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Preface

The leadership and management of organizations have never been more challenging.
Many of the management philosophies of the early *90s are still being used, but they
have been updated and tested and are now part of our business world. We are in the
midst of political, economic, social, and technological revolutions. We are living in a
world of uncertainty. Trying to keep up with new trends is a challenge. Effective or-
ganizations focus on quality and customer satisfaction, respond quickly to environ-
mental changes, innovate, develop and implement appropriate strategies, have a
global mind-set, network with strategic partners, cope with changes in management,
and remain committed to continuous learning (Hersey, Blanchard, & Johnson, 1996).

The foodservice industry is vast and shares similarities with other industries. Its
goal is to serve quality food that pleases the customer. More and more foodservice
managers are purchasing processed foods because of labor shortages. In many food-
services, the kitchen has become a finishing operation. Fruits and vegetables are
washed, cut into serving sizes, packaged, and sold to the hospitals, restaurants, and
other foodservices. Meats are purchased in portions to be cooked in the kitchen
when ordered. Breads and many desserts are purchased from large bakeries that spe-
cialize in these products. Many foodservice operations, however, are preparing menu
items from scratch. A number of customers seek out these operations, both com-
mercial and noncommercial, because they prefer home-style food.

Management philosophies are changing for businesses throughout the world.
Most organizations, including those in foodservice, practice either total quality man-
agement (TQM) or total quality service (TQS). Customer satisfaction is more strongly
emphasized than it was five years ago. The concept of customers has expanded from
those who are external to a business to include employees, who are identified as in-
ternal customers. Employees. as team members, are being empowered to make de-
cisions that increase customer satisfaction, thus flattening the organization by elimi-
nating middle managers.

The hospitality industry has stabilized after a few years of fast growth. The num-
bers of students in hospitality programs has decreased slightly since 1995, but op-
portunities for graduates have expanded from restaurants to retirement communities,
schools, hospitals, and other types of foodservice operations. The number of stu-
dents in dietetics programs, however, has increased slightly, primarily because of so-
ciety’s emphasis on a healthy lifestyle. Dietitians currently are being hired for cor-
porate positions in chain restaurants.

A partnership has been formed between the National Restaurant Association
(NRA) and the American Dietetic Association (ADA), which is a breakthrough in the
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foodservice industry. The NRA has a dietitian on staff, and Ferdinand Metz, the pres-
ident of the Culinary Institute of America (CIA), was awarded an honorary member-
ship in the ADA in 1993 for his commitment to incorporating nutrition principles and
applications throughout the CIA curriculum. Another recent change in the foodser-
vice industry is that competition is occurring between the three segments: commer-
cial, noncommercial, and institutional. The prediction is that these will change to
commercial and nontraditional noncommercial segments. Eventually all types of
foodservice will become one industry with the goal of satisfying the customer while
making a profit. Even in nonprofit organizations such as hospitals and schools, profit
from foodservice can be recycled into buying new equipment or establishing nutri-
tion programs for customers.

In this edition, much emphasis has been put on food safety and Hazard Analysis
Critical Control Points (HACCP) because food safety is a primary concern in the
world. Also, we have integrated computer technology and Internet resources
throughout the text.

The reviewers of the third edition suggested that the case study on the Fairfax
Marriott Senior Living Services community in Fort Belvoir, Virginia, be featured again
in this edition, It is an excellent example of an ongoing foodservice operation that
helps students apply theoretical concepts to actual problems in a well-organized,
profit-making foodservice organization. The Marriott Corporation was chosen be-
cause it hires both hotel and restaurant management and dietetics program gradu-
ates for its retirement communities.

Organization of the Text

Management of a foodservice system is the focus of the text. The foodservice system
is a conceptual framework that shows the pathway resources follow to meet the
goals of the organization.

The text is divided into six parts. Part 1 is the Introduction, in which the concept
of the foodservice system is explained in depth, as is the management and market-
ing of foodservice operations. In the second part, Designing the Foodservice Or-
ganization, food safety is strongly emphasized as is the flow of food through the var-
ious types of foodservice operations and the menu to satisty the customer.
Procurement, the third part, consists of purchasing, receiving, storage, and inven-
tory control. Production is the fourth part and includes production planning, ingre-
dient control, quantity food production, and quality control, labor control, and energy
control. The fifth part, Distribution, Service, Sanitation, and Maintenance, cov-
ers those subsystems of the foodservice system. Part 6, Management of Foodser-
vice Organizations, is the capstone of the book and emphasizes management of the
organization, employees, and finances.

An updated bibliography, which includes many current publications, appears at
the end of each chapter. Tables and figures have been revised for clarity, and exten-
sive portions of text have been deleted, rearranged, and added. Most concepts are il-
lustrated with examples from actual situations to help students relate the theory to
practice. A glossary of approximately 500 key terms has been added to the text.
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Written primarily for junior- and senior-level students and as a resource for grad-
uate students and instructors, the text is appropriate for all courses in a foodservice
curriculum and can serve as the only text with additional supplemental readings. An
Instructor’s Manual is available to faculty who adopt the book. The text can also
serve as a useful reference for foodservice managers. Following is a suggestion of
how the text can be used in a college or university foodservice program:

Course Chapters
Quantity Food Production 1-3, 5-7, 11-12, 13, 16, 18
Foodservice Systems 1-10, 14-16
Organization and Management 24, 13, 17-21

Chapters are integrated and interrelated, but they can be used as independent units
and arranged in various sequences to meet the needs of individual courses.

