Bartender Training Manual

KNIGHT OUT PUB
Welcome to the KNIGHT OUT PUB.


The purpose of this manual is to give you all the tools and knowledge necessary for you to reach the highest level of success.  This manual is also a tool used to relay the standards and expectations of the KNIGHT OUT PUB Management Team. 

We feel it is our responsibility to set you up for success by giving you information on all our policies and procedures, as well as our philosophy of entertainment.  However, it is your responsibility to seek out and retain the information in an assertive manner.  If at any time during your training, you are unclear about the material presented, or you feel you have not been given all the tools needed to perform your job, let a Manager know so that we can answer your questions and ensure your success!
The first and most essential requirement of yours is to maintain a positive attitude and be able to interact well with all kinds of people.  This will be invaluable as you deal with guests, coworkers, and management.  Because you are on the “front line”, the way you deal with guests directly affects their perception of us as a restaurant and as a company.

Providing great service is your goal.  We want to exceed our guests’ expectations and offer them the absolute best experience in the area.  This requires anticipation of their needs and desires, and action on our part.

The training and experience you will gain in dealing with people and crowd behavior will be invaluable, and no doubt will serve you in your career and personal life.  Welcome aboard and good luck!
Raving Fans



Just what is a “raving fan”?  Think about the last sporting event you saw on T.V. or in person.  Remember the person in the stands who had their face painted with the team logo or the ones who were hoarse for a week after attending the game because they screamed their team to victory?  


Our Number One Objective at the Knight Out Pub is to create raving fans.  You will hear and see repeated references concerning raving fans throughout the training process as well as in your everyday life at the restaurant.


We really don’t want people to jump up and down or paint their faces but we do want to give them every reason to return to our restaurant because they can’t imagine getting the same level of food, service and excitement anywhere else.


Consistency, alongside ongoing improvement, plus the ability to alter course quickly are the keys to creating Raving Fans.  People who transform guests into Raving Fans are innovative, independent thinkers.  No one can accuse them of being timid followers.

Transforming a guest into a raving fan is as easy as 1,2,3.

 Decide what you want.  That’s right, decide what you want!  Have a vision of the day, the shift, the week, the success you want to experience.  You are the service, the fun and the flavor that the guest experiences.

 Discover what the guest wants.  Now, focus on what they want.  Discover their vision.  How did we meet their expectations?  Were they more than satisfied?  Ask specific questions about the food, the service and the restaurant.  Listening to guests is powerful.  Responding to what they say is dynamite!

 Deliver plus one.  Improve by 1% everyday for 100 days.  Decide what you want to improve by 1%, measure it against what the guests have told you and deliver that today.  Start every day with your game plan in mind and do whatever it takes to deliver it—plus 1%.

At The Pub, our job is not done when we have satisfied customers.  We want to surround ourselves with “Raving Fans” !

Raving Fans

We can create and keep Raving Fans with a simple philosophy:

And Then Some…

“These three powerful words are the secret to success.  They are the difference between average people and the top achievers.  

The top people always do what is expected…

And then some

They are thoughtful of others, they are considerate and kind. . . 

And then some.

They meet their obligations fairly and squarely…

And then some.

They are good friends and neighbors…

And then some

I am thankful for people like this, for they make the world more livable.  Their spirit of service is summed up in these little words…

And then some.

-Carl Holmes

A Raving Fan is someone who:

 Can’t wait to tell their friends about their favorite players (that’s you).

 Tells people what a great experience they had

 Wants their friends to experience the fun

 Can’t wait until their next visit

 Plans to spend special occasions with our team (Birthdays, etc.)

A Raving Fan means:

 Bigger tips for you

 Repeat Business

 Increased Guest Satisfaction

 Increased Job Security

 More Fun at Work!
Bartender Training Priorities

KNIGHT OUT PUB
Because we have high expectations of all employees, we recognize that it is our responsibility to provide you with the training you need to meet and exceed those expectations.  You will notice that we put alot of emphasis on training, both initial and ongoing.  Because there is quite alot of information that you will need to know thoroughly, your initial training focus will be the following areas:

Service Standards-- Know our expectations.  Understand why these standards are crucial to the success of the restaurant, yourself, and the guest.  And, of course, use them without fail.

Product Knowledge-- This not only applies to the products that you are serving from behind the bar, but also to the company as a whole.  Be able to suggestively sell and upsell.  Use this knowledge to enhance the guest’s experience.

Operations Knowledge-- Learn the hours of operation for our restaurant. Stay abreast of all the current promotions and be able to communicate them to our guests.  We will be able to appeal to many different types of people through our various promotions, and being able to communicate with all kinds of people will enhance our opportunities as a company.  Understand your role and responsibilities as a key player on the team.

Point of Sale System-- You will need to know how to use our register systems as thoroughly as possible. Proper check handling procedures will be a major focus, as well as proper cash handling.  Organizational skills will benefit you greatly, as will the ability to compute sums mentally.

Service Standards
Always remember that the guests and you are the most important people in our business. Through our great service, our employees will determine our success, and our guests will insure our long-term success.  This is why our goal is always to exceed their expectations...a guest who is impressed with our service will tell their friends, who tell their friends, etc., etc.  One poor guest experience impacts us several times as much as a positive one, so it’s very important to deliver that infinitely (and consistently) positive experience.

The guest’s first impression is critical.  Make sure that when greeting your guests, you use a pleasant tone of voice and smile.  Even if you are busy, acknowledging them will put them at ease.  Most people understand when you are busy as long as they don’t feel ignored.

There are hundreds of restaurants in which people can spend their money.  Our goal is that they will want to spend it with us because of the excellent overall service and product that they consistently receive here.  Your sales skills will let guests know that you are catering to them...when you offer appetizers or premium liquors and beers to their taste, not only will they be happy, but your sales will be higher.  This means more money in your pocket, and more success for the restaurant.

Be an expert on every product you sell, whether beer, wine, liquor, or food.  Then when someone says, “I don’t know...what do you recommend?”, have a couple of ready suggestions.  When you can create a mental picture for the guest, they are more likely to respond to your suggestion. 

The main reason that most people go out is that they enjoy service and attention.  Giving them that attention contributes to a positive experience and a raving fan!

Sequence of Service

Following are the basic guidelines of superior service. Because we want to be the best choice for all of our guests, we need to challenge ourselves to continue to grow and improve with the guest as our focus. We hope that you will see the benefits to you, the guests, and the company of providing the best possible service.

Create “Raving Fans” through Excellent Execution. . .

And then some!

Key Points:

· 30-Second Greeting--  Make sure to make that initial contact as positive as possible, with a smile and friendly greeting.  If you are serving another guest or a server, be sure to make eye contact and let the guest know that you will be right with them.

