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SERVICE ATTITUDE AND PERSONNAL APPEARANCE

Success or failure of any hospitality venture is based on the goodwill and customer satisfaction gained
and maintained during the first years of operation. Because you are the one who comes in contact with
the guest, your appearance and attitude is very important. Any things offensive about your appearance or
attitude may influence customer satisfaction and impression on the company you represent. It may also
adversely affect business with the said customer.

Here are some standards for appearance and attitude for you to follow:

ATTITUDE
1. Take pride in your job

A person who takes pride in his job accomplish much more and find more satisfaction and reward a job
well done.

2. have a positive attitude

Be cheerful smile even if you son not feel like it. Smiling will lightens your task and lets you do more
whether it is for the guest or another staff member.

3. Remember that the guest is a VIP.

He expect you to be much more than just courteous and efficient. He comes to the hotel to relax, enjoy
and pampered. Make him feel that you are there to serve him and want to see him enjoys himself and
have pleasant hospitalizing experience.

YOUR APPERANCE

Your personal appearance suggests to the guest the quality and cleanliness of the beverages and foods
offered in your outlet. Efficiency and proper attitude cannot compensate for poor personnel appearance.
Your good appearance is essential to good and efficient service.

The following are essential to good appearance:

1. Body cleanliness:

Take a warm bath or shower daily before coming to work station. Use a good deodorant as often as
possible.

2. Posture:

When standing or walking, hold body erect with your shoulders back and head up. Proper posture help to
reduce fatigue and improve your appearance. Don not slouch, lean on walls, or chairs.

3. Hair:
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Hair should be neat and clean and well trimmed.

4.

Teeth:

Follow the rules on proper dental hygiene. Brush your teeth at least twice a day and use a mouthwash as
often as necessary. Floss regularly

5.

socks:

Always wear clean and dark socks.

6.

Uniforms:

Your uniform is intended for showmanship. It is also designed to make you look good and feel
comfortable.

7.

Try to avoid:

Using handkerchief in the front of the guest

Using strong smelling perfume, colognes and after-shave
Combing your hair anywhere except in wash and locker room.

Chewing Gums, drinking or eating while on duty.

Counting tips or ratting pocket change.
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HOW TO USE UNIFORMS

ALL STAFF SHOULD MAINTAIN HIGH STANDARD OF DRESS CODE
Uniforms being kept well pressed and clean.

Never wear uniforms with missing buttons, dirty or torn.

Shoes should be kept clean and regular brushed.

Black shoes (not bulky or high heeled) are to be worn together with black socks.

o > e

Name tags are to be worn always
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e It is essential that all food handling personnel including service brigade should adopt a strict code
of personal hygiene; frequent showers /bathing and avoid dance of excessive jewellery.

e Hair should always be groomed.
Males should have short trimmed hair and females should have tied up hair in a neatest style.

e Men should always have a clean shave.
e No bracelets or excessive jewelers should be worn.
e Make up is to be moderate and nails are to be kept short and clean.

e All cuts and abrasive should be bandaged or covered with a suitable dressing.

WWW.DZPEK.COM | il ok



pAE- (TR s 161 oaaild|
gl oy ( o) ] patiall deds (ddluall) plalad| deds

(1) @B 243
Lilee Lgapdaty fapdall dalui¥) 03 le ppapiall o)yl @

o0 OXO;
7% @

Shocked smile

WWW.DZPER.COM | =)l ok



pAE- (TR s 161 gaadil|
gl oy ( oo )] potlal) deus (ddluall) plalad| deds

/

WHO CONTRIBUTES TO SPECIAL SERVICE

\ o

e Employees who smile and are friendly

e Employees who are courteous and polite

e Employees who are nice

e Employees who take the time to find out what you rely need
e Employees who care about you needs

e Employees who wants to help you

e Employees who know how to help you

e Employees who treat you like you are more than just an Interruption
e Employees who have "Personalities”.

e Employees who know their jobs.

e Employees who make eye contact.

e Employees who pay more attention to you than they do to their machine, paperwork, telephone or
co-workers.

e Employees who say thank you and invite you back
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I'm sorry, sir...I don't give suggestion any more

215381 6T ehollae padatoaf ¥ (gonaun y2e

D'ONT

Jaid ¥

0L 5 P ke T et

—©B.0riginal Artist

BALIM- Heprgauc}tinn :;'_ifghfé"'amainahLe__-fmm'
w&.ﬂaﬁnnnStnck:cnm:

