Front End Analysis: Needs Assessment
Phase I

a. Target Audience. The target audience for this Needs Assessment and Analysis is the Service Personnel of a Local Restaurant that is a part of a Large National Chain The data to be collected will be primarily focus on areas of deficiency and need for improvement in individual, as well as Storewide development. 
b. Strategy.  The strategy that will be employed to determine this information will be two fold.  The first is to use a series of existing job and product knowledge related test that are already in existence for the current training program.  The second will be series of informal questionnaires and meetings focused on effective reinforcements of learning.
c. Analysis.   This will be done through grading of the tests,  summarizing the questionnaires,  and reviewing meeting notes.   Ongoing analysis will consist of periodic questioning of  members, in the form of job and menu related questions
d. Participants.  Participants in this needs analysis will be made up of the Employee Training Coordinator,  an Associate Manager,  and several members of the Service Staff.  The members of the Service Staff will cover a wide range of years of service with the company and may include some who are cross trained in other areas

Phase II

    a.   Sample Size.  The sample size of this group will consist of fifteen participants, including the Employee training Coordinator, an Associate Manager,   and thirteen members of the Service staff.  The majority of these members will be primarily persons who have been with the Company   less than two years, as this is the normal amount of time allotted to fully complete the prescribed training process.  They will also be employees who are normally eligible for their respective examinations for advancement
b. Scheduling.   The scheduling of the tests will be scheduled in the appropriate time frame for them to take the test prior to beginning a regularly scheduled shift.  This will allow for only minor inconveniences to their schedules.  The scheduling of the meetings will be done on a biweekly basis over a two to three month period.  This will allow for any unforeseen changes in scheduling, as well as time for appropriate analysis.
Phase III

a. Analysis.  Primary analysis will be reviewing the examinations of sample group to determine areas of concern.  Secondary analysis will be given to the summarizations of concerns listed in the meetings.  Some analysis will be given through direct feedback form ETC and AM who will be administering on the spot 

      questioning of staff members.
b.   Prioritization.   Priority will be given first and foremost to areas that are most frequently missed during the examination over all.  An example of this might be what goes on a sandwich, or who is responsible for a To Go Order.  Priority will also be given to individual inadequacies and deficiencies as they present themselves.
Phase IV
a. Summary of Purpose.   The purpose of this needs assessment was to determine which areas severs need improved training.

b. Process summary.   The process used to determine these opportunities for growth consisted of a variety of procedures.  They were identified through examining test results,  questioning individual servers within a defined target group using  questions related to job or product knowledge, as well as feedback from Management and ETC.
c. Summary of results.    Analysis of the data suggests that two opportunities for growth that are directly related to each other.  The first lack of appropriate knowledge of certain portions of the menu.  This directly affected the secondary concern, which was proper ticket ringing.  Of specific concern with ticket ringing was going to the specific screen  that would allow servers to indicate specific changes to normal ticket items
d. Necessary recommendations.    It is the recommendation of this analysis to offer a revised menu class that targets specific categories of the Menu and include a ticket ringing class as part of this class.  
                                       Goals Analysis

A. Set Goals.

1. Prepare outline for menu class

2. Prepare examples of how to ring selected items

3. Identify individuals who need to additional training.

B. Refine goals
1. Prepare list of most commonly missed menu items.
2. Prepare photo copy of list of change screen.

3. Prepare examples of correctly rand items.

4. Schedule a mutually beneficial time for class attendance

C. Rank Goals

1. Identify and schedule individuals who need additional training.

2. Prepare list of most commonly missed items.

3. Prepare photo copy of list of change screen.

4. Prepare examples of correctly rang up items.
Contextual Analysis

Learner Analysis

I have been given the task of designing a Server training course, consisting of elements of existing training course and possible implementation of new training strategies, as well as methods use in previous training programs. Some of the issues that I need to consider from a trainer standpoint are:

a.) time availability

b.) previous work experience

c.) current product knowledge

d.)   familiarity with computer based learning

e.) Typical age of learners

f.) General makeup of employee as it relates to gender, and educational background.             