· Identification-- Ensure that all guests are 21 years or older and have acceptable identification before serving alcoholic beverages.

· Bevnaps-- A beverage napkin should be placed in front of every guest as you are taking their order.  This accomplishes two things:  every drink is served on a bevnap, and other bartenders know that the guest has already ordered and may serve the next guest.

· Communicate-- Make sure that you tell your guests about any drink specials or promotions.  Make suggestions and upsell.

· When busy, take orders from more than one guest at a time.  This makes you more efficient and gives the guests better service.

· Ladies first-- When groups or couples approach the bar, always serve ladies’ drinks first.

· Two Minute Service-- Guests should be served their beverages within two minutes.

· Collection-- Be sure to THANK the guest when collecting for their drinks.

· When you receive a tip, THANK the guest and immediately place it in your tip jar.

 Anticipate Guest’s Needs—What need can you fill for your guest?

o Are they tourists and might like some more information about the area?  

o Are they business people on a lunch break that are in a hurry?

o Are they cold or unhappy? (Temp. Level, lighting, etc.)

· Teamwork-- Get to know the people you’re working with so that you can function better as a team.  Help each other out--we all have the same purpose-- SERVING THE GUEST!  Treat each other with respect and have fun!  When the staff is having fun, the guests will.

· Ashtrays-- Cap and replace ashtrays with no more than 2 butts with a CLEAN ashtray.

· Light cigarettes for guests whenever possible-- Again, this applies to anticipating their needs. You should also always carry a lighter, three pens, and a wine opener.

· Always thank guests for every tip you receive, no matter if you expected more, etc...Positive reinforcement goes a long way.

· Be sure to speak in a clear, precise manner and project without yelling.

· If you encounter a difficult situation, involving yourself or another employee, remain calm and get a Manager immediately.  Let the guest and/or employee involved know that a Manager is on the way.  NEVER get involved in a physical confrontation with a guest or another employee.

· Always thank guests as they are leaving the bar and give a friendly salutation.  We want our guests to know that we appreciate their business and want them to return.

OVERVIEW--

Obviously, your greatest priorities are:  Create “Raving Fans”, serve guests and restaurant servers as quickly and efficiently as possible, assist other employees, complete any projects assigned by your Manager, and keep your working areas clean and well stocked.

Alcohol Awareness

Alcohol service is an important part of our core business.  We believe that the only way we can live up to our responsibilities as a vendor of alcoholic beverages is through knowledge, awareness and commitment of our team and it’s leadership.

Education in the following areas will assist us in responsible alcohol management:

 The Effects of Alcohol

 Signs of Intoxication

 Intervention Techniques

Effects of Alcohol – There are two measures to determine Intoxication:  

 Blood Alcohol Content – The amount of alcohol in the bloodstream

 Visible signs of Intoxication – What servers and sellers are required to recognize in order to determine whether a guest is intoxicated.

The liver processes approximately one drink (2 oz. of 100 proof spirits, 5 oz. wine, or 12 oz. of beer) per hour.  The only thing that gets alcohol out of the system (and therefore, lessen the effects) is time.
Signs of Intoxication – Intoxication results in the decrease of physical and mental abilities.  When a person drinks an alcoholic beverage, there are specific and predictable changes in the person’s body and behavior.  As the amount of alcohol consumed increases, the changes become more extreme.  This holds true for everyone.


Signs of Intoxication Include:

 Loss of Coordination

 Slurred Speech

 Loud Speech

 Drowsiness

 Glassy Eyes

 Impaired Judgment

 Belligerence

 Irrational Statements

Intervention Techniques – The only way to inhibit intoxication is to reduce the rate at which alcohol is absorbed by the body.  

The following suggestions will keep our guests and the team on the safe side of drinking:

 Notify a Manager of any potential problem situations

 Offer Food

 Limit your availability to slow the pace

 Track the number of drinks per hour knowing that the average person drinks about two drinks per hour.

 Avoid serving multiple drinks to an individual at one time

 Offer non-alcoholic, un-carbonated beverages such as juice or iced tea.

 When possible, do not serve a fresh drink without removing the last one.

 Collect all empty glasses before “last call.”

A guest who is visibly intoxicated should never be served alcohol.

Team Uniforms

A player’s uniform is as important as their name.  When you step on to the field at The Pub, your uniform should make a statement about your game: clean, crisp, and ready to execute.

The Uniform Consists of the Following

 Designated Knight Out Pub T-Shirt or Polo

 Blue Jeans or Denim Shorts (In Good Taste)

 Black Belt

 White or Black Rubber-Soled shoes with appropriate socks.  Safety is the key here, so avoid heels, pumps, and backless or toeless shoes.

Also Included:

 3 Pens

 Bottle Opener

 Wine Key

 Lighter

 Smile.


Team Transition


Changing from the lunch to the evening shift should not be a time of confusion.  Set your teammates up for success.

Execute a Smooth Transition by:

 Reporting to work On-Time (On time = early)

 Helping with any final tasks

 Communicating any important information

 Introducing yourself to existing guests

 Leaving the opener to finish any final duties

 Checking out the opener before he/she leaves

 Making sure that all guests receive the same excellent level of service, regardless of what time of day they visit our restaurant.

Ice

Ice is obviously essential to almost any properly prepared drink.  Always remember the following:

· Always use a scoop or tin in your ice bin-- NEVER GLASSWARE.

· Always fill glasses to the top with ice to build a drink.

· If a glass breaks in or near an ice bin, it MUST be completely drained and thoroughly wiped out.

· Be certain that your ice is clean before using-- if someone just spilled a drink into the ice bin, it should be cleaned accordingly.  

· Monitor your ice machine’s production.  If you think there may be something wrong with the machine, notify a Manager immediately.
· Make sure your ice bin is always draining properly and is thoroughly cleaned at the end of each night.
Glassware


ALWAYS make sure your glassware is clean and free of chips, cracks, spotting, or lipstick.  Keep an eye on your supply through your shift so that you don’t have to make a guest wait while you clean a glass.


There will be a 3-compartment sink behind the bar for cleaning glassware.  Keeping these properly set up is very important.  The set up for a 3-compartment sink is as follows:

First sink:  This is the wash sink.  It should be filled with warm, soapy water and will generally have a glass washer installed (brushes that are there to clean the glasses thoroughly).

Second sink:  Rinse sink.  This should be filled with warm water for rinsing suds off of glassware.

Third sink:  Sanitizer sink.  This sink will have a sanitizer solution, which usually recommends mixing with cool water.  Check the label for specifics, and use test strips to ensure proper amount of sanitizer. 

Change your water and solutions frequently throughout your shift, and make sure the sinks are clean and free of debris before filling.  At the end of the night, be sure to clean them thoroughly and wipe down drainboards on either side.  Also, soak any aeromesh in warm water to clean it each night.

