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Princess Cruises
Food & Beverage – Culinary operations

	The Passenger’s First Impression as it is related to buffets.

[bookmark: _GoBack]This document is to provide a more detailed and comprehensive description of what is commonly called the “first impression” in buffet areas, in order to support the culinary operations to place the right emphasis on their buffets food offerings, lay out, presentation and organization.
The first impression would be described as a very short period of time, where one would visually and physically go through various observations, thus generating the first impression.
One would enter to buffet area, observing the wide overall area, reducing his focus slowly to the food, then back to the overall. Most of the observations done at this time will set the expectations that will be met only and once seated at the table and food is actually sampled, which is the confirmation moment when the guest will judge her/his experience. This obviously goes along with attentive and personalized service.
This time period is usually no longer than 5 seconds and would extend to 15 or 25 seconds, depending on the size of the buffet/food court area. Observations are made against the following factors to determine if the overall impressions are positive or negatives.

A- Overall Accessibility to food/buffet area.
B- Overall aspect and presentation of the area and personnel.
C- Abundance, Variety, overall food appearance.
D- Favorites and specialties freshly made for you, dish/food item presentation.
E- Personnel presence and Availability / Positive Interaction.
F- Accessibility to food, ease of reach and/or customized service.
G- Transition to table area

These seven points will now be explained throughout what would determine a positive or negative impression.



A- Overall Accessibility to food/buffet area.
a. Positives
i. Area is clearly showing a natural path which could be set by the way food is laid out, signs and posts or personnel standing at critical areas to allow the passenger to flow seamlessly. Even at peak time.
b. Negatives
i. No visible indications or where it starts or end, place seems chaotic as to where to start. Even at quiet times.

B- Overall aspect and presentation of the area and personnel.
a. Positives
i. Place is neat with efficient lighting, floor is free of possible hazard (steps or debris). Personnel are present, groomed and seem eager to assist. Plates are seamlessly accessible.
b. Negatives
i. Place is chaotic, floor is not free of possible hazard. Personnel are absent, not groomed and ignoring passenger presence. There is no visible or clear evidence to where plates are located.

C- Abundance, Variety, overall food appearance.
a. Positives
i. Food options/areas are multiples ( usually 7 favorable food spotting or higher)
ii. Food colors and appearance contrasts confirms the above and prepare the passenger for further detailed observations (see D- below)
iii. Aromas are inviting and appetizing.
b. Negatives
i. Food options/areas are/seem too few (usually less than 7 favorable food spotting).
ii. Food colors and appearance do not contrast, all too few items blend together reducing/annihilating any sense of variety.
iii. No or unappealing aromas, presence of aggressive smells, such as fried food, burn food, overheating cooking equipment, etc…)

D- Favorites and specialties freshly made for you, dish/food item presentation.
a. Positives
i. Out of the 7 favorable food spotting or higher, at least 5 items are identified and perceived as of higher interest, creating passenger’s confidence into his goal of finding foods he/she likes (positive excitement).
ii. 2 or 3 of these items are perceived as favorites or specialties, placing passenger’s expectations, perception and excitement to a higher level.
iii. 1, 2 or more of these items are perceived directly as above expectations. (creating the WOW)
iv. Food presentation and presence of active personnel that keep the food freshly replenished are obvious. 
v. Food appearance is fresh (containers are clean inside and outside, food shines, not dry or clotted, no fat or oily).
vi. There are obvious and visible manned action stations where upon interaction food favorites and /or food specialties are prepared freshly to guest liking or with the feel of “especially for me”. (Carving, pasta, pizza, sandwich, tossed salad, theme food such as kebob, yakitori, rotisserie…)
b. Negatives
i. Out of the 7 food spotting or more, 3, less or no food is identified and perceived as of any interest by the passenger, building up frustration and stress to passenger’s confidence into his/her goal of finding foods he/she likes. (absence of excitement, no WOW effect)
ii. No activity by personnel is taking place in regard of attention to the food itself.
iii. Food appearance impression is of left over. (Dry food, greasy, dirty food containers).
iv. Action stations are inexistent or not manned, food offered at action station is perceived as a low quality item.

E- Personnel presence and Availability / Positive Interaction.
a. Positives
i. Personnel are present in multiple areas and seem to aggressively seeking friendly interaction and providing support.
ii. Personnel is or seem knowledgeable
b. Negatives
i. Personnel are absent or scarce, seem to ignore guests presence.
ii. Personnel are or seem not knowledgeable.

F- Accessibility to food, ease of reach and/or customized service.
a. Positives
i. The food lay out provides passenger with a choice and variety easy to access (i.e. eggs, bacon and potatoes close to each other for breakfast. Logic matching starch and vegetables are close to protein course, some items are duplicated or triplicated to avoid unnecessary back and forth traffic…)
ii. The utensils provided are easy to utilize and so is the food displayed easy to reach with them.(i.e. tongs for meat slices, spoon for sauce, special pasta tong for pasta dishes…)
b. Negatives
i. Food is randomly displayed in the area, forcing the passenger to explore seek foods he / she like to pair or sample.
ii. The utensils provided are not easy at all to utilize making it a challenge for the passenger to help him/herself. (i.e spoon for spaghetti, tongs for dish in sauce…)

G- Transition to table area
a. Positives
i. Path to tables is clear and easy to find, personnel provide assistance to get/reach table, carrying food plates and or cups.
ii. Passenger has been seated before reaching the buffet, reducing the stress factor.
b. Negatives
i. No clear path to table, no obvious availability of table, forcing the guest into a search mode in a very stressful position (walking in a crowded area, food plates in hand that they are not used or comfortable carrying in such environment…)
Prepared by Pierre-Marie Leprince, Manager Culinary Operations.
