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Abstract
Dining-room  preparation  is  often  taught  as  a  collection  of  visible  tasks:  arrange 
furniture,  set  tables,  adjust  lights,  select music, control temperature,  and add décor. 
These tasks are consequential because they configure the environment in which guests 
move,  communicate,  eat,  and evaluate  service.  This conceptual  article  analyzes the 
ambiance  and  dining-area  preparation  components  of  a  2023  Food  and  Beverage 
Services  NC  II  competency-based  learning  module.  The  module  is  used  as  an 
instructional foundation rather than as empirical evidence. Drawing on servicescape 
theory,  restaurant-environment  research,  accessibility  standards,  and  multisensory 
dining scholarship, the article proposes an inclusive servicescape framework organized 
around six interacting dimensions: access and circulation, functional readiness, sensory 
comfort,  table-setting  coherence,  social  affordance,  and  identity  or  concept.  The 
framework replaces decoration-led preparation with a guest-journey audit that begins at 
reservation and arrival, follows movement to and around the table, and ends with a pre-
service verification from multiple user perspectives. Two design tools are presented: a 
servicescape  decision  matrix  connecting  environmental  cues  with  guest  needs  and 
operational  risks,  and  a  pre-service  audit  that  distinguishes  fixed  standards  from 
context-dependent  adjustments.  Accessibility  is  treated  as  a  baseline  design 
responsibility rather than a special request, while ambiance is treated as a coordinated 
set of sensory and social conditions rather than a theme applied after operations are 
complete. No customer survey, field experiment, or causal outcome is reported. The 
contribution  is  an  evidence-informed design  proposition  that  can  guide  instruction, 
restaurant preparation, and future evaluation of guest comfort and service performance.

Keywords:  servicescape;  restaurant  ambiance;  accessible  dining;  guest  comfort;  table 
setting; food and beverage service

Introduction
The  dining  room  participates  in  service  before  an  employee  speaks.  Furniture 

placement  signals  where  guests  may  move;  lighting  supports  or  obstructs  visual  
comfort;  sound  shapes  conversation;  temperature  affects  dwell  time;  table  spacing 
mediates privacy; and the condition of glassware, linen, and equipment communicates 
readiness. These features are not a decorative background to the meal. They influence  
how guests and staff perceive and use the service environment.

Kotler (1973) described atmospherics as the deliberate design of space to produce 
effects in buyers. Bitner's (1992) servicescape framework later organized the service 
environment through ambient conditions, spatial layout and functionality, and signs, 
symbols,  and  artifacts,  linking  these  features  to  internal  responses  and  behavior. 
Restaurant settings add the material and sensory proximity of food, tableware, service 
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personnel,  and  other  guests.  A  dining  servicescape  is  therefore  physical,  sensory, 
operational, and social at the same time.

The  source  Competency-Based  Learning  Module:  Food  and  Beverage  Services 
identifies  preparation of the dining room as a core  unit  and includes outcomes for 
reservations, service stations, table setup, and mood or ambiance (Angeles, 2023). Its 
assessment criteria call attention to furniture arrangement, lighting, music, dry floors, 
cooling, decorations, tableware, and service readiness. This practical list is a strong 
starting point. The present article develops the design logic behind the list and adds 
explicit accessibility and guest-journey considerations. It does not assess an existing 
restaurant or claim that any proposed change improves customer outcomes.

Purpose and Guiding Question
The article asks: How can dining-room preparation be organized as an inclusive 

servicescape rather than as a sequence of independent setup tasks? Its purposes are to 
synthesize  environmental  and  operational  dimensions  relevant  to  pre-service 
preparation, translate them into a teachable audit, and identify evidence suitable for  
future evaluation. The intended users are hospitality educators, trainees, supervisors, 
and  small  restaurant  operators  adapting  the  framework  to  their  own standards  and 
resources.