Filling Orders


Be efficient when filling orders.  Never lift the same bottle twice for one order, and return any bottles or utensils to their proper places when done with them.  Eventually, you will instinctively reach to the same spot whenever you need a certain item, and your coworkers will be able to, as well.


Sequence should be as follows:

· Line up all the glassware for the order.

· Ice all appropriate glassware with fresh ice.  Ice in the bins should generally be changed when the cubes are rounded.

· Start frozen or chilled drinks first.

· As drinks are blending, pour appropriate liquors into glassware and then add mixes.

· Pour blended drinks into their glassware and strain any “up” drinks from shaker.

· Pour draft beers.

· Make coffee drinks.

· Set drinks on bartop in the order the server rang them, or in front of each appropriate guest.

· If this is a guest’s order, collect money and THANK THEM. Give change promptly, counting back to original dollar amount.

· Rinse any utensils used  (i.e., shaker, strainer, blender, etc.).


These guidelines will not only help you to be efficient, but also ensure that the guest receives the best possible product-- Highballs or Collins will not be watered down, frozen drinks will not have melted, beer will keep its head, and coffee will stay hot.

Spills


In case of spillage of any liquor or beer, notify your Manager immediately so that it may be recorded on a comp/void or waste sheet.  This also applies to any broken bottles of product and mistakes, so be careful with the drinks you’re making and repeat the guest’s order in your head while filling it. 

Bar Sanitation

Keeping high cleanliness standards behind the bars, in the liquor room, in the coolers, and in all other areas helps maintain the best possible environment for both the staff and the guests.  Always clean as you go, and do not let trash, boxes, or garbage accumulate.  Pick up napkins, cups, and other debris from the floor as you see them.  This is everyone’s responsibility.  At the end of each night, the bar should be thoroughly cleaned in the following manner:

 Remove relief mats

 Remove all paper goods and supplies

 Thoroughly sweep, being sure to reach under sinks, juice/soda racks, dishwashers, wells, etc.

 Mop with hot, sudsy water

 Replace mats

Cleaning Standards


Be familiar with the trashcan and broom/butler locations throughout the restaurant.  It is everyone’s responsibility to ensure that cleanliness standards are maintained.  Empty bottles, cups, paper, bevnaps, cigarette butts, and other debris should be picked up and thrown away continually through the night.  Spills should be mopped up immediately, and wet areas of the floor should be marked with a CAUTION sign.  Remember that providing for everyone’s safety includes preventing accidents.

Rest Room Cleanliness


Rest Rooms should be checked for cleanliness several times throughout the night.  Make sure that the floor is clear of debris, the counters are wiped down, and that all stalls are functioning properly.  This is a team effort-- if each person on staff checks frequently, we can hold ourselves to a higher standard and keep our guest’s perception high!

Product Knowledge

In order to be sales oriented, you need to have a high level of knowledge of the products we sell.  Know the brands of liquor, types of beer and wine, any frozen or specialty drinks we offer, etc.  The more you know, the better you can sell.  Also, read labels on liquor and beer bottles-- they can tell you a lot about specific brands  (i.e., what type of plant is tequila made from?  Where is New Castle made?  Information like this will impress and entertain guests).

You should be able to:

· Offer a wine selection to a guest.

· Know all brands of liquor that we carry.

· Be able to recite draft and bottle beer choices.

· Upsell your drinks.

Upselling

Upselling is a technique that will not only educate your guests about better types of beer, wine, and liquor, it will also increase your sales, thereby increasing your tips.  It is very basic and easy to do, but requires a high level of knowledge of the brands that we carry.  Some examples:

· A guest orders a Cape Cod.  Your response should be, “Would you like Absolut or Stoli in that?”

· A guest wants a Margarita.  Offer them Cuervo Gold or 1800 instead of well tequila.

· A guest who orders a scotch and water would probably enjoy a Macallan and water, or perhaps a Glenfiddich, Chivas or J & B.

If you do switch a guest to another brand and they enjoy it, remember what brand they decided on so that the next guest who orders the same thing may benefit as well.  

Upselling can:

· Give you an opportunity to increase your earnings by increasing the amounts of your guest checks.

· Enhance the guest’s experience, making him/her want to return.

· Increase sales for the establishment.

· Increase customer satisfaction and awareness of our selections.

Suggestive Selling


Guests dine out because they are looking for an experience, not just a meal.  Since you are interacting with them directly, you are the person responsible for making that experience an enjoyable one by suggestive selling.  Suggestive selling involves helping the guest in their dining decision by suggesting new drinks and entrees that you think might pertain to their tastes.   

Why is Suggestive Selling Important?

 Guests will discover items that they really like but would never have thought of ordering

 You’ll be seen as knowledgeable and helpful

 Guests will become “Raving Fans” and return again and again as your favorites become their favorites

 Your tips will increase.

How do you do it?

 Know the menu, featured items, specials and merchandise.

 Guide the guest through their menu experience

 Sell your personal favorites—drinks, apps, entrees, desserts, merchandise.

In the following section you will find some information on the production and proper service of champagne, wines, beer and liquor.  This information is important to help you suggestively sell, so read it through and study it thoroughly. 

First, some terminology that will be used throughout this section:

 ALCOHOL is a volatile, colorless liquid obtained from fermentation of a liquid containing sugar.

 PROOF is a term used to describe the strengths of alcoholic beverages.  Each degree of proof is equal to one-half of one percent (0.5) alcohol by content.  Therefore, a 90 proof liquor contains 45 % alcohol.

 WINE is the naturally fermented juice of ripe grapes.

 BEER is an alcoholic beverage fermented from cereals and malt and flavored with hops.

· SPIRIT is a potable alcoholic beverage obtained from the distillation of liquid containing alcohol.
Champagne


Contrary to popular belief, all sparkling wines are not Champagne.  The champagne method (methode champenoise) is a process which causes wines to sparkle and bubble. All French Sparkling Wines are made by this method, but only those made in the region of Champagne may be called Champagne.  Some American producers call their products Champagne, but they cannot and should not be compared with French Champagne.


The quality of a sparkling wine depends upon the method used to produce it.  There are various methods, and the methode champenoise is the most expensive and produces the highest quality.

Wine Varieties

All that is needed to turn grape juice into wine is the simple, entirely natural process of fermentation.  Fermentation is the chemical change of sugar into alcohol and carbon dioxide gas, brought about by yeasts (micro-organisms which live on grape skins, among other places).  They need only for the grape skin to be broken to go to work on the sugar.

