	

	Place napkin/coaster in front of customer after taking drink order – “Napkin Down”
	
	
	
	

	Establish a personal connection – be original and show creativity
	
	
	
	

	Check Identification of guest ordering alcohol and appearing underage REQUIRED
	
	
	
	

	Ask for Drink orders – suggestive sell and up-sell alcoholic beverages
	
	
	
	

	Describe featured Food & Drink items-suggest cocktails and appetizers
	
	
	
	

	Verify each customers order-compliment customers on their choices
	
	
	
	

	Inform the customer of any delay
	
	
	
	

	3. Make Drinks
	YES
	NO
	
	COMMENTS

	Handle all glassware properly-by base or lower half of glass (NO FINGERS ON RIMS)
	
	
	
	

	Make all drinks on top of bar-on rubber bar mat in view of customers
	
	
	
	

	Drinks made according to Standardized Drink Recipe
	
	
	
	

	Garnish drinks accordingly based on Standardized Drink Recipe
	
	
	
	

	Draught poured into glass properly - leaving 1 inch of foam on top
	
	
	
	

	Shooters made according to proper procedure – use back of spoon (NO FINGERS ON SPOUT)
	
	
	
	

	4. Serve Drinks
	YES
	NO
	
	COMMENTS

	Serve beverages within 3 minutes of taking order
	
	
	
	

	Place drinks on napkin/coaster directly in front of customer  (No food auctioning)
	
	
	
	

	Handle drinks by base or bottom half of glass (NO FINGERS ON RIMS)
	
	
	
	

	Announce name of each drink as they are being placed on napkin/coaster
	
	
	
	

	Beer bottle label “faced” towards customer when put down
	
	
	
	

	Follow up on beverage service within 3 minutes-check on satisfaction of drinks by specifically asking: How is the “Margarita” or How is the “Caesar”
	
	
	
	

	5. Serving Starters
	YES
	NO
	
	COMMENTS

	Serve first food fast  (No food auctioning)
	
	
	
	

	Clear empties and discard items from table (Table Maintenance)
	
	
	
	

	Set starters in centre of table, announcing names of dishes (if hot, warm) Offer to grind fresh pepper or grate Parmesan Cheese, if applicable
	
	
	
	

	Set side plate by each customer
	
	
	
	

	Watch tables and ask for drink refills if drink below 1/3 full
	
	
	
	

	6. Serving Main Course
	YES
	NO
	
	COMMENTS

	If no starters, serve main course as soon as possible  (No food auctioning)
	
	
	
	

	If starters served, clear table and re-supply cutlery and napkins using tray
	
	
	
	

	Place the right main course in front of each customer, announcing name of each dish
	
	
	
	

	Warn about hot plates
	
	
	
	

	Check level of drinks and suggestive sell fresh drinks
	
	
	
	

	Let customers know you are available and remind them to save room for dessert
	
	
	
	

	7. Following-up after Main the Course
	YES
	NO
	
	COMMENTS

	Shortly after customers take their first bite, visit the table to check on the meal and customers needs
	
	
	
	

	Ask about selected main courses, using the names of the dishes
	
	
	
	

	Offer fresh drinks
	
	
	
	

	Clear away any unwanted items (glasses, napkins, cutlery, fruit rinds, plates)
	
	
	
	

	8. Offering Desserts
	YES
	NO
	
	COMMENTS

	Suggest specific desserts and beverages (alcoholic and non-alcoholic), using names of items
	
	
	
	

	Verify each customers dessert order-compliment customers on their choices
	
	
	
	

	9. Delivering Desserts and offering the Bill
	YES
	NO
	
	COMMENTS

	Re-supply cutlery and napkins before presenting desserts
	
	
	
	

	Place the right dessert in front of each customer, announcing name of each item 
	
	
	
	

	Ask when customers want the bill. Do nut rush them – be sensitive to their needs
	
	
	
	

	Print the Bill and check for accuracy
	
	
	
	

	Personalize the bill – sign your name with your own message
	
	
	
	

	Bring the bill to the table in a Bill Folder
	
	
	
	

	10. Clearing Desserts, Taking Payment, and Thanking
	YES
	NO
	
	COMMENTS

	Offer fresh drinks and/or coffee refills (take bill from table if fresh drinks ordered-reprint new bill)
	
	
	
	

	Ask if customer enjoyed everything
	
	
	
	

	Take payment and process it quickly – if debit or credit card take Hand Held Device to table to process
	
	
	
	

	If payment by debit or credit card, note the name and thank by name
	
	
	
	

	As customers leave, thank them and ask them to return and bring friends
	
	
	
	

	Clear and clean table as quick as possible – re-set table according to specifications
	
	
	
	


Coaching Tips
What you did best…



One thing to improve
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