General Learner Characteristics

a.) This group is 85 percent female, 15 percent male

b.) The age range of this group is18-60

c.) The majority of this group possess a high school education with a small number achieving at least some college coursework

d.) They are primarily Caucasian

e.) They have all previously worked in the restaurant industry

Specific Learner Characteristics

a.) Must have minimal computer skills

b.) Must recognize personal need for continuous training

c.) Must demonstrate ability to be flexible in scheduling

d.) Must have demonstrated need to improve skills, esp. in product knowledge and ticket ringing, as identified by current evaluations and input by coworkers

Contextual Analysis
      The analysis of this data will be collected through regular evaluations and input provided by management,  the Employee Training Coordinator and members of the frontline training staff.  The training process will be twofold.  First, it will be provided by regularly scheduled training and review classes, followed up by computerized testing.  This test will be administered by the ETC.  This will be followed up by a practical test administered by Representative of the Corporate training Staff.  Secondly,  periodic reviews will be administered by Management and the ETC via oral quizzes and demonstrations This will  help to provide further analysis of the learners abilities and areas of success.  It will also provide me with areas of opportunity for growth, both with the learners and the training program.
                                            Task Analysis

Topic Analysis

     The topic that we will be discussing and analyzing two categories listed on a dinner menu and how they are broken sown.

I. Country Dinner Plates

a. Served with smaller meat portion, two sides, and a bread choice

b. Some entree items have choice of preparation, i. e. fried or grilled

1. chicken strips

2. catfish

c. Some side items require a slight price increase

1. Baked potato

2. House salad
II. Fancy Fixins’

a. Served with larger portion of entrée items 

b. Some entrée items have choice of preparation, i. e. fired or drilled

1. chicken strips

2. catfish

c. Offered at same price in two different ways

1. Choice of three side items, or

2. Baked potato and house salad , or some variation of this.

3. If two sides plus salad or baked potato is offered, thee is a slight increase in price

d. offered with choice of bread

Procedural Analysis

     In this section, we will focus on how the server places an order and how the menu knowledge is an integral part of properly doing this.  In this section, the three steps of analysis are answered in this way:

1. What must the learner do?

a. Approach a new table in their assigned section within a set time 

b. Take order at table 

c. Return to POS ordering station and enter order into computer

d. Bring out any drinks and appetizers that need to be serve

2. What must the learner know to achieve this?

a. Assigned section and table numbers

b. Knowledge of menu categories and products offered within set categories, as well as which items how items can be prepared differently and the effect on the price of the dinner.

c. What and when an item is considered an appetizer

3. What clues will be used to inform the learner if there is a problem or if the order is placed properly?

          a.   Aurel clues.

                    1. Listening o the questions the learner asks the table when taking order.

b. Visual Clues- 

1. How the order appears on the grill ticket that is printed

2. The food items that are sent out to the table.

Procedural Analysis
       The following analysis will be of proper ticket ringing procedure, which will include examples of correct knowledge of previously discussed menu categories.  

Example   1.