“Yes, we have a ‘Happy Meal.’ It's when
you |leave the kids home.”
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© Original Artist
Reproduction nights obtainable from
whnivy, Cartoonstock.com

“I’m sorry sir, you can’t actually
have your cake and eat it!”
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FUNCTION SHEET
CLIENT DATE OF EVENT.....ccoeerrrnne.
PHONE / CEL FAX
OFFICE / E-MAIL
CAPTAINS WAITERS BARTENDERS CAT. ASS. USHERS
BC ARRIVES GUESTS ARRIVES CAT. ARRIVES PERSONS
CATERER FUNCTION
PHONE / CEL FAX
OFFICE / E-MAIL
ADDRESS
LOCATION ACTIVITY
MENU
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EQUIPMENT RENTAL

JOB FROM DEPARTMENT

HK:

Laundry:

F/O:

SECURITY:

KITCHEN:

Cc: HK-ACCT-LAUNDRY-F/O-SECURITY-KITCHEN-STEWARDING-....
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Tewe 17 => 1.0 | Banquet
1.1 Tews! 2T 1.2 1.3 1.4 15 1.6
Planning & ) Room &
Supervision Dinner Fquipment Guests Statt Speakers
~ Planning — Ilenu — Site/Boom  — Guest List — Shoppers —Tnwite
| Budget ~ Shopping ~ Tables/Chairs [~ RSVEs " Cooks | Transport
List
 Disbursements/ |~ ~hopping ~ Settingf ~ MName Tags T SErVers " Coordinate
Feconciliation Ttensils Topics
- Coordination { Cooking — Decorations L Special Needs {-Hosts ~Baclup for
Ho-shows
Teval 3"=> L Zerving = Equipment, L Cleanup - Thank yous
FPotz, Etc.
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Service Standards Checklist (page 1/3)

To Be
Current Standards Action Required Completed
Status By
Host / Hostess

Hozt greets and welcomes quests
irnere diate by

Host smiling, fendly, has positive
irteraction with quests

Host gives accurate watt tirmes

Guests seated efficienty and courte ously

Huozt announc es features f specials az
menus are presented

Telephone iz anzmered promptiy

Guests are recognized and thanked az they
leave

Dining Room

Guests are greeted atthe table within G0
seconds

Features [ specials described; perzonal
recamme hd ations made

Drink order arrives within minutes

Appetizer order amves within minutes

Soupz & salads delivered within __ min.

Ertrées amve within ___ minutes of order

Food prohlems are promptly reported to
kitchen perzonnel

Return to table with specific entrée
questionz within __ minutes

Dezzerts arrive within mirutes of order

Check prezented within ___ minutes

Cazh or credit cand picked up within
minutes
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Manager's Closing Checklist

Manager

Date

DOMNE

ACTION

COMMENTS

& fter business has slowed, cut appropriate ldbor.
___ Bus staft' f dish room

___ Servers

___ Host

___ DBartender

___ Kitchen - line

___ Kitchen - prep

Check with chefflutchen manager to ensure all
ordering has been completed.

_ reat

__ zeafood

___ produce

__ dairy

Check server sidework and closing duties prior to
collecting check-outs,

Restock all lguor to bar using pull sheets.

Fecord all iterns izsued in lignor mrring
Inventory.

Close kitchen (never close prior to posted closing
tirmes).

Close bar one hour after dining roorn is closed or
as husiness dictates.

Oince custorners have left the banldme, lock front
doot.

Check restrooms to be certain they are empty,
clean and free of debris.

10.

Check reraining staff sidework and closing
duties. Collect all remaining server check-out
sheets.

11.

Close hartender coraps, collect drawer and
cornplete check-out using ablind check-out sheet.

12.

Coraplete safe andit.
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Side Station/Dummy Waiter

The side station is also called the dummy waiter or service console. This is a very important piece of furniture in a
restaurant. It is used by the service staff for keeping all the service equipment at one place. It is also used as a
landing table for the dishes picked up from the kitchen enroute to the table and the dirty dishes from the guest's
table to the wash-up area. For the convenience of the service staff, the side station should be strategically located

in a restaurant. The side station should be kept clean and presentable as it can be seen by the guests.
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10
1L
12
13
14
15
16
17
18
19
20

