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A great dining experience isn’t just about 
good food and ambience. Sure, people come 
flocking to restaurants to unapologetically 
seek out gourmet, decadent foodstuff—one 
that will surely end up on their Instagram—or 
perhaps take a moment of respite and enjoy 
its cozy ambience. While these things make 
the restaurant a go-to place, it’s the excellent 
service that turns it into a mecca of complete 
culinary experience.

Servers may have the toughest job in the 
dining industry since they are at the front-
line. As the people in charge of meeting the 
guests’ expectations, they have to assume 
different roles to exceed what is expected of 
them. More importantly, they need to evoke 
the three guiding virtues—patience, warmth, 
and hospitality—to be able to understand and 
deal with different sorts of people. As those 
are the innate traits of the Filipinos, it is un-
surprising that the food and dining industry 
has attracted many young professionals.

Service with 
a smile

words Monique Astillero

While servers can definitely make the 
guests feel special, the former readily ac-
knowledges that the profession is often being 
looked down. “Some guests tend to see us as 
their personal slave who should attend to 
their needs at all times. Otherwise, they will 
shout at us or scream profanities,” says Rox-
anne, a server of four years. Their job calls 
for patience and a forgiving nature, because 
no matter what the situation is, servers have 
to make sure that the guests would leave with 
satisfaction. 

Servers work for long hours and are con-
stantly exposed to different types of people 
and as they become more experienced, they’re 
able to put things into proper perspective. To 
understand their customers better, they’ve 
even gotten into the habit of profiling the 
diners. For servers, all it takes is a simple 
glance and a few uttered words to help them 
identify what kind of people they’ll be inter-
acting with for the duration of their shift.
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One of the most telling clue is the guests’ 
aura which servers can instantly discern the 
moment these guests walk into the restaurant. 
From there, servers, who requested not to be 
fully identified, can instantly recognize wheth-
er the guests fall under five general categories:

THE CHATTY BUNCH
These diners enjoy good conversations even 
if it means taking up most of the server’s time. 
These are the ones who would always greet 
back, and enthusiastically ask for the best sell-
ing menu items. They are always eager to try 
out new things and bombard the servers with 
tons of questions. But once they’re happy 
with the service, they end up being regulars 
in the restaurant. 

“These guests like to engage us, servers, 
in long conversations as they would a neigh-
bor.  We like this kind of customer the most 
because they don’t make us feel like we are 
just their server. I even have this regular guest 
who wouldn’t leave the restaurant without 
saying ‘thank you’ to me first,” says JC.

THE INDECISIVE
These are the ones who can’t quite figure 
out what they want for lunch or dinner. 
They make the servers wait until they finally 
make up their minds, only to change it again 
after they had gone through the menu. Oth-
ers simply search for the cheapest item they 
could find while trying to make a straight 
face. They do like to dilly-dally but when 

the server asks for the choices, he then ends 
up being the bad guy for “not being patient 
enough to wait.” To top it all, they’re likely to 
request for unusual items such as tinutong na 

kanin (burnt rice) with a soft texture, or iced 
tea with no ice. 

“There are customers who seem to have 
the habit of changing their orders as often as 
they like. They are also the ones who have the 
tendency to treat us like maids at home, ex-
pecting us to cater to their every whim,” says 
Jan, a server of nine years. So, what happens 
when they fall short of their guests’ expecta-
tions? “They would complain and make a big 
deal out of small things,” Jan adds. 

THE CHEF WANNABES
These are the incredibly fussy diners who 
always have personal requests on how the 
food should be cooked or served. They carry 
with them a long list of recommendations, 
including their food intolerances, and irri-
tating preferences. Yes, they like to play the 
chef when nothing on the menu seems to fit 
their taste. They could be so inquisitive and 
even go as far as demand for a breakdown of 
the dish’s components all the way to its ingre-
dients just to make sure it’s gluten-free. Not 
to be called insensitive to their customer’s 
well-being, the poor server then had to do 
laps of running to and fro from the kitchen 
just to fulfill their requests. 

“That’s why we make it a habit to ask 
our guests of their food restrictions pronto. 
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“Your smile when they first came in must be 
the same smile you put on when they leave, 

even if they have disrespected you, or treated 
you as though you’re invisible.”
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That is the most important question we ask 
the moment a diner comes in. That way, we 
are aware and can do something about it, 
like come up with a good dish suggestion,” 
says Jan.

PLAIN JERKS
They are the server’s worst nightmare, treat-
ing servers with foul words, petty complaints, 
and downright rudeness. When they chance 
upon small mistakes, these diners show ze-
ro-tolerance, curse nonstop whenever their 
demands are not met.  

 “Just because his server forgot to place 
a certain item on his orders, he got mad and 
started cursing [at me] out of frustration. 
[It’s] funny because I wasn’t the one who took 
his orders,” Roxanne shares.

These diners seem to be under the im-
pression that the so-called “customer’s right” 
gives them a license to do whatever they 
want, even if it means a degrading blow to 
the servers. But despite these realities, servers 
still strive to maintain their professionalism. 
“Your smile when they first came in must be 
the same smile you put on when they leave, 
even if they have disrespected you, or treated 

you as though you’re invisible,” says Matt, a 
server of 10 years. 

THE ATTENTION-SEEKERS
While guests must be attended to, there are 
some who’ll selfishly demand for more. This 
group of diners insists to be smothered with 
attention as if they’re the only customers 
around, calls the server every so often and 
makes petty requests like replacing the fork.

What’s more is that they come up with 
excuses to pressure servers into giving them 
complimentary food. “We have this customer 
who claimed that there is a hair strand in his 
food. We don’t know if it’s just his gimmick 
considering he made the same complaint 
before. So we just gave him a free food and 
apologized right away,” JC says.

As paying customers, they are entitled 
to excellent service no matter what the sit-
uation is. To John, Roxanne, Ely, Matt, and 
JC, they treat customers as they would a fam-
ily member. They simply find their job more 
rewarding when these customers reciprocate 
with respect and kindness, too. And they de-
serve that kind of treatment. After all, they’re 
servers, not servants.  
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