Under normal conditions, the yeast will go on working until all the sugar in the grape is converted into alcohol, or until the alcohol content of the wine reaches 15% of its volume.  It is possible to stop the fermentation before all the sugar is used up, either by adding alcohol to raise the level to 15% or by adding sulphur; both of these methods kill the yeast.  Another method is to filter the wine through a very fine filter to take the yeast out.  These are the methods which are used to make sweet wine.  One wine differs from another first and foremost because of the differences in the grapes, but secondly in the differences in the fermentation process.

There are two basic types of wine:  Table Wine and Varietal Wine.  Table wine is a blend of different grape varieties and is generally labeled under a proprietary or generic name (i.e., Red Table Wine, Chablis, etc.).  Typically less expensive than varietals, these are generally of lesser quality as well.

Varietal wines are named for the dominant type of grape from which they are made.  California wines must be at least 75% varietal to be named such.  Knowing the characteristics of the grape will allow you to describe the type of wine it will be.  The most popular varietals are briefly described in the next section.

Whites

Chardonnay - These grapes produce a complex, rich, dry white wine.  It is sometimes associated with apples, ripe figs, or melons, or described as creamy or buttery.  It is the finest white wine produced in the French Burgundy region, and is sometimes combined with oak aging, which improves the wine over time. It is also the most popular white wine grape grown in California.  Examples:  Pouilly-Fuisse, Mersault, and Montrachet.

Sauvignon Blanc / Fume Blanc - This grape is known for its grassy, herbaceous aroma and lively acidity.  Robert Mondavi created the first Fume Blanc (a crisp, dry sauvignon blanc with a slightly “smoky” characteristic), and marketed it as a semi-sweet wine.

Reds
Cabernet Sauvignon - Characteristically tannic when young, allowing for good structure, complexity and longevity, this red wine grape is responsible in large part for many great wines from Bordeaux, France.  Many California Cabernets are blended with Merlot and Cabernet Franc to make them less acidic and to speed up the maturing process.

Merlot - Less tannic and astringent than Cabernet because of their high sugar content, these grapes produce a fruity, soft, supple and charming wine.  Half of the acreage of red grapes in Bordeaux (twice as many as Cabernet Sauvignon) are Merlot.  They are ready to drink sooner because they ripen faster than Cabernet grapes, and are softer in style.

Pinot Noir - A little heavier than Merlot and softer than Cabernet, this is a fragile grape that must have proper conditions to produce a fine wine.  This grape produces all the great red wines of the Burgundy region, and when harvested properly they have a subtlety, complexity, elegance and finesse surpassing any other wine.

Zinfandel - This grape can present itself as light and fruity or ripe, rich, and intensely flavored.  Its diversity has made it the most popular grape to grow in California.  It is often described as spicy, berry-like, or brambly.  Most of its harvest is devoted to the production of White Zinfandel.

Proper Presentation of Wine

When serving chilled wines to a table (Chardonnay, Zinfandel), be careful not to heighten the temperature of the wine by transferring body heat.  With this in mind, carry chilled wines by the stem or preferably on a tray and never touch the drinking surface of the glass.  Red wines are meant to be kept at room temperature, so to prevent them from cooling cup the wine glass so that the stem falls between your middle and ring fingers, once again being careful to never touch the drinking surface of the glass.
Serving a bottle of wine is often a misunderstood practice for bartenders and servers, but done right it adds to the guest’s experience and can heighten the enjoyment of their meal.  These simple steps should be followed:

· Place the wine glasses on the table or bar
· Present the wine to the guest who ordered it so that they can verify that it is what they expected.
· Remove the cork using a jackknife corkscrew, twisting until there is one rung still visible above the surface of the cork (Do not “breach” the bottom of the cork so as to keep cork material out of the wine).
· Pull slowly as to avoid splashing wine and twist the bottle until the cork is removed 
· Present the cork to the guest who ordered the bottle.
· Pour the guest who ordered the wine a small amount to taste, and as you are finishing your pour, turn the bottle into you slightly and use a towel to catch any excess wine that might be dripping from the neck of the bottle.
· After the guest has approved the wine, continue filling the other guests’ wine glasses in the same manner.  Serve the ladies first, moving in a counterclockwise motion and filling the glasses only half full.  Continue on with the gentlemen at the table in the same fashion, and serve the guest who ordered the wine last.
· After pouring, carefully place the wine in a wine chiller if it was served cold on the table; otherwise, place the bottle in the middle of the table.
Beers and Ales

Glossary

BEER is a beverage brewed and fermented from malted starchy cereals (such as barley) and flavored with hops.  It is called a bottom-fermented brew, since the yeast sinks to the bottom during fermentation.  Beer is also a generic term for all malt beverages.

LAGER is also brewed from malt and hops and is a sparkling, light-bodied beer.  It is sometimes prepared from cereals such as corn grits and cracked rice.  It is fermented and lagered (stored) for aging and and sedimentation.  After this period it is carbonated.  Almost all American beers are lagers.

PILSNER is a term used universally on the labels of light beers.  The most famous is the original Pilsner Urquell brewed in Pilsen, Czechoslovakia.  Breweries using the term pilsner hope to convey the impression that their beer is similar to that of Pilsner Urquell.  All pilsners are light lagered beers, but none come close to the original.

BOCK BEER is a special brew of heavy beer.  It is typically darker and sweeter than regular beer.  Originally brewed only in spring, there is no longer any seasonal significance.  There is no legal definition, and they vary from brand to brand.

MALT LIQUOR is brewed like beer, but usually has a higher alcohol content.  Each state has regulations governing the percentage of alcohol, but it is usually between six and seven percent.  The color is usually light and pale.

ALE is an aromatic brew made of malt or malt and cereal.  It is typically fuller-bodied and more bitter than beer.  It is fermented at a higher temperature than beer, causing most of the yeast to rise to the top.  Hence, ale is a top-fermentation brew.

STOUT is a very dark ale, malty and slightly bitter, which is both flavored and colored by the addition of roasted barley to the brew.

PORTER is the predecessor of stout.  It is dark in color, bittersweet in taste, and lower in alcohol content.

Ingredients

As with the preparation of any food or beverage, the end result is only as good as its ingredients.  This applies whether you wish to produce a light lager or a full-bodied ale.  The difference is in the way the ingredients are treated--the quantity of malt used and how long it is dried and roasted, the yeast used, and the temperature and duration of fermentation.

Basic ingredients shared in the brewing of any beer include:  water, yeast, malt or other cereals, and hops.  The quality of each of these ingredients is important, but none is more important than the quality of the water.  Not only does water account for 85 to 90 percent of the finished product, it is used in every step of the brewing process and therefore has a great deal to do with the character of the beer.  Water considered good for one type of beer may not necessarily be appropriate for another.  Today, the pH level of water can be chemically altered to suit the brewer’s needs.  Thus, finding a source of “ideal” water is no longer as important as it once was.