Service spoons and forks
Sweet spoons and forks

Soup spoons, teaspoons, coffee spoons

Fish knives and forks
Joint knives

Qlda Lt san

DIUU NIIVGO

Fish plates

Sweet plates

Sideplates

Coffee saucers
Underflats

Service salver

Dirty linen

Check pad on service plate
Assorted condiments
Ashtrays

Water jugs

Bread basket and butter
Hotplate

Trays

Figure 5.10 Example of a sideboard lay-up

15

16 17 18

e,

|

///

J 0
e, \

\K//E?W

ﬂ

Silvers
Coffee pots
Finger bowls
Soup ladles
Cigar cutters
Candle holders

Straw stand

Side Station

The following service equipment can be stored in a side station:

Creamers
Teapots
Cruet sets
Butter dishes
Bread baskets
Water cradle

Pot holders

Wine chiller and stand
Ice buckets and tongs
Sugar bowl; and tongs
Bottle openers
Bud vases
Toothpick stand

Drip bowls
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Tables And Chairs

The size and shape of tables depends entirely on the availability of space and the kind of service

envisaged. Normally three types of tables are used. They are round, rectangular and square.

Restaurant Tables

The height of the table irrespective of the shape should be 75 cm from the floor level. The diameter of a round
table to seat four people should be approximately 92 cm. The size of a square table to seat two people should 76

cm sq and 92 cm square to seat four people. The size of rectangular table to seat four people should be 137 cm x
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76 cm. Commercial table tops come in a variety of materials: wood, metal, stone, tile and melamine. Many

restaurant table tops are available with edged finishes to prevent scuffs and dents.

In some expensive tables, another table top is placed with revolving facility, on top of which the food is placed

where the guests can rotate revolving top and serve himself, if he chooses to.

Chairs

Chair are available in various shapes, colors and sizes to suit all occasions. Because of the wide ranges of style,
chairs come in varied height and width. However the dimension of chairs should be relative to table dimensions.
The average height of the chair should be 92 cm. The seat should be 46 cm from the floor and 23 cm from the top

of the table. This would enable guests to sit and eat comfortably, without their legs touching the underside of the

mhin B

table.

Service Equipments
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Elegant and attractive service ware, colorful and clean dishes, quality plates and glassware add to the decor of a

restaurant. However, several factors have to be considered while selecting the equipment.

Standard of the restaurant

Types of service

Décor and theme of the restaurant

Type of clientele

Durability of equipment

Ease of maintenance

Availability when stocks run-out for replacement
Storage

Flexibility of use

Price factors

Standardization

A hotel/restaurant should be well stocked with appropriate equipment to provide quality service. For

multipurpose use and to cut down costs, most hotels/restaurants standardize equipment in terms of size and

color. Food and beverage service equipment may be divided into glassware, chinaware and tableware which are

further subdivided into flatware, cutlery and hollowware.
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Glassware

Glassware refers to glass and drink ware items besides tableware, such as dishes, cutlery and flatware, used to set
a table for eating a meal. The term usually refers to the drinking vessels, unless the dinnerware is also made of
glass. The choice of the right quality glass is a vital element if the cocktail is to be invitingly presented and give

satisfaction to the consumer. Well designed glassware combines elegance, strength and stability, and should be

fine and smooth rimmed and of clear glass.

Types of Glassware

Many standard patterns and sizes of glassware are available to serve each drink. Most
glass drinking vessels are either tumblers, flat-bottomed glasses with no handle, foot, or

stem; footed glasses, which have a bowl above a flat base, but no stem; or stemware,
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which have a bowl on a stem above a flat base. Neither a tumbler, footed, nor a stem,
yard (beer) is a very tall, conical beer glass, with a round ball base, usually hung on the

wall when empty.

Pilsner Glass

Stein

Flute Glass

Goblet or Chalice
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Snifters

Wheat Glass

Tulip Glass
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Cocktail Glass

Red Glasses
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White Glass

Flutes e

Sherry Glass

Coupette Glass

Pitcher

)
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Old Fashioned Glass

Yard Glass

Irish Coffee Cup

Coffee-Mug
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Handling of Glassware

* Glassware is highly fragile and most delicate and expensive: hence utmost care has to be taken while handling

*e

glass equipments.

» Glasses are normally stored in a glass pantry and should be placed upside down in single rows on paper-lined

L)

shelves, to prevent dust settling in them.

R/
0’0

Tumblers should not be stacked inside one another as this may result in heavy breakages and accidents.

» The appearance of the drink mainly depends on the glass and therefore, the glass should be sparkling clean and

L)

attractive in shape and style.

< When glassware is machine or hand washed, each individual item must be polished and dried with a glass cloth

made of linen, as water leaves stains on the glasses.