A. At POS Station 1,  swipe magnetic card.

B. Press Begin Table and enter number “123.”

C. For the number of guests prompt, enter the number ”2’

D. At this point, enter the order for Spot seat one.

1. Press “ Bev” button and press “Fount Drink” button

2. Press “Lunch/Dinner” tab at bottom of screen.

3. Press “Country Dinner” tab.

4. Press “CD Ctfshgr” tab

5. For vegetable one option, press corn.

6. For vegetable two option, press green beans.

7. For bread choice, press biscuits.

8. To add strawberry jelly, hit grey prep button, and then hit “s”

9. Find “strawberry jam” buton and hit done

E. Press yellow “Ask Seat” button and enter the number “4”

F. Begin entering the order for spot seat four. 

1. Again press the “Bev” button and press “Sweet tea”

2. Press the” Lunch/Dinner” tab.

3. Press the ”Country Dinner Plate” tab

4. Press “Hbstk: button.

5. For the temperature prompt, enter “medium well”.

6. For vegetable one prompt, enter mashed pot brv. This will indicate that you want brown gravy.

7. At the vegetable two 2 prompt, enter ‘tossed salad.”

8. At the dressing prompt, enter “buttermilk.

9. At the top of the screen, press the* button.  This will take you the prep screen.

10.  Press the “O’’ button

11.  Locate the “Out” key and press

12. After returning to the bread choice screen, enter “sd white”

13. Then press the “gr” button to indicate that the bread is grilled.

14. At this point,  press the “Print “ key in the lower right hand corner.  This will produce a copy of the Guest check, as well as send the order back to the cook.

15. Take salad and dressing out to table

Example 2

A. At POS Station 2, swipe magnetic card.

B. Press “Begin Table” button, and enter “131”

C. At number of guests promp, enter the number”2”

D. At this point, enter the order for Spot seat one

1. Press “Hot tea”

2. Press “Lunch/Dinner” Key 

3. Press “ Fancy Fixin 3 Veg”  Key

4. Press “FF Meatloaf” Key

5. At vegetable one prompt, enter “mashed pot” key.

6. Press* key at top of page, and locate letter”g”

7. Press and locate ”grvy white” key and press

8. At vegetable two prompt, press ”carrots” key 

9. At vegetable three prompt, press “ap” key

10. At bread choice key, press cornbread

11. To add Blackberry jam, press grey “Prep” key and locate “B”

12. Press and locate ”BB Jam” and press

13.  Press yellow “Done” Key.

E. Press yellow” next seat” button to place Spot seat two’s order.

1. Press “Fount Drink” Button

2. Press “Lunch/Dinner” Key

3. Press “FF Hse/Bp” Key

4. Press Page Down arrow to second page.

5. Locate “FF Sirloin” and press

6. At temperature prompt, press “Medium”

7. At vegetable one prompt, press “Baked Pot.”

8. Locate * key at top of screen and press.

9. Locate ”B” and press.

10.  Locate “butter/sour cream. Key and press

11.  At vegetable two prompt,  press ” house salad” key

12.  At dressing key,  press ”bleu cheese.”

13.  Locate * key at top of screen and press.

14.  Locate ”O” key and press.

15.  Press “out” key.

16.  At bread choice prompt, enter ”bis.”

17.  Press the “Print” key and remove guest check.

18.  Take the salad to the table.

                                        Instructional Objectives

At the Completion of this Course, the learner will be able to

1. Properly identify the distinction between Country Dinner Plates and Fancy Fixins Plates with 100% accuracy

2. Properly determine which entrée items require two different ways of preparation with 100% accuracy

3. Properly identify list of vegetables offered with meals, including specified vegetables of the Day with 100% accuracy.

4. Establish which items require an slight up charge with 1007 accuracy

5. Properly determine when to use the Fancy Fixin’s 3Veg Key and the Fancy Fixins’ Hse/BP Key with 100% accuracy

6. Properly ring in ticket items based on above menu knowledge with 100% accuracy

7. Use gray Prep Key to indicate changes to Menu items with 100% accuracy
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Course Design Outline
I. Instructional Strategies

Goal or Concept                      Strategy              Initial Presentation
	Distinctions between Country Dinner plates and Fancy Fixins

	Organizational
	List description of each category on menu.

Ask learner to demonstrate by using examples of similar Entrée items

	Menu entrees requiring different ways of preparation
	Integration
	Provide list of examples

Have learner demonstrate differences in preparation



	Identify vegetable or side offerings, including Vegetable of Day
	Integration
	Provide list of vegetables and sides.

Have learners differentiate between those served every day and those served only on certain days.  

Have learner demonstrate which items require a price increase and when.

	Determine when to use Fancy Fixings’ 3veg key or Fancy Fixing’s Hse/Bp Key
	Rule-eg and integration
	Review Fancy Fixins’ category.

List rule of when to use.