Yeast is the fermenting agent that converts wort (the solution obtained by infusion from malt) into beer.  This ingredient is protected more carefully than any other, for once selected, it must not change lest the character of the beer change with it.

Only the finest barley malt is used by brewers.  Most buy their malt from specialists, and specify exactly the manner in which it is treated.  The amount of kilning and the degree of roasting will ultimately dictate the dryness or sweetness of the final beer and affect the lightness or darkness of its color.

Other cereals can be used, such as raw corn or rice, cracked corn and hominy, or even breakfast cereal-like corn flakes.  Specific types of sugars or corn syrups may be used.  Called malt adjuncts, their use lowers costs and results in a lighter product. 

Hops were not put into general use until the fourteenth century.  Early European laws prohibited their use in brewing.  Although other products continued to be used to give brews their character, people quickly realized the superiority of hops.  Only the flower from a female hop vine is used, which looks like a small pinecone with soft petals.

The Brewing Process

The first step in the brewing process is malting the barley which, as mentioned earlier, is usually done by specialists to the brewery’s specifications.  The barley is first dressed, or passed over screens, so that the inferior product is eliminated.  The grain is then steeped in water until thoroughly soft.  Next, the grain is placed in compartments to germinate, which takes about three weeks.  After sprouting, the grain is known as green malt.  To halt its further growth, it is placed in kilns and dried.

The next step is to screen the malt to remove the dried sprouts.  It is ground into meal and then mashed.  It is during this mashing process that the brewmaster can determine the composition of the finished beer.  Modern equipment scientifically controls all of these operations, which allows all of the beer produced by a brewery to be uniform.

The mash is then stirred, after which the solids are allowed to settle.  This process is known as predigestion.  The liquid is now removed and passed into a brewing kettle, at which point the hops are added and boiled.

The product, now referred to as wort, is then strained to remove the spent hops.  The wort is cooled and sent to a fermenting vat.  Fermentation takes place at different temperatures, dependent upon whether the brewer is making beer or ale.

Yeast is added to start the fermentation and again, the type of yeast varies with the brewer’s desired end product.  The yeast is the secret to the flavor in many world-famous beers.

The carbon dioxide gas given off during fermentation is gathered and stored to be added back later, in part, to the beer.

After principal fermentation, the beer is run off into storage vats and kept at a very low temperature (close to freezing) so that the yeast and other solid products can settle (otherwise they would cloud the final product).  Beechwood chips are sometimes added to improve clarification.  Carbonation increases during this resting period, and the beer matures, becoming mellow and more pleasing.

Finally, the beer is carbonated to make it effervescent.  The gas that was released and saved during fermentation is re-added after having been compressed.  Next the beer is refrigerated and filtered, after which it is ready for packaging.  It will be placed in kegs, cans or bottles and passes into these containers under pressure, through closed pipelines.

Proper Presentation of Beers and Ales

Our guests are in search of the perfect pint or pilsner of beer, and there are a few things that we can do to deliver that to them constantly:

· Clean Glasses – Left over grease, soap, lipstick or lint must be removed from the glass before the beer is served.  Besides being unattractive and unsanitary, these foreign particles will break up the carbonated bubbles of the beer and cause it to lose head quickly.  If bubbles appear on the sides of the glass, the glass is not clean.
· Cold Beer – Kegs should be kept at just above freezing temperatures to ensure the freshness of the beer, for beer that has been allowed to sit at above 40 degrees Fahrenheit tends to produce too much head and will eventually go bad.  Keeping the keg cooler closed at all times, properly rotating stock and monitoring a temperature of 36-38 degrees will prevent this.  Most Bottled beers are pasteurized and therefore can last longer in storage than kegs, but even in dry storage their temperature should never exceed 70 degrees.  Dry storage is never the preferred method for bottled beers, but if a lack of space is a problem, check the beer’s label to make sure the beer is in fact pasteurized (for many microbrews are not).  Proper rotation (First In, First Out) is necessary to ensure that our guests receive the highest quality bottled beer we can provide.
· Proper Pouring – When serving draft beer, start with the glass at a 45-degree angle about one inch below the tap and open the tap fully.  When the beer fills the glass halfway, turn the glass completely vertical and pour the beer into the center of the glass.  Just as the head is about to rise above the rim of the glass, close the tap and present the beer quickly to keep it cold.  For a bottle of beer, sit the glass on a flat surface and turn the beer up to the two o’clock position until the beer fills the glass halfway.  Then, taper off the pour by turning the bottle parallel with the table or bar (three o’clock) and stop pouring right when the head of the beer is about to reach the rim of the glass.
Spirits

Distillation:  The Spirit Process

All liquors have a common ingredient-- alcohol.  Liquors/spirits are made in specially-designed machines called stills.  The process is known as distillation.  It should be noted that distillation does not create alcohol; the base liquid that passes through the still must have alcohol already present.  Because distillation requires an alcohol-containing liquid, it is necessary to ferment the base ingredients.  As mentioned with wines, the fermentation process is necessary to transform the sugars in the base to the by-products of alcohol and CO2.  Grain, grapes, fruit and cane are common fermented bases which distillers use in the distillation of liquor.  In some cases the bases used contain only starch (grain), which must be broken down into sugars before fermentation (and ultimately distillation) can take place.

The process of distillation basically takes liquids of lower alcoholic strength and produces a liquid of a higher alcohol concentration.  During distillation, a base liquid containing alcohol (resulting from fermentation) is heated until the alcohol becomes steam, or vapor.  This happens because alcohol boils at a lower temperature than water.  In fact, nearly all the alcohol in the base liquid evaporates, leaving mostly water behind.  The vapor is trapped and cooled, so it condenses back to a liquid state.  The word spirit describes the liquid which seems to come out of the air (vapor).

Either Pot Stills or Patent Stills are used in this distillation process.  Besides alcohol and water, base liquids contain many other aromatic and flavorful elements called congeners.  These add richness and complexity to the finished spirit.  It’s the distiller’s challenge to capture them without including the undesirable impurities present.

If the spirit is to have a neutral taste, as in vodka or gin, the condensed vapor-- called the distillate-- must be re-distilled, or rectified, after collection.  Rectification is simply a technical term for repeated distillations that remove all traces of flavor from the spirit.  For the most part, distillation creates a clear liquor-- it is the additives, colors and the aging process which give the particular liquor its distinctive color and added taste.

For example, gin is made from rectified spirits that can be distilled from a variety of base materials including grains, potatoes, and molasses.  After rectification, the gin spirit has no flavor except for the taste of the alcohol it contains.  At this stage, distillers add herbs such as juniper and coriander to give gin its distinctive character.  Depending on how often the fermented base liquid is passed through the still, the end product may taste neutral like vodka (twice) or have a flavor like grain whiskies (once).  The final distilled spirit is part liquid alcohol and part flavored water.