Conceptual-Design Method
The module's outcomes, information sheets, task sheets, and performance criteria 

were  examined  for  decisions  affecting  the  guest's  physical,  sensory,  and  social  
experience.  These  decisions  were  grouped  according  to  servicescape  theory  and 
restaurant-environment  measures.  DINESCAPE,  for  example,  identifies  facility 
aesthetics,  ambiance,  lighting,  table  setting,  layout,  and  service  staff  as  salient  
dimensions  of  dining  environments  (Ryu  & Jang,  2008).  The  analysis  then  asked 
whose needs each setup decision serves, what operational dependence it creates, and 
how a pre-service team could verify it.  The resulting framework is conceptual  and  
procedural.  No guest  ratings,  sales data,  timing study,  or  observational  dataset  was 
used.

The Dining Room as a System
A servicescape  should  be  evaluated  as  a  system  because  cues  interact.  Lower 

lighting may support intimacy while reducing menu legibility and increasing trip risk.  
More  tables  may  increase  capacity  while  restricting  staff  routes,  wheelchair  
maneuvering,  or  emergency  egress.  Music  may  establish  energy  while  impairing 
conversation.  Decorative  objects  may  reinforce  concept  while  collecting  dust  or 
occupying  service  space.  The  design  task  is  not  to  maximize  each  feature 
independently;  it  is  to  balance  guest  experience,  access,  safety,  identity,  and 
operational flow under the establishment's service model.

Lin  (2004)  argues  that  the  physical  service  environment  carries  cognitive, 
emotional,  and  physiological  implications.  Rosenbaum and Massiah  (2011)  expand 
servicescape  thinking  to  include  social,  socially  symbolic,  and  natural  dimensions. 
These  perspectives  caution  against  evaluating  the  dining  room  only  through 
appearance.  Guests  interpret  the  environment  through  their  bodies,  companions, 
cultural  expectations,  and  purposes.  Staff  simultaneously  use  the  same  space  as  a 
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workplace.  Inclusive  preparation  therefore  asks  whether  different  users  can  enter, 
orient,  sit,  communicate,  receive  service,  and  leave  with  dignity  and  reasonable 
independence.

Six Dimensions of an Inclusive Servicescape

Access and Circulation
Access  begins  before  the  table.  Reservation  procedures  should  give  guests  a 

respectful way to communicate relevant seating or mobility needs without requiring 
unnecessary  personal  disclosure.  Arrival  routes,  thresholds,  door  clearances,  aisles, 
turning space, floor transitions, and furniture stability determine whether the promised 
table is actually usable. ISO 21542:2021 addresses access, circulation, usability, and 
egress  in  the built  environment.  A training module need not  reproduce a  technical 
standard,  but  learners  should  be  taught  to  identify  blocked  routes,  unstable 
arrangements, and seating plans that exclude guests.

Accessibility is not achieved by maintaining one nominal accessible table while 
other service elements remain unreachable. The menu, payment process, toilet route, 
buffet height, communication environment, and evacuation plan are part of the same 
journey. The Convention on the Rights of Persons with Disabilities frames access to 
the physical environment and services as a condition of equal participation (United 
Nations,  2006).  Preparation  should  therefore  begin  with  universal  access  and  add 
reasonable individual accommodations when needed.
Functional Readiness

Functional  readiness  concerns whether  the room supports  the  service  promised. 
Stations must hold clean and sufficient supplies; electrical equipment must be safe and 
ready;  condiments  must  be  filled  and  clean;  water,  ice,  linen,  and  replacement 
tableware must be available; and the table configuration must match the reservation  
and  menu.  These  decisions  affect  ambiance  indirectly.  A  beautiful  room  loses 
coherence  when  staff  repeatedly  cross  guest  paths,  search  for  supplies,  or  move 
furniture after seating.

Readiness is best verified through a route-based walkthrough. The reviewer begins 
at the entrance, follows the host path, occupies a representative seat, checks lines of 
sight and reach, traces server travel to the station, and considers what happens if a chair 
is added or an item is dropped. This identifies conflicts between the guest journey and  
the service workflow that a static visual inspection may miss.
Sensory Comfort

Ambient  conditions  include  light,  sound,  temperature,  air  movement,  odor,  and 
background  cleanliness.  Their  desired  values  vary  with  time,  concept,  occupancy, 
climate, and guest activity. The aim is not a universal mood but a controlled range that  
supports the service. Han and Ryu (2009) found that physical-environment dimensions 
relate to price perception and customer satisfaction in restaurants, while Wakefield and 
Blodgett  (1996)  showed  that  servicescapes  can  shape  satisfaction  and  behavioral 
intentions in leisure settings. Such findings support attention to the environment but do 
not prescribe one configuration for every operation.

