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Executive Summary 

Olive Garden is a well known, highly visited foodservice company that contributes 

tremendously to Darden Restaurant sales. The restaurant offers genuine Italian cuisine in a 

family style atmosphere. A tour of the facility located on 178 Wolf Rd. Colonie, NY was 

conducted November 20, 2013 to assess their foodservice operation. The evaluation provided 

valuable insight to the procedures, policies and leadership necessary to achieve organizational 

goals. Upon arrival the first notable aspect was a well planned kitchen layout outfitted with 

proper equipment. Though it appeared disorderly the employees moved about without 

interference from their surroundings. A suggestion to clear the areas to avoid potential safety 

hazards may be warranted. The General Manager Meredith Mercier was very helpful and 

informative regarding her leadership role and responsibilities as well as those of the other 

employees. She explained the process of hiring, training and trusting employees to perform and 

understand their function as part of the organization. Procedures, such as HACCP, and how they 

assist in overall quality of work and food safety were clarified as well. Food quality control is of 

upmost importance as depicted by the caution in which most food was received, stored and 

delivered.  Meals are made with consistent quality due to standardized recipes, portion control 

and temperature checks. Storage temperatures, ventilation and cleanliness were up to par, 

however a few dry storage items stored directly on the floor did not go unnoticed. Compliance 

with food safety is further regulated by frequent visits from the Health Department and Total 

Quality corporate inspectors. The only concerns that arose were the limited claimed “fresh” 

ingredients and “genuine Italian” cuisine that was actually Italian-American. Overall the 

establishment proved a great model for performance as well as for safety, procedure and policy 

compliance. 
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I. Type of Food Service 

The first Olive Garden was established by General Mills on December 13, 1982 in 

Orlando Florida. The restaurant offered Italian-American cuisine in a family oriented 

atmosphere. By 1989 the number of establishments had increased to 145, making Olive Garden 

General Mill’s fastest growing restaurant chain. The chain was performing so well that General 

Mills redistributed its restaurant holdings to a subsidiary company, Darden Restaurants. In 2010 

Olive Garden made $3.3 billion in sales while its closest competitor made only $650 million. 

Olive Garden now has over 800 sites globally.  

The Olive Garden site our group assessed is located at 178 Wolf Rd. Colonie, NY and 

has been thriving since 1996. They serve approximately 930 individuals everyday accounting for 

a weekly sales estimate of $130 thousand. The typical customers are usually white, middle aged, 

and middle class. More women seem visit the establishment than men. Olive Garden uses a 

selective menu to reflect their mission statement of providing genuine Italian dining experience. 

It is also doubles as an advertising and promoting tool. Higher priced food and beverage items 

are described with appetizing wording to create appeal. There are also special promotions such 

as their “buy one take one” entre deal for a reduced price. The public website 

www.OliveGarden.com can be accessed for information regarding meals, nutrition, careers and 

mission. 

II. Physical Layout 

The facility is strategically arranged so that the entrance allows direct access to the bar 

with dine-in seating divergence on either side of the centralized kitchen. The kitchen layout is 

partitioned by preparation and cooking stations that can easily access one another as well as 
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storage. The kitchen floors are covered in cove tile to provide slip resistance. The walls near 

cooking equipment are stainless steel while the rest are coated with fiber reinforced polymer. All 

surfaces were chosen so they may easily be cleaned and sanitized.  

The first area in the kitchen is prep alleyway where salads are made and orders are 

garnished and transported by the wait staff. Directly behind the alleyway is the pasta and bread 

prep area. Some precooked meats are made here as well. Here we find a deck oven, an open 

range with hot top grill and a pasta cooker and cooler. Broilers and steam tables are located 

across from the range. Just adjacent is the washing and sanitization area complete with three 

compartment sink and dishwasher. The main area is divided so that on one side lie a wall of 

ranges and large vats for soup, sauce and meat cooking, while the other is reserved for meat 

preparation. The frozen, refrigerated and dry storage are also located here. Upon inspection we 

noticed that the kitchen was quite cluttered. However, this did not hinder the staff’s performance 

because the overall layout does have a good flow. 

III. Personnel/Leadership  

Olive Garden uses hierarchal organization. The CEO, Clarence Otis Jr., is head of Darden 

Restaurants. Regional, district and general managers fall under Clarence’s authority and delegate 

objectives to restaurant staff. The General Manager of the Colonie Olive Garden is Meredith 

Mercier. She has been a restaurant manager for 20 years but recently joined the Olive Garden 

team in May 2013.  

Meredith leads her staff based on their job description. Each employee has a written job 

description listed in the employee handbook and discussed during the hiring process. To assess 

performance of each position, all employees are evaluated every 6 months. The Managers are 
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formally evaluated while meeting with the District Manager and General Manager. The rest of 

the staff is given an informal online evaluation which they may discus with the General Manager 

if so desired. 