Liquors
WHISKEY


Whiskey, the “water of life”, is one of the distilled alcoholic beverages.  Whiskey, like the other distilled spirits, is generally distilled from a fermented mash of grains, which may include:  barley, rye, oats, wheat, malt or corn.  Listed below are the various types of whiskeys and their distinctive qualities.

Scotch Blends - Simply stated, this is an alcoholic blend of distilled grain and malt from Scotland.  The distillers achieve this by blending a high proportion of grain whiskey from the patent still with a quantity of full flavored malt whiskey from the pot still.  Examples include Lauders, Johnnie Walker Red and Dewar’s White Label.
Deluxe Scotch Blends - The art of blending is shown in some of the best of Scotland’s Blends.  They are mixed from the finer vats available.  Each deluxe blend normally contains a higher proportion of malt than the Scottish blends mentioned above.  The finer Scotch Blends should be served straight so that their subtle flavors can be fully appreciated.  A little ice and water is okay, however.  Though all Whiskeys are aged, these distinctive blends are usually aged for a minimum of 12 years.  Many are also aged longer, which further distinguishes them.  

There are many variables which distinguish any aged product:  the material of the cask (whether it is new or used and how deeply the interior was charred), the size of the cask (which determines the wood-to-liquid ratio), and the storage conditions (which are affected by temperature and humidity).  Examples of these include Johnnie Walker Black and Chivas Regal.

Scotch Malt Whiskey - Malt whisky is a truly unique drink produced only in Scotland.  Experts say that true malt whiskey has a unique smoky or peaty quality.  This is derived in part from the peat used to dry the malted barley.  The fermented must is then distilled in the pot still.  The climate (cool) and the location (springs) make up the other key ingredients in the excellence of this whisky.  Also, the oak cask aging process ensures the quality.  Always remember that the flavor of these rare whiskies is delicate and elusive.  One example of this type is Glenlivet.

Irish Whiskey - Irish whiskeys are made in pot stills also, and are only produced in Ireland.  Barley is the basic ingredient, mixed with smaller quantities of wheat, oats and rye.  Unlike Scotch, Irish Whiskey has no smoky taste imparted into the malt during the fermentation stage.  The mash is distilled three times, not twice as in the making of Malt Scotch.  Irish Whiskeys must be aged at least four years in casks under Irish Law.  Example:  Jameson’s.

Canadian Whisky - Due to the fact that barley is limited in Canada, the whisky makers managed to reduce the amount of it necessary in the fermentation process, allowing more room for corn, wheat and rye in the mash and getting the desired results.  Canadian whisky is also popularly known as rye, although the exact proportions of rye to other grains have never been laid down by law.  Distillers use the patent still to produce Canadian whisky.  The minimum maturing time by law is three years before blending or sale.  Most Canadian whisky is at least six years old when sold.  About ten percent pure rye whisky is usually added to give extra flavor.  A little caramel may also be added for color.  Examples include:  Seagram’s VO, Crown Royal, Canadian Club and Windsor.

American Whiskies are grouped into two main groups:  Straights and Blends.

Straight Whiskies, under Federal regulations, straight whiskies must be distilled at no higher than 160 proof; aged for at least two years in new, charred white oak barrels and reduced to no lower than 80 proof from at least 51% of a grain.  Nothing other than the water may be added.  Included in this category are Bourbon, Tennessee, Rye, Corn and Wheat Whiskies.

Bourbon County is the home of the first whiskies distilled in Kentucky.  Bourbon must contain at least 51% corn in the mash and must be aged in new charred-oak casks for at least two years.  Only whiskey made in the United States can be called Bourbon.  To be Kentucky Bourbon, they have to spend at least one year aging in Kentucky.  Premium bourbons are aged longer and sold at 86 proof minimum.  Examples include of the Bourbons over 86 proof are Wild Turkey and Old Granddad.  Examples of popular bourbons sold under 86 proof are Jim Beam and Eight Star.

Tennessee sour-mash whiskey, which is often mistaken for bourbon, is made by a unique sour-mash yeasting process made famous by the Jack Daniels Distillery.  Tennessee Sour Mash Whiskey must be distilled in Tennessee from a mash containing at least 51% of any grain.  Corn is usually used.  This is a straight whiskey of 90 proof and is aged for at least four years.

Blended Whiskies must be at least 20% straight whiskey.  The remainder may be:  grain neutral spirits, grain spirits and/or light whiskies.  Blended whiskey is lighter-bodied and lighter-flavored than straight whiskey.  Examples include Seagram’s 7, P.M. Deluxe, and Maker’s Mark.

VODKA
Vodka can be manufactured from anything that contains starch or sugar, including grains, sugar beets, potatoes, molasses, corn and grapes.  However, the tasteless, neutral style typified by world-popular Smirnoff is principally made with corn.  In making Vodka, the mash is first produced, pressure-cooked, and ground. For fermentation to take place, yeast is added.  The resulting mash then goes through the still, where it is distilled to a very high proof to extract nearly all the flavoring agents and color. Most U.S. vodkas are made from grain spirits purified by filtration through charcoal.  Examples include Smirnoff, Aristocrat, Absolut and Stolichnaya.

Some Russian, Polish and Swedish vodkas are flavored by steeping aromatic grasses, berries, fruit peels or seeds in the liquid.  Examples of these include Absolut Citron, Smirnoff Citrus and Finlandia Cranberry. 

GIN

Gin distillers call flavoring additives “botanicals” because most are natural ingredients from plants.  The most important flavoring is from juniper berries.  Gin can be made from a variety of spirits.  Most English and American gins are distilled from mash that’s mostly composed of corn.  After the mash is fermented, it is passed through the patent still with at least three columns to achieve a totally neutral, flavorless alcohol.  The neutral spirit is placed in a pot still and re-distilled with botanicals present to add the unique flavor.  Examples include Beefeaters, Crystal Palace, Tanqueray and Bombay.  