Sensory channels interact. Brightness changes perceived intimacy and can affect 
the appearance of food. Music influences arousal and also masks or adds to crowd 
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noise. Temperature interacts with occupancy and airflow. Odor may be appetizing near 
production yet unpleasant when persistent in linen or drainage areas. Spence (2012) 
reviews auditory contributions to flavor perception and eating behavior, illustrating that 
sound is not merely background. Training should require learners to state the intended 
guest activity and inspect whether the combined sensory conditions support it.
Table-Setting Coherence

A  table  setting  is  both  an  operational  interface  and  a  visual  composition. 
Appointments should correspond to the menu and sequence of service, remain clean 
and  safely  handled,  fit  within  the  available  table  area,  and  leave  guests  space  for 
personal  items  and  movement.  Symmetry  can  communicate  order,  but  uniformity 
should not override reach, accessibility,  or the realities of a changed party.  Napkin 
folds, skirting, centerpieces, and promotional displays require the same test: do they 
support  the  intended  concept  without  obstructing  sight,  service,  hygiene,  or 
conversation?

Visual presentation can influence perception of a meal. Michel et al. (2014) found 
that artistic plating affected diners' evaluations in an experimental context. The lesson 
for dining-room preparation is not that elaborate presentation is always superior; it is  
that visual arrangement communicates expectations and should be coherent with food, 
price position, and service style. Table settings should be judged for functional fit first 
and aesthetic contribution second.
Social Affordance

Dining is commonly social. Layout influences whether companions can hear, see,  
and orient toward one another; whether adjacent parties feel exposed; and whether staff  
can  approach  without  interrupting  conversation.  Table  size,  chair  angle,  spacing, 
background sound, and sight lines create affordances for privacy, celebration, work, or  
rapid  turnover.  Servicescape  planning  should  identify  the  dominant  use  without 
assuming all parties want the same intensity of interaction.

The social environment also includes employees and other customers. Service staff 
appearance and movement contribute to DINESCAPE (Ryu & Jang, 2008). Congested 
routes can make service look hurried even when staff behavior is courteous. Waiting  
guests  can  become a  visible  pressure  on  seated  parties.  A pre-service  plan  should 
define  where  arrivals  wait,  how  large  groups  are  assembled,  and  how  staff 
communicate  adjustments  without  turning  operational  coordination  into  guest 
disturbance.
Identity and Concept

Signs, artifacts, colors, music, materials, and staff presentation help guests interpret  
what  kind  of  place  they  have  entered.  Turley  and  Milliman  (2000)  review  how 
atmospheric  variables  can  influence  consumer  behavior  across  retail  settings.  In 
restaurants, a clear concept can organize choices and prevent decorative accumulation. 
The question is not whether an object fits a theme in isolation, but whether the total  
environment  communicates  a  credible  promise  compatible  with  service,  food, 
maintenance capacity, and price.

Concept must remain hospitable. Cultural motifs should be used with context and 
respect  rather  than  as  interchangeable  decoration.  Signs  should  inform rather  than 
overwhelm. Promotional tent cards should not compete with menu reading or reduce 
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usable table area. Identity becomes credible when details are maintained consistently 
and  employees  can  explain  the  service  proposition  without  relying  on  décor  to 
compensate for operational disorder.