Have learners provide examples of when to use 

	Proper procedures for ringing in orders. 
	Demonstration, organization, elaboration, and practice
	Learners are provided with tickets and grill slips of properly entered items and encouraged to identify characteristics.  Also encouraged to relate to product knowledge.  Learners are provided with ticket ringing guide and given opportunity to ring up training tickets at a workstation in a classroom setting...  They then compare tickets to properly done tickets

	Proper usage of ‘Prep Key/Screen’
	Demonstration, organization, elaboration, practice
	Learners are provided with a printed version of ‘prep screens.  Opportunity for discussion for examples of when this would be used.  Review of key items of Product Knowledge


II. Instructional design

A. Objectives

                        At the completion of this unit, the learners will be able to:

· Describe the differences between the Menu Categories of Country Dinner Plates and Fancy Fixins’ 

· Communicate which entrée items require different ways or temperatures of preparation 

· Properly identify vegetables and sides offered

· Identify side items that cause in increase to price and when that increase occurs

· Use the knowledge gained in this course to properly place order 

B. Course Outline

1. Categories  and Definitions

A .Country Dinner Plates

      1.  Single or smaller portion of meat or entree

      2.  Choice of two vegetables or sides, plus

      3.  Choice of two pieces of bread
                                  B.  Fancy Fixins’ Platters 2

                                             1.  Double or larger portion of meat or entrée

                                             2.  Choice of either:

                                                   a. any three vegetables or sides, or

                                                   b..House Salad and baked potato or a some combination

                                             3.  Choice of two pieces of bread

                                       C.  Vegetables/Sides 3

                                             1.  Non meat/entrée items served with meal

                                             2.  15 different choices offered every day

                                             3.  Vegetable of the Day

                                                   a. vegetable or side that is made and featured on specific                                                       


 days of the week.

2. Country Dinner Plates 4
a. Smaller or single portion of entrée and two sides

b. Nine choices of entrees   

                                  3.  Fancy Fixins’ 5
                                   a. Larger or double sized entrée portion

                                         b. Two options for side offerings at menu price

                                              1.  Choice of any three sides, or

                                              2.  House Salad/ Baked Potato

                                                    a. If another item is substituted for one of these items, it

                                                         is same price 

                                         c. 12 different entrée options
                                 4.  Vegetables/ Sides6
                                         a. 13 vegetables served on every day basis

                                         b. 7 vegetables featured as vegetable of day

                                         c.  House Salad, Baked Potatoes, daily soup or Onion rings can 

                                             be substituted for a slight up charge.

5. Placing  Orders

a. Introduction to Micros POS Workstations

b. Demonstrate properly placed Orders through POS System.

c. Introduce prep key/screen & purpose

d. Practice Placing orders
.

� 1  Dinner Menu, Cracker Barrel Old Country Stores. 1996-present. Pg 2


  2. ibid


  3. ibd


  4  ibid


  5. ibid


  6. ibid











Learning Activities:  Menu Knowledge





Lesson one:  Dinner Categories





A.  Two different Categories of Dinner Options


       1. Country Dinner Plate.


       2.  Fancy Fixins’





B.  Brief Description of each category


       1.  Country Dinner Plate


             a. Single or smaller portion of entrée, served with choice of two vegetables or		   sides, and choice of two pieces of bread.


             b. Examples


                 1.  Chicken & Dumplins, green beans & pinto beans, biscuits


                 2.  Grilled Chicken Tenderloins (4 pieces), hash brown casserole & turnip		        greens, cornbread


	     3.  Hamburger steak, mashed potatoes w/gravy & corn, and grilled 			          sourdough


	     4.  Grilled Pork Chop, fried okra and dumplings, biscuit and 			          cornbread


        2.  Fancy Fixins’


              a. Double or larger portion of meat


              b. Served with two different combinations of sides for same price


                  1.  Any three regular sides, or


                  2.  House Salad/ Baked Potato, or a slight variation of this


              c. Choice of two pieces of bread


              d. Examples of three sides option


                   1.  Oversized Chicken & Dumplins, green beans, turnip greens, and 			fried okra, and biscuits


                   2. Two grilled pork chops, hash brown casserole, pinto beans, and  			macaroni and cheese, and cornbread.


              e. Examples of House Salad/ Baked Potato option


                  1.  Oversized Chicken & Dumplings, House Salad w/ bleu cheese dressing 		and Baked Potato, two biscuits


                  2.  Fried Chicken Tenderloins (Six Pieces), House Salad w/ French 	     	 	           Dressing and pinto beans, cornbread


