
S E R V I C E  T E A M  T R A I N I N G  M A N U A L

D I G N I T Y  

C A R E  

E M P A T H Y



A B O U T

D R E W ’ S
C A T E R I N G  &
E V E N T S  

D r e w ’ s  C a t e r i n g  &  E v e n t s  b e g a n
i n  2 0 0 8  a s  a  o n e - m a n  p e r s o n a l
c h e f  s e r v i c e  w i t h  a  s i m p l e  g o a l :
t o  s h o w c a s e  B C  i n g r e d i e n t s  a n d
p r o v i d e  m e m o r a b l e  s e r v i c e  t o
e v e r y  e v e n t .  S i n c e  t h e n ,  w e ’ v e
g r o w n  t o  b e c o m e  a n  a w a r d -
w i n n i n g  V a n c o u v e r  c a t e r i n g
c o m p a n y ,  b u t  o u r  c o r e  v i s i o n
h a s  a l w a y s  r e m a i n e d  t h e  s a m e .   
 
F r o m  w e d d i n g s ,  d i n n e r  p a r t i e s ,
a n d  b a r b e q u e s  t o  c o r p o r a t e
l u n c h e s  a n d  b a n q u e t s ,  w e  a i m
t o  b r i n g  o u r  p a s s i o n  f o r  P a c i f i c
N o r t h w e s t  c u i s i n e  a n d
p e r s o n a l i z e d  s e r v i c e  t o  e a c h
e v e n t  w e  c a t e r .   
 
M o r e  t h a n  j u s t  d e l i c i o u s ,
l o c a l l y - i n s p i r e d  f o o d ,  D r e w ’ s
C a t e r i n g  &  E v e n t s  p r o v i d e s  a
f u l l  r a n g e  o f  e v e n t  s e r v i c e s ,
i n c l u d i n g  s k i l l e d  s e r v i c e  s t a f f ,
b a r  s e r v i c e ,  d é c o r ,  p a r t y  r e n t a l s
a n d  m o r e .    
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T O  B E  T H E  M O S T  
T R U S T E D  A N D  
C O N S I S T E N T  

E V E N T  C A T E R I N G  
C O M P A N Y  I N  

C A N A D A / K N O W N  
A S  A N  I N D U S T R Y  

L E A D E R  B O T H  F O R  
O U R  I N N O V A T I V E  

P A C I F I C  
N O R T H W E S T  

F O C U S E D  F O O D  A S  
W E L L  A S  O U R  

S E R V I C E  
E X C E L L E N C E
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D  -  D I G N I T Y  
C  -  C A R E  
E  -  E M P A T H Y  

Our service culture core values are 

Dignity, Care and Empathy. From 

our humble roots as a small 

personal chef service to becoming 

Vancouver’s most reputable caterer, 

our mission has always remained 

the same: to provide memorable 

service and food anywhere, for any 

one. 
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We succeed when our team 

executes with a clear purpose and 

understanding of our core values 

to create enduring value and 

memories for our clients. We 

succeed when our team not only 

clearly understands what we do 

and how we do it, but why we do 

it as well. We are successful when 

we can foster successful 

employees, loyal clients and 

maintain a fair and reasonable 

profit to achieve our company’s 

vision. 

S I M P L Y  P U T ,  O U R  

S U C C E S S  I S  

D E T E R M I N E D  B Y  

O U R  P E O P L E .  

Providing memorable service for 

our guests depends on the 

combined efforts of many, so our 

core focus is on building a 

foundation of respect, 

cooperation and purpose for our 

team. 

We strive to provide a working 

environment of open 

communication, respect and 

loyalty. We aim to build success 

for our team in their professional 

and personal lives by fostering 

creativity, development of skills 

and growth. 

OU R  T E AM

HOW  WE  MEA S U R E  

S U C C E S S
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WHY  WE  W I L L  

S U C C E E D

Our commitment from day one has 

been to be responsible for our 

own people. We will never use a 

staffing agency to fulfill event 

needs, and each staff member will 

undergo the most comprehensive 

training program in our industry. 

Confident, effective and efficient 

employees operating with a sense 

of purpose will be the secret to 

our long-term growth and 

success. Management fully 

committed to establishing a 

positive culture of respect, open- 

communication and development 

will ensure we are successful in 

achieving our goals. 
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- Best trained and best paid 

service staffing in our industry 

- Each team member working 

towards a common purpose 

- Nothing less than ecstatic 

clients 

GO A L S
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B E  AWAR E  O F  BOD Y  L A NGUAG E  AND  

R E S P E C T  OUR  C L I E N T S  

- Smile! 

- Foresee what guests need (i.e. top-off of wine, plate cleared, located a 

garbage, etc) 

- Walk with purpose & keep busy 

- Avoid ‘clumping’ 

- Put your personal belongings and cell phone in the pack-up bin when you 

arrive  

A LWA Y S

DR E S S  COD E  &  MEA L S

It is important to us that your uniform aligns with our values by being 

professional and consistent. Ensure your uniform is clean and pressed for each 

event.   