Table 1
Inclusive servicescape decision matrix

Dimension Primary guest need Pre-service evidence Typical conflict to 
resolve

Access and 
circulation

Independent, dignified 
movement and safe egress

Clear routes, stable furniture, 
usable seating, accessible 
information

Capacity target versus 
aisle and maneuvering 
space

Functional 
readiness

Reliable and unobtrusive 
service

Stocked stations, working 
equipment, clean 
appointments, matched covers

Convenient staff storage 
versus guest sight and 
travel lines

Sensory comfort Legibility, conversation, 
thermal and acoustic ease

Lighting check, sound check, 
temperature/airflow, odor and 
floor condition

Desired energy or 
intimacy versus comfort 
and safety

Table-setting 
coherence

Usable personal space and 
understandable service 
sequence

Menu-matched appointments, 
reach, cleanliness, 
unobstructed view

Visual density versus 
function, hygiene, and 
accessibility

Social affordance
Privacy, companionship, 
and respectful staff 
approach

Spacing, orientation, waiting 
plan, staff routes, noise 
pattern

Turnover and group 
flexibility versus 
conversational comfort

Identity and 
concept

Clear expectations and a 
credible sense of place

Coherent signs, décor, 
materials, staff presentation, 
maintenance

Thematic display versus 
clutter, cost, and cultural 
respect

Note.  The  matrix  supports  local  judgment;  legal,  building,  fire,  sanitation,  and  accessibility  requirements  remain 
controlling.

A Guest-Journey Pre-Service Audit

Begin with the Reservation Promise
The audit begins with what the establishment has promised: party size, time, menu 

arrangement,  celebration  or  business  purpose,  children,  mobility  or  communication 
needs  voluntarily  shared,  and  any  operational  constraint.  Reservation  data  should 
translate into a preparation brief. This reduces last-minute improvisation and connects  
the module's reservation outcome to table setup and ambiance rather than treating the  
topics as separate lessons.
Walk the Journey

A team member follows the route as a guest: locating the entrance, reading signs,  
waiting, approaching the assigned table, pulling out and occupying a chair, reading the 
menu, reaching expected items, conversing, and identifying facilities and exit routes. A 
second pass follows the server route with a tray or representative load. Where routes 
conflict, the team adjusts the plan before opening. The walkthrough should include at 
least  one perspective that challenges the default  arrangement,  such as a  wheelchair  
user, an older guest, a person with low vision, a family with a child, or a large party.
Test the Senses in Combination

Lighting,  sound, temperature,  odor,  and airflow should be checked at  occupied-
table  height  and  under  expected  operating  conditions  where  feasible.  A room that  
appears comfortable while empty may change when cooking, equipment, and guests 
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add heat and sound. The audit records the target condition, the actual observation, and 
the response if conditions drift. The purpose is not to fabricate precision but to make  
adjustments accountable.
Verify and Release

The final release includes station readiness, table-setting accuracy, critical safety 
and hygiene checks,  accessibility of  routes,  and a  short  briefing on reservations or 
changes. One person should conduct a fresh-eye scan rather than relying exclusively on 
those who completed the setup. Issues are classified as release-blocking, correctable 
before arrival, or monitor-during-service. This creates a practical decision rule instead 
of a ceremonial final look.

Table 2
Pre-service servicescape audit

Audit point Question Evidence to record Action threshold

Reservation-to-
room fit

Does the plan reflect party, 
menu, timing, and shared 
access needs?

Assigned table, covers, 
briefing note, prepared 
alternatives

Resolve any mismatch 
before table release.

Arrival and 
circulation

Can guests enter, orient, wait, 
move, sit, and exit safely?

Route walk, clearances, 
stable furniture, signs and 
obstacles

Remove blockage or 
reconfigure; never rely 
on staff lifting a guest.

Server workflow
Can staff reach tables and 
stations without avoidable 
guest conflict?

Tray-route walk, station 
stock, crossing and pinch 
points

Reposition stock or 
furniture before service.

Table interface
Are appointments correct, 
clean, reachable, and 
proportionate to space?

Menu check, guest-seat 
inspection, count and 
condition

Replace defects and 
remove unnecessary 
items.

Sensory 
conditions

Do combined light, sound, 
temperature, odor, and airflow 
support the occasion?

Observation at 
representative seats and 
planned controls

Correct safety or severe 
discomfort; assign 
monitoring for drift.

Concept and 
information

Are signs, décor, music, 
displays, and staff 
presentation coherent and 
respectful?

Fresh-eye scan and 
comparison with service 
promise

Remove clutter or 
misleading, inaccessible, 
or intrusive elements.

Opening release Are critical conditions met 
and remaining issues owned?

Signed handoff with 
blocking/corrective/monitor 
items

Open only when 
blocking issues are 
closed.

Note.  Specific  measurements  and  compliance  decisions  should  follow  applicable  law,  codes,  standards,  and  
establishment policy.