Glasses whether clean or dirty have to be handled by the base or stem, since the finger prints left on the glass
necessitates polishing
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+* Flatware

Flatware denotes all forms of spoon and fork. Flatware, especially that used by most people when they eat

informally, is usually made of stainless steel.

¢ Cutlery

Cutlery refers to knives and other cutting instruments.

+* Hollowware

Hollowware refers to table service items such as sugar bowls, creamers, coffee pots, teapots, soup tureens, hot

food covers, water pitchers, platters, butter plates and other metal items excluding flatware and cutlery.
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Dessert Spoon- Dessert Fork- Dessert Knife- Dinner or Table Spoon -Dinner or Table Fork-

Dinner or Table Knife
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Fruit Fork, Fruit Knife, Fish Fork and Fish Knife
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Demitasse Spoon, Tea Spoon, Grapefruit Spoon, Oyster Fork and Escargot Fork

Flatware and Cutlery

Special Tableware

There is almost an unlimited range of flatware, cutlery and hollowware in use in the catering industry. Apart from
the familiar knife, fork, spoon, vegetable dishes and lids, entrée dishes and lids, soup tureens, teapot, hot water
jugs, sugar basins there are a number of specialist items of equipment available for use with specific dishes. Some

common specialist equipments are listed below:

Special Tableware

Silver Tea Tong
The silver tea tongs (called also silver sugar tongs
or silver sugar nips) are used for lifting sugar cubes
from the sugar bowls and add to tea cups. The basic
forms in which they were made are:
«+ fire tongs, of two arms joined at one end by
a pivot
¢ scissors tongs, of two arms pivoting at the
centre, in the form of a pair of scissors (tea
tongs or sugar nips) Ends of tongs may be
serrated.
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Asparagus Holder

The asparagus holder is an utensil for a diner to hold
a single stalk of asparagus. It is made of a single
strip of metal, bent in the form of U-shaped tongs,
with a small square plate at each end to grip the
stalk.

Pastry Slicer
Pastry Slicer is used for serving pastries (portion of
gateau)

Pastry Fork

Pastry fork is a small fork designed for eating
pastries and other desserts while holding a plate. It
is typically designed so that it can be used with the
right hand, while the left hand holds the plate. It
therefore has the left side widened to be used like a
knife to cut the food when pressed down on the
plate. Left-handed pastry forks have the right side
widened instead. This fork may also be used to lift
fruit pieces from the plate.
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Oyster Fork

A fork used for picking up shellfish cocktail or
oysters. This fork is shaped like a regular fork, but it
slightly smaller and the tines are curved outward.

Lobster Pick

This long, narrow utensil is used to pull every shred
of meat from the hard-to-reach cavities (such as the
legs) of lobsters and crabs. The tip of a lobster pick

can either be pointed or in the shape of a tiny, two-

prong
fork.

Snail Tong and Snail Fork

Small, spring-operated tongs used to hold hot snail
shells while extracting the snail. Unlike most tongs,
these open by squeezing the handles. When the
pressure is released, the tongs snhap securely around
the snail

shell.
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Snail Dish

It is a round dish with two ears having six
indentations to hold portion of six snails.

Skewers

A long, thin, pointed rod that comes in various
sizes. Skewers are made of metal or wood; the
former often has a ring at one end. They're most
often used to hold meat in place during cooking/
serving, as well as to skewer meat and vegetables to
be grilled for shish kebab. The best skewers are
square or flat-shaped that hold food securely when
moved. Usually made of stainless steel.

Ice-cream Scoop

It is used to remove ice cream from a carton or other
container while forming the ice cream into a ball or
oval shape. Ice-cream scoops come in several styles
and sizes.

The simplest is a plain metal scoop- or spade-
shaped utensil. Next comes one shaped like a half-
globe or oval with a spring-action lever in the
handle. When squeezed, the lever moves an arc-
shaped blade across the scoop's interior and ejects
the ice-cream ball. The nonstick-style scoop has
antifreeze sealed inside.

Nutcracker

It is a tool for cracking hard nutshells, usually
consisting of two hinged metal arms between which
the nut is squeezed.
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Stainless Steel

Stainless steel flatware and cutlery is available in a variety of grades. Use of stainless steels and super stainless
steels is expanding in a variety of markets. Stainless steels have higher resistance to oxidation (rust) and
corrosion in many natural and man made environments; however, it is important to select the correct type and

grade of stainless steel.