- Black dress pants or skirt 

- Black dress shirt (Provided by DC) 

- Black dress shoes 

- Smile 

To provide the best service, we recognize that our Service Team requires a 

healthy meal while onsite. For any shift 6 or more hours, a boxed meal with a 

variety of fresh and nutrient-rich items will be provided to you. 

 

Please let us know if you have any dietary restrictions or preferences to ensure 

we can provide an appropriate meal for you - all you have to ensure is that you 

stay hydrated!   
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WHA T  S HOU L D  I  E X P E C T  ON S I T E ?

The  day  be fo re  you r  sh i f t ,  you  w i l l  r ece i ve  an  ema i l  w i th  the  

even t  de ta i l s  f rom the  log i s t i c s  coo rd ina to r .  Th i s  ema i l  w i l l  

g i ve  you  an  ove rv iew  o f  eve ry th ing  you  need  to  know ,  f rom 

t ime l ine  to  menu  to  se t -up  in s t ruc t ions .  

The re  w i l l  be  a  sho r t  meet ing  rega rd ing  the  even t  p r io r  to  the  

t eam go ing  ons i t e ,  where  the  even t  manage r  w i l l  de lega te  j obs  

to  each  member  o f  the  t eam .  

A l though  each  even t  i s  d i f f e ren t ,  t he re  a re  a  coup le  o f  i t ems  

you  can  a lways  expec t .  

 

1 .  P a c k - u p :  I n  a  l a rge  b lack  box ,  a l l  t he  bas i c  supp l i e s  fo r  

runn ing  a  success fu l  even t .  The  pack  up  w i l l  be  comple ted  and  

an  inven to ry  l i s t  o f  wha t  i s  i nc luded  w i l l  be  w i th  the  even t  

fo lde r  ons i t e .  Th i s  can  be  used  a s  a  r e fe rence  i f  someth ing  can  

no t  be  found  and/o r  fo r  pack ing  up  a t  the  end  o f  an  even t .  I f  

t he re  i s  a  ba r  a t  the  even t  the re  w i l l  be  a  sepa ra te  sma l l e r  

b l ack  box ,  con ta in ing  eve ry th ing  needed  fo r  the  ba r  se t -up .  

 

2 .  E m e r g e n c y  B o x :  A  b lue  box  tha t  con ta ins  supp l i e s  such  a s  

b room & dus t  pan ,  bus iness  ca rds ,  t ape  and  ex tens ion  co rd .  An  

inven to ry  o f  the  emergency  k i t  w i l l  be  a t t ached  to  the  k i t  f o r  

r e fe rence .  

 

3 .  E v e n t  f o l d e r :  Th i s  f o lde r  con ta ins  the  t ime l ine ,  f l oo r  p l an ,  

menu ,  r en ta l  con t rac t s ,  pack  up  inven to ry ,  s i gn  ou t  shee t ,  

l i quo r  i nven to ry  shee t  ( i f  r equ i red ) .  
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T H E  T E AM

When  you  a r r i ve  ons i t e ,  the re  w i l l  be  a  Team Member  

des igna ted  to  be  the  Even t  Manage r .  Th i s  pe r son  w i l l  be  the  

po in t  o f  con tac t  fo r  bo th  the  c l i en t  and  Drew ’ s  Ca te r ing  & 

Event s  Se rv i ce  Team Members .  Fu r the r  to  th i s ,  he / she  w i l l  be  

aware  o f  a l l  de ta i l s  r e l a ted  to  the  even t  –  i f  you  a re  unsu re  

about  someth ing ,  a sk !  

 

Depend ing  on  the  even t ,  the re  w i l l  e i the r  be  a  Che f  o r  Food  

Se rv i ce  Leade r  ( FSL )  ons i t e .  Th i s  pe r son  w i l l  be  i n  con t ro l  o f  

any th ing  food- re la ted .  T ra ined  and  Food  Sa fe  Ce r t i f i ed ,  th i s  

pe r son  w i l l  se t -up  the  k i t chen  a rea ,  p l a te ,  p repa re ,  and  cook  

a l l  menu  i t ems .  Th i s  pe r son  a l so  has  an  impor tan t  ro le  i n  

se t t i ng  up  any  food  s ta t i ons  to  ensu re  tha t  a l l  s t a t i ons  a re  

e legan t l y  se t -up  and  ab le  to  p rov ide  each  gues t  e f f i c i en t l y .  I n  

add i t i on ,  they  a re  a  use fu l  r e sou rce  to  ou r  Team and  c l i en t s  

r ega rd ing  ing red ien t s ,  t echn iques ,  and  d ie ta r y  i n fo rmat ion .  

 

Ba r tende r s  a re  r e spons ib le  fo r  any th ing  beve rage  re l a ted .  Th i s  

pe r son  wou ld  be  re spons ib le  to  se t -up  the  ba r ,  se rve ,  and  

p rov ide  w ine  se rv i ce  a t  d inne r .  Th i s  pe r son  mus t  be  Se rv ing  I t  

R igh t  ce r t i f i ed .  