Accessibility as a Design Baseline
The  World  Health  Organization  and  World  Bank  (2011)  describe  disability  as 

arising  in  interaction  with  environmental  and  attitudinal  barriers.  Restaurant 
preparation can remove or reproduce those barriers. Training should therefore avoid 
presenting accessibility as exceptional kindness. Clear routes, stable seating, readable  
information,  manageable  noise,  respectful  communication,  and  usable  service 
processes  benefit  a  wide  range  of  guests,  including  older  adults,  children,  people 
carrying items, and people with temporary injuries.

An inclusive audit should be conducted with people whose lived experience can 
reveal barriers that staff do not notice. It should also distinguish universal design from 
individual accommodation. A spacious route and clear signage can serve many guests  
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by default;  a  specific  seating preference or communication method may require  an 
individualized  response.  Both  should  be  planned  without  public  disclosure  of 
unnecessary personal information.

Evaluation and Continuous Improvement
A  servicescape  framework  should  generate  testable  questions.  Operators  can 

document  setup  defects,  guest  requests,  route  conflicts,  ambiance  adjustments,  and 
service interruptions by location and time. Guest feedback can be disaggregated into  
access, comfort, noise, lighting, table usability, and staff approach rather than relying 
on one overall  atmosphere  score.  Ryu and Jang's  (2008)  validated  dimensions  can 
inform survey development, but local instruments require piloting and evidence that 
respondents interpret items as intended.

Environmental changes should be evaluated before and after implementation using 
measures proportionate to the claim. A furniture change might be examined through 
route  audits  and  service  travel  observations;  a  sound intervention  through acoustic 
readings and guest conversation ratings; a lighting change through legibility checks, 
incident  reports,  and  guest  comfort.  Han  and  Ryu  (2009)  provide  evidence  of 
relationships among physical environment, price perception, satisfaction, and loyalty, 
but a local operator should not assume causal effects without a suitable design.

Discussion
The source module treats dining-room preparation as a combination of reservation, 

station,  table,  and  ambiance  responsibilities.  The  inclusive  servicescape  framework 
shows why those responsibilities must be coordinated. A reservation creates a promise 
that  influences  the  table  plan;  the  table  plan  influences  circulation;  circulation 
influences service workflow and access; workflow affects the perceived atmosphere; 
and sensory conditions shape whether guests can use and enjoy the setting. Preparation 
is thus a systems task rather than a decorative finishing step.

The  framework  also  clarifies  the  role  of  aesthetics.  Visual  harmony,  napkin 
presentation, buffet skirting, lighting, music, and décor can strengthen an experience, 
but only when functional readiness, access, hygiene, safety, and comfort are secure. 
The strongest concept is not the one with the most visible styling. It is the one whose  
sensory,  spatial,  social,  and  operational  elements  deliver  a  coherent  and  inclusive 
promise.

Research Agenda
Future  research  can  pilot  the  guest-journey  audit  in  training  restaurants  and 

commercial operations, examine inter-rater agreement on audit categories, and study 
whether  route-based  preparation  identifies  different  problems  from  conventional 
checklists. Participatory studies should include guests and workers with disabilities in 
instrument design. Mixed-method evaluations can connect environmental observations 
with service delays, comfort reports, and qualitative accounts while protecting privacy 
and avoiding overgeneralization from online  ratings.  The present  article  supplies  a 
framework and proposed measures, not evidence of intervention effects.
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Conclusion
Preparing a dining room is an act of service design. Furniture, stations, tableware, 

lighting, music, temperature, signage, décor, and staff movement jointly shape whether 
guests  can  enter,  understand,  use,  and  enjoy  the  environment.  An  inclusive 
servicescape  organizes  these  decisions  around  access  and  circulation,  functional 
readiness, sensory comfort, table-setting coherence, social affordance, and identity.

The two tools  proposed here  translate that  system into a decision matrix  and a 
guest-journey audit. They extend the practical preparation tasks in the source module 
without claiming measured outcomes. Their purpose is to help educators and operators 
replace  decoration-led  setup  with  evidence-informed,  accessible,  and  operationally 
coherent preparation that can be evaluated in future research.
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