RUM

Rum is any alcoholic beverage distilled from the fermented juice of sugarcane, syrup or molasses.  The great majority of rum is made from molasses, a dark, sticky by-product of the sugar-making process.  The thick, liquid molasses is diluted with water and allowed to ferment.  Fermentation may take 72 hours for white rums or a week for darker, medium-bodied styles. For white rum, plain oak casks are used, giving some smoothness and assuming little or no color.  Charred oak is preferred for dark rums.  The spirit spends at least three years aging before bottling.  Caramel is added to intensify the color.  Some examples of different types of rums follow:

Light - Bacardi Silver, Ron Rico

Golden - Bacardi 151

Spiced - Captain Morgan

Dark - Myer’s, Bacardi Select 

Flavored - Malibu, Bacardi Limon, Parrot Bay 

TEQUILA

The origins of tequila can be traced to the Aztecs.  They made a wine called pulque from the heart of the Agave plant.  When the Spaniards conquered Mexico, they applied the art of distilling to their native wine.  Tequila is an alcoholic beverage made from the fermented and distilled sap taken from the base of the Agave plant.  Tequila must be made in Mexico to be called such.  Tequila is fermented and run twice through the pot still to achieve the desired purity and potency.  Most tequila is not aged.  A few are, however, and are put up in oak vats, taking on a pale yellow color.  The very best tequila is called “anejo”, the Spanish term for “aged”.  Examples of tequila include Jose Cuervo, Jose Cuervo 1800 and Giro.

BRANDY AND COGNAC

Brandy is the spirit resulting from the distillation of a fermented, fruit-based liquid.  Most spirits called brandy are distilled from fermented grapes.  The other fruit-based liquids (blackberries, apricots or cherries) are given their names in association with the fruit from which they are derived (i.e., blackberry brandy, apricot brandy, etc.).  These are described following the section on the various types of wine- (grape-) derived brandies.

All good brandies need time to mature and develop their full flavors.  The quality of each brandy depends on many factors, including, but not limited to:  the grapes, method of distillation, the length of aging, and the type of wood casks used for aging.  After years of aging in wooden casks, caramel syrup is added to deepen their color.  Most brands are blended with water and other brandy batches to achieve a certain basic flavor.

Brandies are made around the world.  The key ingredient is fermented grapes.  The most recognizable brandies are:  Cognacs, Armagnac and Californian.

Cognac - The most famous of all grape-based brandies is unquestionably Cognac, named after an ancient city in Southwest France.  Any brandy bearing the name cognac must come from the area surrounding Cognac (thus the phrase, “all cognac is brandy, but not all brandy is cognac.”).  Cognac is made by the pot still method, which is a time consuming and difficult process, but when skillfully done creates unmatched results.  The French Government strictly controls every step in cognac making, and they are always on hand throughout the distilling season.  A few months before bottling, a cognac is blended and brought down to 80 proof with water.  Examples are Courvoisier and Remy Martin.

Because most cognac is exported to English-speaking countries, the initials you see on cognac labels stand for English words, not French.  Definitions follow:

· VS-- means Very Special.  Brandies with this label are usually about five years old.

· VSOP-- means Very Superior Old Pale.  It is a 10- to 15-year old blend of fine quality.  

· VO-- means Very Old.  It has a soft, woody flavor and is aged a little longer than VSOP brandy.

· XO, XXO-- Extra Old, or Extra Extra Old.  This is an Extra or Grande Reserve and is probably at least 50 years old, very rare and expensive.

Other Brandies - Brandies can be made from fruits other than grapes.  Examples of their flavors are blackberry and cherry.  There are also vegetable brandies, but only rice brandy is well known.

Techniques for Proper Mixology

Standardization is critical.   Here at The Knight Out Pub, we pride ourselves on giving consistent excellent service to our guests every time they frequent our restaurant.  To keep this high level of service, you as a bartender should make sure that the quality and taste of the drink do not vary based on which bartender is making the drink or how busy it is.   Strictly adhering to a standard drink recipe not only helps you to keep your customers happy, but it also helps keep costs in control and helps management in making operational decisions.

FREEPOURING METHODOLOGY

Some of you may have worked with bar jiggers automatic cut-off pour spouts, but the method of measuring liquor that we will use here is called the “freepour.”   The freepour consists of inverting the bottle of liquor and letting the liquid flow while you measure the pour with a counting system in your head.

Some simple steps should be taken to guarantee a quality and consistant freepouring technique:

 First – Before picking up the bottle, make sure the label of the bottle is facing you and that the pour spout is turned to the left.

 “Choke” the bottle with your thumb and index finger right below where the pour spout meets the bottle.  Continue to wrap your fingers around the neck of the bottle.

 Turn the bottle to a one o’clock position using your forearm and count: “One-Two-Three-Four-Five,” for the standard 1¼ oz. Shot.  While counting, make sure that the liquor is flowing freely and not skipping.

 End the pour by rolling the bottle down and into you where the bottom of the bottle is facing your belt buckle and the top of the pour spout is facing you.  This is often called the “ice cream scoop” motion.

Practice frequently with a measuring device such as the EXACTO-POUR system to assure your accuracy, and this freepouring method will become second nature.  After getting the basics down with one bottle, try your accuracy with two or even four bottles at the same time. 

MIXING METHODOLOGY

There are a few basic ways you will be asked to prepare a drink:

 Stir – Mix the drink ingredients in a mixing tin filled with ice, and then strain the contents of the tin into a chilled glass that has been prepared for service.  The purpose of stirring is to mix and chill the ingredients while keeping the ice from melting extensively.

 Shake – Take the contents of the drink to be made and shake them in a mixing tin covered with a mixing glass.  Shaking is for drinks that don’t mix well by themselves (many juice drinks).

 Blend – Take the ingredients of the drink and mix them in a blender cup.  This is used to crush the ice and make many of the frozen drinks that are popular with guests.  

 Build – This term applies to mixing the drink one ingredient at a time in the glass that it is to be served in.

 Layer – Some drinks are meant to be layered for visual effect (B-52, Minderaser), so careful preparation must be taken as to which ingredients go in which order.  Usually, you pour the heaviest ingredient in first, and then pour the other ingredients slowly over a cherry (for shots) or a spoon (for drinks).

 Operations
Controls

In order to run a profitable business, we must maintain certain controls in our establishment.  Obviously, because you control what goes over the bar, you have an impact on how economically the bar operates.  Basically, the beverage sales divided by the beverage cost equals our pour cost.  Beverage cost includes the cost of all liquor, beer, and wine used.  Therefore, by efficiently and accurately recording sales, you directly affect our pour cost.  Following are specific ways that you can help control cost:

· Follow recipes exactly.  This also ensures consistent product from one bartender to the next.

· Always ring up every drink you serve. Only Managers are authorized to comp drinks, this must occur at the time of the transaction.

· Avoid mistakes; they become costly.

· Be careful behind the bar to avoid breaking bottles and glassware.

· Prevent theft by ensuring that all product is locked at the end of each shift.

· Know and comply with the company’s POS and accounting procedures.

· Report any and all spillage or breakage to a Manager so it may be properly recorded.

· Store garnishes properly to minimize waste.

Inventories will be taken on a regular basis to evaluate costs.  You will be required to assist with inventory on some occasions.