New employees undergo a 5-6 day training period consisting of a one day orientation in 

which they are introduced and informed of their responsibilities and organizational goals. They 

shadow current employees, taste foods and are tested on their ability and compatibility with the 

organization. This allows employees to get acquainted with the restaurant layout and teaches 

them how to interact with guests and other employees. 

Management meets daily with employees to inform them of the daily goals, 

responsibilities and changes. Employee meetings typically ensue when menu changes occur. 

These meetings allow employees to become acquainted with new menu items, and educate the 

culinary and front of house employees on dish composition, and taste. 

Absences are controlled by first incidence verbal warning, second incidence written 

warning signed by employee and manager, and final notice. The employee is terminated after 

further absence. The written and final notice can be disputed. 

IV. Fiscal Policies: 

All budgets are set by Darden’s corporate headquarters. Labor costs are established based 

on a projected guest count which determines each jobs specified number of labor hours. A 

computer program projects guest count by using information from the previous year along with a 

13 week cycle. Overtime is paid, but is controlled by careful monitoring through this system. 

When one employee is nearing over-time, a different employee will be scheduled to prevent the 

original employee from reaching overtime. 
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V. Purchasing Procedures: 

The Culinary Manager is responsible for placing purchasing orders using specified 

ordering forms. If a problem with an order arises any of the managers may contact the vendor 

from whom they ordered. Usually this transpires via email or internet form. All of the foods 

specifications are made by corporate headquarters, as are the decisions on facility equipment. 

There are no bids for any of the items. A formal contract has been established with Maines Paper 

& Foodservice for produce. All other sauces, soups and meats are received from Olive Garden 

warehouses. 

VI. Receiving and Storage: 

All culinary managers are responsible for the receiving. A perpetual inventory is kept and 

items are reordered when available quantity is low. The receiving area is located in the rear of 

the kitchen directly next to the dry storage, refrigeration and freezer. Deliveries are not usually 

checked for weight or size, but they are checked for quality, especially produce. If a delivery is 

inaccurate there is an online system where a claim is filed and it gets approved or denied. If a 

claim is approved a new product is sent.  

Both culinary manager and kitchen staff are responsible for storing deliveries. Storage 

areas are within steps of the receiving area and always easily accessible. All storage areas are 

open to all employees with the exception of the freezer due to high cost protein items. The 

freezer is locked and opened by a key as needed by a manager. During the hours of operation the 

freezer is open. Refrigerators and dry storage are typically neat and orderly and are easy to 

navigate due to the placement of items. Items are always in the same general area so they are 

easily located when needed.  

Storage is climate controlled, well ventilated and clean. Temperatures are formally 
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recorded throughout the day in both dry and cold storage. There are thermometers on the walls in 

all areas. Culinary and Kitchen members are aware of what the appropriate temperatures should 

remain at in all storage areas. The storage is labeled and constantly rotated to avoid spoilage and 

contamination. Typically food is stored off the floor with the exception of the time it is received. 

Some times when items are being moved they may remain on the floor for a short period until a 

proper place is found. 

Storage areas are cleaned at the end of every night. In the cooler all trays are pulled away 

from the walls and all walls and floors are washed down. As for the dry storage, floors are 

washed, but walls are not washed on a daily basis due to the difficulty of moving items. 

VII. Food Production: 

 Excess food is stored until it no longer meets Olive Garden’s quality standards. Food that 

is perfectly consumable yet beyond company standard is donated to a food pantry. Multiple 

Production Worksheets are issued daily to ensure food quality. A standardized recipe system 

along with portion control procedures are used for consistency and cost regulation. The only 

authority to change recipes and menu items come from corporate headquarter. These decisions 

are made based on customer feedback and recorded sales. 

The HAACP program is well maintained at this particular establishment, requiring 

periodic checks for stored and delivered foods. Only the Culinary Managers must be SerfSave 

certified but all kitchen staff undergoes company mandated safety training. The only other safety 

threat is pest control which is regularly monitored by an outside company. 

VIII. Food Delivery: 

Olive Garden uses its own operating system DiSH to insure that customers receive the 

food they ordered.  It is a fully computerized ordering and preparation service. Accuracy is rarely 
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a problem because prepared orders are simply matched to requested orders in the DiSH system. 

The dining areas are dimly light and decorated with an elegant rustic Tuscan style. The 

setting creates an intimate, warm family atmosphere. The prepared meal is delivered directly to 

the customers by wait staff using tray service. 

IX. Other Information: 

Routine Health Department checks are common but not the only standard to be held 

accountable for. Olive Garden has its own corporate Total Quality team that assesses individual 

establishments. This particular location does well in their overall evaluations. 