                  3.  Meatloaf Dinner with Baked Potato w/butter and sour cream, turnip		           greens, and grilled sourdough


         3.  Class Discussion.


               a. Using menu, list five entrée items listed in Country Dinner section


                     1. 


                     2. 


                     3.  


                     4.  


                     5.





               b. Using menu, list five entrée items listed in Fancy Fixins’ section


                    1. 


                    2.


                    3.  


                    4.


                    5.





          c. Using menu, list five entrée selections that can be found in sections &    		  differences in portions


                   1.  


                   2.  


                   3.   


                   4.  


                   5.  





Lesson Two:  Entrees with differing methods of preparation





  A.  Five entrees, brief description


        1.  Chicken tenderloins


              a. Fried


              b. Grilled, marinated in Italian dressing


        2.  Catfish fillets


              a. Spicy grilled 


              b. Fried, hand breaded in corn meal


              c. Farm raised in Kentucky


        3.  Hamburger steak


             a. Cooked to three different temperatures


                  1.  Medium


                  2.  Medium well


                  3.  Well Done


        4.  Sirloin Steak


             a. USDA prime selected


             b. Seasoned with own blend of spices


             c. Cooked to five different temperatures


                  1. Rare


                  2. Medium rare


                  3. Medium


                  4. Medium well


                  5. Well done


         5.  Rib eye Steak


              a. USDA prime selected


              b. Seasoned with own blend of spices


              c. Cooked to five different temperatures


                   1. Rare


                   2. Medium rare


                   3. Medium


                   4. Medium well


                   5. Well done











   B. One meat, two different curing processes


         1.  Ham


               a. Country Ham


                    1.  Salt cured for 120 days


               b. City ham


                    1. Sugar cured with a honey baste


   C. Learning Activity, Class handout


        1.   List ten examples of entrée items that are prepared differently including a 	specific method of preparation


              a. ________________       f.  ______________


              b. ________________       g.  ______________


              c. ________________       h.  ______________


              d. ________________       i. _______________


              e. ________________       j. _______________





        2.  Briefly describe our hams and how they are processed.


              a. Country Ham     














               b. City, or Sugar Cured ham














        3.  Describe out two steaks, using suggestive selling techniques.


             a. Sirloin


                 








             b. Rib eye











        4.  Briefly describe our catfish fillets











        5.   Provide a brief explanation of our chicken tenderloins and how they are		 prepared.


Lesson 3.  Vegetables and Sides





A. Two different lists of Vegetables/Sides


      1.  Vegetables/sides offered every day


            a.  Fourteen different offerings.


                 1. Corn


                 2. Green Beans


                 3. Baby Carrots


                 4. Fried Okra


                 5. Turnip Greens


                 6. Cole Slaw


                 7. Pinto Beans


                 8. Mashed Potatoes


                     a. served with or w/o gravy


                 9 Fried Apples


                10. Dumplings


                11. Macaroni & Cheese


                12. Hash brown Casserole


                13. Baked Potato


                      a. A slight price increase, or up charge, will be assessed when 				substituted for another vegetable


                14. Apple Sauce





     2.  Vegetables of the Day


           a. These are vegetables or sides that are offered on select days of the week.