Stainless steel is finished by different degrees of polishing: high polish finish, dull polish finish and a light grey

matt, non reflective finish, etc.

Stainless steel's resistance to corrosion and staining, low maintenance, relative inexpensive and familiar luster
make it an ideal base material for tableware. Stainless steel neither tarnishes nor stains. It resists scratching far

more than other metals and may, therefore, be said to be more hygienic.
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Chinaware

China is a term used for crockery whether bone china (expensive and fine), earthenware (opaque and cheaper) or
vitrified (metallized). Most catering crockery used nowadays tends to be vitrified earthenware, which is very

durable and haven been strengthened. Crockery is also usually given rolled edges to make it more chip resistant.
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Chinaware is made of silica, soda ash, and china clay, glazed to give a fine finish. Chinaware can be found in
different colors and designs which are always coated with glaze. Chinaware is more resistant to heat than

glassware. There are various classification of catering china. They are:

Porcelain

Porcelain is a ceramic material made by heating selected and refined materials, which often includes clay of
kaolinite clay, to high temperatures. The raw materials for porcelain, when mixed with water, form a plastic body
that can be worked to a required shape before firing in a kiln at temperatures between 1200°C and 1400°C. The
toughness, strength, and translucence of porcelain arise mainly from the formation of glass at high temperatures

and the mineral mullite within the fired body.

Bone China

Bone china is porcelain made of clay mixed with bone ash. This is very fine, hard china that is very expensive. The
decorations are to be found under the glaze only. The price of bone china puts it out of reach of the majority of

everyday caterers, and only a few of the top class hotels and restaurants would use it. The range of design,

pattern and color is very wide and there is something to suit all occasions and situations.

Earthenware

Earthenware may sometimes be as thin as bone china and other porcelains, though it is not translucent and is
more easily chipped. Earthenware is also less strong, less tough, and more porous than stoneware, but its low
cost and easier working compensate for these deficiencies. Due to its higher porosity, earthenware must usually

be glazed in order to be watertight.

Stoneware

Stoneware is a hard pottery made from siliceous paste, fired at high temperature to vitrify (make glassy) the

body. Stoneware is heavier and more opaque than porcelain. The usual color of fired stoneware tends to be
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grayish, though there may be a wide range of colors, depending on the clay. It has been produced in China since

ancient times and is the forerunner of Chinese porcelain.

Chinaware Serving Items

There are wide ranges of chinaware serving items and their sizes vary according to the manufacturer and the
design produced. Recent developments in chinaware include the ovenproof ware (dishes, casserole and cocotte

dishes), which allow food to be brought straight from the oven to the table.

Side Plato Entree Flate Oval Plata China Mug
» .
— |L: \
Milk & Sugar Bowl Cup & Saucer Salt & Pepper Astrav
i
i'{'
Tea pol Bowis and Creamers Spoon Souffle Dish
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Handling of Chinaware

Whatever quality of china or crockery is used, the most important thing to ensure is that it is washed, rinsed and

dried correctly to ensure that no dirt, stains or streaks appear.

Chinaware has a high breakage rate and, therefore, needs careful handling.

They should be stored on shelves in piles or stakes of approximately two dozen each. Any higher may result in
their toppling down.

They should be stored at a convenient height for placing on, and removing from the shelves to avoid accidents.
Chinaware should be kept covered to prevent dust and germs settling on it.

Chipped and cracked items harbor germs and should, therefore, not be used and disposed off carefully.
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Figure 5.7 Carrying a loaded oblong tray
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Wineglass

Water
glass

Soup
spoon

Dinner
knife

Salad Dinner

fork fork Teaspoon

Utensils are placed one inch from the edge of the table

Water

Place card glass
Wineglass
Bread red)
plate
Dessert spoon . Wineglass
(white)
Cake fork
Bread
knife Service plate

Salad plate

Mapkin
Cup and
saucer
) ) | | generally aren't
fsoi:‘l:d 'E::pkner .'/ TE&SPGOF‘I 1 placed on the
D“':'ner I table until the
knife Soup dessert course

spoon
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THE MAP OF A FORMAL PLACE SETTING

Water goblet
Champagne flute

White wine glass

I

Menu card Fed wine glass

Individual pepper shaker

Sherry glass
Endividual salt shabar [

Bread-and-butter plate
Butter spreader

Salad fork
Fish fork

Salad knife
Soup spoon
Cocktail fork

Dianner fork
Place plate

Place card
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