 

Se rve r s  have  a  ve ry  dynamic  ro le  a t  ou r  even t s .  Respons ib le  

fo r  eve ry th ing  f rom se t -up  execu t ion  to  be ing  knowledgeab le  

about  ou r  menus ,  they  a re  cons tan t l y  on  the  move  f rom 

cock ta i l  hou r  to  s t r i ke ,  ensu r ing  each  gues t  i s  p rov ided  a  f i ve -  

s t a r  expe r i ence .    

P A G E  8  



S E T  U P  E XAMP L E

1 .  BAR

Other supplies to keep in mind at bar 

-Ice caddy 

-Bar back bin for chilling 

-Garbage. Spill bucket, Recycling 

*Keep supplies organized under table cloth to make bar neat & tidy.  
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2 .  F OOD  S T A T I O N
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3 .  T E A  &  CO F F E E
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4 .  BU F F E T  T A B L E

If client has chargers, napkin can be folded in centre off edge (i.e. family style) 
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5 .  F AM I L Y  S T Y L E

-If bread, 6” plate + buffer knife on top left 

-May have 8” salad plate + salad fork set on top of 10” plate 
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6 .  P L A T E D  S T Y L E

-If bread on menu, 6” plate + buffer knife on top left 
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7 .  BU F F E T  S T Y L E
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8 .  P A S S E D  A P P E T I Z E R S
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S E R V I C E  HOW - T O

A .  T A B L E  S E R V I C E

- If additional wares are required, use serving tray to bring to table 

- Pick up glassware by stem 

- Pick up plates by rim 

- Pick up silverware by neck 

- Serve guest from left with body open to guests  

  ( i . e .  P l a t e d  &  F am i l y  S t y l e )  
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B .  P A S S  C ANA P E S  

- When approaching a group, ensure you have enough canapes to serve entire group 

- As the guest picks up a canapé, pass them a napkin using your index finger 

- Know exactly what you are serving, including dietary restrictions covered by the item 

and how it is prepared 

- Keep your breath fresh 

( n a p k i n s ,  p l a t e  f o r  s p o o n s ,  e t c )  

C .  C L E A R I N G  T A B L E S    

- Clear table from right 

- Stack silverware once removed from table 

- Clear charger and bread plate before dessert is served 

- Ensure you are on top of bussing at all times throughout the event 

D .  W IN E  S E R V I C E  

- Glass remains on table 

- Label to face guest 

- Slight twist to ensure no drips  

E .  WAT E R  S E R V I C E  

- Pick up glass by stem and move glass to yourself before pouring  

F .  MENU  I N F O RMA T I O N

- Be knowledgeable about each item that is being served at an event 

- Know what dietary restrictions are covered by each menu item 

- Be familiar with culinary terminology (https://drewscatering.com/wp- 

content/uploads/2017/11/culnary-terms.pdf) 

- Know service times (Guest’s will ask about dessert and coffee!) 
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WHEN  AN  

EVENT 

FINISHES 

- Ensure all garbage, compost, and 

recyclables are cleared, bagged, and put 

into the DC Van 

- All rentals cleared and stacked neatly for 

pick-up 

- DC Items placed back in black bins and 

loaded into DC Van 

- Ask if client needs anything before you 

depart (Event Manager) 

- Say thank-you and good-bye to client or 

point-of-contact (Event Manager)  

DO   

NOT 

- Clear tablecloths when guests are still 

present 

- Break down tables or chairs when guests 

are still present 

- Lug items through event space to load DC 

Van  

 

P lease  remember  that  the  Event  Manager  ons i te  i s  there  to  answer  any  

quest ions  you  may  have  and  to  he lp  you  improve  your  se rv ice  s ty le .  

Do  not  hes i ta te  to  ask  them i f  you  have  a  quest ion  –  our  success  i s  

team dr iven!      
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P ROB L EM  R E SO L U T I O N

1 .  R E L A X

- By taking a deep breath and relaxing, you allow the problem solving process to begin 

- If you are not sweating it and providing a solution, the client will be calmed down 

- Sound Confident  

2 .  T A K E  OWNER SH I P  OV E R  T H E  

P ROB L EM

1. Understand the Customer’s Point of View and Listen 

2. Identify the Problem 

3. Summarize the issue back to the client to show the client that you care 

4. State ‘we will resolve this for you.’ 

5. Find a Solution 

 

To help you plan a solution: 

 

- Is there adequate staff? 

- Who will be involved in the solution? 

- How much time will the solution take? 

- What is needed to make it happen? 

- Who should be informed about the planned solution? 

- How will a customer be notified about the solution? 

 

Remember that you always have your Team to fall back on! 

 

6. Fix the problem and follow-up on the solution 

 

- Carry out the best possible solution with the interest of the client and business in 

mind 

- Follow through to ensure the customer is happy  

 

As long as you do not give up, use the above advise and think positively, there will be 

no problem you cannot solve! 
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