Specific chapters can become the outline for graduate-level courses. For example,
a course in resource procurement could be developed from chapters 2, 8, 9, and 12;
and a course in food production management could be drawn from chapters 2, 5-6,
10-11, and 14. In addition, graduate students should be expected to abstract and dis-
cuss the literature.

Chapter Revisions

The following is a chapter-by-chapter description of the intent and scope of revisions
in this fourth edition:
Chapter 1—The Foodservice Industry
e Observation of constant state of technological change in the foodservice
industry
e Revelation that customers and employees are being heard by managers and
food safety is being recognized
* Discussion of trends in the industry, including partnering, contracting,
franchising, multidepartment management, and home meal replacement
Chapter 2—Systems Approach to a Foodservice Organization
* Conceptual framework of the book
e Update of Joint Commission on Accreditation of Healthcare
Chapter 3—Managing Foodservice Systems
e Historical overview
e Update on strategic and long-range planning
Chapter 4—Marketing Foodservice
e Changes reflect current practices
Chapter 5—Food Safety
e Chapter moved from 12 to 5 because of importance of the topic
e Addition of an overall view of food safety
e New information on lesser-known parasites (cyclospora, cryptosporidium,
vibrio choleral, hepatitis)
Chapter 6—Food Product Flow
e Updated chapter to reflect modern technology
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Chapter 7—The Menu
e Addition of a section on menu trends
e Use of a spoken menu in many hospitals
e Change in breakfast menus
e Discussion of the USDA School Meals Initiative for Healthy Children (1998)
¢ Contains latest USDA Dietary Guidelines for Americans
e Addition of a section on computer technology
Chapter 8—Purchasing
e Update of the Universal Product Code
e Update and expansion of the marketing channel
e Addition of value-added concept
e Update of FDA information for food irradiation and genetically engineered foods
e Changes in the USDA inspection system for meat, poultry, and egg products
to meet HACCP regulations
¢ Addition of new seafood inspection regulations based on HACCP
requirements
¢ Addition of just-in-time purchasing
e Explanation of free on board (FOB)
e Sample food specifications in Appendix A
Chapter 9—Receiving, Storage, and Inventory Control
e Addition of section on computerized inventory files
e Discussion of the Universal Product Code (UPC) and computer scanning
technology
Chapter 10—Production Planning
e No additions or deletions
Chapter 11—Ingredient Control
e Discussion of future of ingredient rooms
e Addition of a section on converting from weight to measure
Chapter 12—Quantity Food Production and Quality Control
¢ Explanation of sweet spot in pricing
e Updated equipment section to include new equipment and current models
e Expanded discussion of moist and dry heat and multifunction equipment
Chapter 13—Labor Control
e Discussion of restaurant employees from various cultures
e Increase of temporary employees in foodservice operations
e Addition of section on computer technology
Chapter 14—Energy Control
e Current average cost of energy for industrial and commercial user
e Discussion of Energy Star Buildings program
e Emphasis on energy management in foodservice operations
Chapter 15—Distribution and Service
e Updated distribution in foodservice types
Chapter 16—Sanitation and Maintenance of Equipment and Facilities
e Updated section on sanitization
e Expanded section on dish and pot and pan washers
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e Updated and expanded section on solid waste
e Discussion of computer-assisted equipment maintenance
Chapter 17—Designing the Organization
e Development of a caring culture in addition to a corporate culture in a
foodservice organization
e Update on evolution of the foodservice management organization in Rush-
Presbyterian—St. Luke’s Medical Center
Chapter 18—Linking Processes
e Updated section on cost-benefit
Chapter 19—ILeadership and Organizational Change
e Addition of a section on Japanese management
Chapter 20—Human Resources Management
e Update on sexual harassment
Chapter 21—Management of Financial Resources
e Addition of section on selected accounting principles
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Introduction

The four chapters in part one provide an overview of the foodservice organization.
The industry is no longer divided into commercial and noncommercial operations
because each is using ideas from the other, and the two groups are working together
with the goal of meeting customers™ expectations.

e Chapter 1, The Foodservice Industry. The scope and status of the food-
service industry are defined, and the most recent information on the 3 food-
service industry segments: Commercial, noncommercial, and institutional.
Trends in the industry are also discussed.

e Chapter 2, Systems Approach to a Foodservice Organization. The con-
ceptual framework, identified as the system, is presented and discussed in
depth. Each of the remaining chapters is based on a component of the sys-
tem. The total quality management (TQM) philosophy is introduced in this
chapter and is applied to major concepts throughout the text.

e Chapter 3, Managing Foodservice Systems. Because the term manager-
ial approach is in the title of the text, the management process is discussed
early. One of the author’s goals is to prepare students for careers in managing
foodservice operations.

e Chapter 4, Marketing Foodservice. The marketing concept is a manage-
ment philosophy that affects all activities of an organization and emphasizes
satisfying customers’ needs. Marketing both food products and services will
increase sales and profits and is necessary to stay in business.