Point of Sale
Identification

All guests purchasing alcoholic beverages must be 21 years of age or older.  If a guest appears to be under the age of 30, you should ask them for proper identification.   At Knight Out Pub, we accept four primary forms of identification:

 Valid State Issued Driver’s License

 Valid State Issued Non-Drivers Identification

 Valid Military ID

 Valid United States Passport

If a guest is not able to produce one of the preceding pieces of identification, you should not serve them.  The legal ramifications for serving underage guests are severe, and they often include fines for the bartender and the possible loss of the restaurant’s liquor license.  Consequently, any diversion from the restaurant’s policies or state laws in this manner can be met with disciplinary action, including possible termination.

Voids/Comps


You are required to ring up every drink you make.  It is not permissible to give drinks away to anyone.  Employees MAY NOT add gratuities or alter a guest check in any way.  All comps or voids should be brought to a Manager’s attention immediately to be properly recorded.  Voids are any items that have been rung into the POS system but have not been made (i.e., a misring).  Comps are items that were made, but no money was collected for them (i.e., a mistake, spill, or a manager’s comp).  These should still be rung into the POS system, but the chit (receipt) should be saved for a Manager’s signature.  If the comp is a mistake, save the drink and check for the Manager.  Circle the item on the chit and write a brief explanation on it (i.e., spill, mgr. comp, mistake, etc.).  


Again, employees need to receive authorization to comp any food or drink whatsoever from a Manager.  When a Manager authorizes a comp, they must initial or sign the chit to be turned into accounting.


The Bank


You are the cashier for all guests.  All servers will carry their own banks to make change, but may need your assistance in breaking larger denominations.  Organizing your drawer is the key to eliminating cash handling errors

o Paper money should be neatly organized by denomination facing the same way.

o Larger bills, traveler’s checks and vouchers should be under the cash drawer

o Drawer should always be closed

Accepted Methods of Payment


Cash


Visa / Master Card


American Express


Discover


Traveler’s Checks (Be present for signature and compare them)


NO PERSONAL CHECKS



If a guest presents a personal check, contact a manager.


Clocking In / Clocking Out


When you are officially on the job, the first thing you should do is clock in.  Proceed to the Micros machine, 

· Press CLOCK IN / OUT
· Enter your server number
· Select your scheduled assignment
· Collect your clock in slip.
To Clock out after all assigned duties have been completed and you have been checked out by a manager, proceed to the Micros Machine and

· Press CLOCK IN / OUT
· Enter your server number
· Confirm that you are clocking out
· Collect your clock out slip.

Credit Card Machine Operation


Credit and Debit cards are a convenient way for our guests to pay for their meal.  When using the credit card machine, follow these simple steps to ensure a quick and accurate transaction.

· First, look at the card.  If it is a debit card or a bankcard with a Visa / MasterCard logo, proceed with a debit transaction.  If it is a Credit Card only or an American Express, proceed with a credit transaction.  If the card is expired, kindly ask the guest for another form of payment.

· FOR DEBIT:  Push the button that says “Payment Type.”  The screen should change from “Credit” to “Debit.”  When it does, slide the card through the slot provided on the right side of the machine.  Next, enter your server number, and kindly ask for the guest’s guidance as far as the tip amount and cashback (if they request it).   Give the guest the numeric keypad with which they can enter their PIN, and the transaction is complete.  THANK THE GUEST, and then keep the white copy of the debit slip and give the yellow copy to the guest as a receipt.  As you later settle the check out in the Micros-POS, staple the closed check receipt to the white copy of the debit card receipt and place them in your tip bucket.

· FOR CREDIT:  Slide the card through the slot provided on the right side of the machine.  Enter your server number, and wait on the machine to print a copy of the credit card receipt that the customer is to sign.  Look at the back of the guest’s card, notice the signature, and then present the credit card receipt with their card and a pen.  As the guest is signing their receipt, THANK HIM OR HER, and keep the white copy while providing the yellow copy to the guest as a receipt.  As you settle the check out in the Micros-POS, staple the closed check receipt with the white copy of the credit card receipt and place them in your tip bucket.

The function buttons (F1, F2, F3, F4) all have various purposes, and each one of these will be explained as you use them.  As always, though, if there are any questions or confusion, feel free to ask your trainer or manager at any time.


Closing Procedures


Paperwork is a necessary evil, but with a little practice and the right procedures, it can be a quick process.  Mistakes can happen and will be taken into account, but improper handling of funds tends to lower you in the estimation of your teammates and management.  As a valuable employee and member of our team, you should take pride in your accuracy and skill as a proper cash handler!

· First, Close all checks.  You can keep track of your open checks at any time by using the “Reports” key, hitting “Enter” for “MGR. REPORTS” (#1), and then generating a “SERVER REPORT” (#2).  The server report will always show you what checks you have open until you have closed them all.  After closing all checks, a “SERVER REPORT” will print showing you many items of interest.

· Next, tip adjust all credit card slips on the credit card machine.  Go to the CC machine with your credit card slips and closed check receipts in hand and press “F1.”  When the CC machine asks you for a “Transaction #?,”  enter the transaction number that is found on the credit card slip and adjust them until the tip and total amounts are correct.  Then press “F2” on the CC machine, enter your server number, and a server report will print out for the credit card machine.

· Match the CC machine credit card total with the corresponding credit totals on the Micros “SERVER REPORT.”  If they match, go ahead and remove any credit-card tips from the drawer that have not been removed yet.  

· Count the drawer down to $250.00, leaving the smallest bills in the drawer to serve as change for the next bartender.  Count this drawer at least twice.

· Look for “CASH OWED” on your Micros “SERVER REPORT” and ensure that it matches the cash that you have left over after counting the bar drawer down.  If the amount that you have is less than the “CASH OWED,” you must pay the difference.  If it is more, drop the excess with a note.

· After all cleaning is finished, clock out on the Micros machine.  Staple this clock out slip to the top of your Micros “SERVER REPORT,” and place all reports, credit card slips and cash in the safe in the following order:

· Server Report with clock out slip and your name written on it.

· Credit card “CURRENT REPORT” (F2)

· Credit Card Slips (In order by Transaction #)

· Any discounts or voids with written explanation

· Cash Owed.

Glassware pictures

Liquor brands / Prices

Food Descriptions

Samples of Checkout Materials

BARTENDER VALIDATION

KNIGHT OUT PUB
This validation is to be completed by the end of your training.  Your final trainer will go over it with you.
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Schedule Requests
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Switching Shifts  






















Telephone Answering Procedures  
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Role During a Fire  






















Guest Complaint Policy  





















Gratuity Policy  
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Forms of Payment 
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List Three Ways to Help your Teammates:
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List Three ways to create “Raving Fans”
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Trainee






   

Trainer  








Dept. Manager  
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