                1. Cornbread Dressing-Monday


                2. Boiled red Skin Potatoes-Tuesday


                3. Broccoli Casserole-Wednesday


                4. Sweet Potato Casserole-Thursday


                5. Brown Rice w/Mushrooms-Friday


                6. Lima Beans-Saturday


                7. Boiled Cabbage-Sunday





    3.  Salads that are substituted as sides


         a. Tossed Salad


             1. Small Salad w/ lettuce, tomato and red onion


             2. Served in a cereal bowl on a liner w/crackers & Dressing choice


             3. No additional charge when substituted for a vegetable


             4. Served as a appetizer





         b. House Salad


             1. A bit larger salad served with lettuce, tomato, red onion, bacon bits,  		     shredded cheese, and croutons.


             2. Served on a 9” plate w/dressing choice& crackers on separate liner


             3. Slight price increase when substituted for a vegetable


             4. Served as an appetizer


        


B.  Learning Activity: Handout Worksheet   





        


1.  List vegetables or sides that are served every day





     a. _____________                  f. ____________


     b. _____________                  g. ____________


     c. _____________                  h. ____________


     d. _____________                  i. ____________


     e. _____________                  j. ____________





2. Match the vegetable of day to the day served





    a. Broccoli Casserole                          a. Saturday


    b. Sweet Potato Casserole                  b. Monday


    c. Cornbread Dressing                       c. Tuesday


    d. Boiled Cabbage                              d. Friday


    e. Red Skin Potatoes                          e. Thursday


    f. Lima Beans                                     f. Wednesday


    g. Brown Rice w/Mushrooms           g. Sunday





3. List salads that can be substituted for a side and demonstrate differences.








4. True/False


     a. Macaroni & Cheese is the vegetable of the day on Sunday


     b. A Tossed Salad can be substituted for no additional charge


     c. Green beans are served every day except Tuesday


     d. Boiled Cabbage is served on Sundays


     f. A House Salad can be substituted for and additional charge


     g. Pinto Beans are the Vegetable of the Day on Tuesday


     h. Sweet Potato Casserole is the Vegetable of the Day on Thursday


     i. Fried Okra is served every day


     j. Hash Brown Casserole is not served on Saturday


     k. A baked potato can be substituted for another side


     l. Mashed potatoes are only served with gravy on Saturday


     m. Dumpling is a side served every day


     n. Fried Apples are served every day except Thursday


     o. Brown Rice is served on Fridays


     p. Cole Slaw is not served every day.








               


   








c. Lesson 4:  Putting It Together: Handout Work Sheet





Short answer





     1.  Describe the difference between Country Dinner Plates & Fancy Fixins’ Plates














     2. Provide five examples of entrees that are listed in both categories.


          a. 


          b.  


          c.  


          d.


          e.








     3.  List the Vegetables of the Day and the day they are served.


          a. 


          b. 


          c.


          d.


          e. 


          f. 


          g.


   


   4.  Give a brief description of our steaks.














5.  List the three entrees that can have a choice in preparation and the different   options.


     a.








     b.  





  


     c.











6.  List two items that can be substituted for a vegetable for a slight up charge





     a.





     b.








 7.  List the two different options of Fancy Fixins’ meals at the same menu price.





       a.








       b.











 8.   List the vegetables that are served every day.


       a.                                            f.                                       k.


       b.                                            g.                                      l.


       c.                                            h.                                      m.


       d.                                            i                                        n.


       e.                                            j











 








Application








In this section, you will be asked to provide examples the different dinners that are offered.  Remember to include the entrée and appropriate number of sides and bread choices.  








9.  Show a Country Dinner Plate using any entrée and any two sides.








10. Demonstrate a Country Dinner Plate using a Vegetable of the Day








11.  Provide two examples of a Country Dinner Plate using two ways of preparing same entrée item and at least one item that has an up charge.


       a.








       b.








 12.  Show an example of Fancy FIxns’ Plate with three sides.








 13.  Provide an example of a Fancy Fixins’ Plate served with a House Salad and Baked Potato











 14.  Show an example of Fancy Fixins’ plate using either a Baked Potato or House Salad and one other side.











 15.  Show examples of meals in both Categories using an entrée that is common between both.



















































































