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  Introduction  

Congratulations on your employment as a bartender at [Restaurant Name]! We will 

provide you with the training you need to be successful. As a bartender you'll be an 

important part of each guest's experience in our restaurant. We take great pride in our 

quality beverages and friendly, responsive service. Our high standards can only be 

maintained through great people like you who share our values and desire to do the very 

best job possible for our guests every day. 

The guidelines listed on the following pages have been established to help you in your 

effort to provide these qualities to our guests. Along with the hands-on training you will 

receive, this manual will provide answers to questions you may have regarding the 

operating procedures for [Restaurant Name]. 

Once again, welcome to the [Restaurant Name] Team! 
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  Alcohol Awareness  

Alcohol Awareness is a growing concern within the Hospitality 

Industry nationwide. By recognizing the "early" signs of intoxication, 

monitoring your customer's consumption, and treating them as you 

would a guest in your own home; you fulfill your responsibility and 

protect the guest. 
 

To serve or not to serve? 

By understanding and fulfilling your responsibilities... 

Your Role: 

 Observe 

 Monitor 

 Report 

 

Assisted by the guidance and support of management... 

Your Manager's Role: 

 Confirm 

 Confront 

 Resolve 
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With adherence to the company's policies... 

1. We will not knowingly admit obviously intoxicated for underage 

customers to the bar. 

2. We will not knowingly serve alcohol to an obviously intoxicated or 

underage customer. 

3. We will offer alternatives to alcohol. 
 

4. We will create an atmosphere to promote responsible drinking. 
 

5. We will make a reasonable attempt to prevent obviously intoxicated 

customers from driving. 

. . . We can accurately and confidently answer that very important 

question. 

 Responsible service of alcohol requires a team effort. 
 

 Know and watch for the signs of intoxication. If there is any 

question, avoid further service and report to a manager who will 

make the final decision and determine whether the guest should 

remain or leave. 

 If you know what it takes to get someone drunk, you can prevent it 

by monitoring their consumption and offering alternatives. 

 Do not allow drunks to come in, and do not allow intoxicated 

guests to drive. 

 Hospitality is our business. Beverage service is only one element. 
 

 Cooperation between employees and management allows us to 

exercise a degree of influence on the behavior of our customers 

that will result in an atmosphere of responsible drinking. 

 This is just a portion of our company Alcohol Awareness program. 

A complete handbook with certification test is provided at 

orientation. 



Bartender Training Manual

© Agustinus Agus Purwanto, SE MM 6 8/01/2005

 

 

  Sanitation  

The responsibility of management and staff to protect the public from 

food borne illness is fundamental. A food borne illness is simply a 

disease that is carried, or transmitted, to human beings by food. 

Throughout your training, you will receive information concerning 

proper temperatures of food storage and serving, as well as, cleanliness 

standards, proper use of chemical cleaning, and disinfectant products. It 

is our objective to operate the restaurant at the highest level of 

cleanliness and sanitation for the benefit of our customers and 

employees. 
 
 

 

  Safety  

In addition to a clean and sanitary environment, [Restaurant Name] 

provides a safe environment. One of our goals here at [Restaurant 

Name] is to operate an accident-free restaurant. A safe restaurant takes 

teamwork and effort on everyone's part. Everyone who works with 

cleaning chemicals will receive training on the use of those products, 

and will be tested following the guidelines of OSHA Hazard 

Communication Standard, Title 29 Code of Federal regulations 

1910.1200. 

Safety meetings will also be used to review information presented from 

the initial training, and a safety representative will be selected for the 

Employee Associate Board of Directors. Management's role is to 

provide the daily monitoring of safe work practice developed from 

these meetings. 

Whenever you see a potential hazard, or something you notice as 

unsafe, notify a manager immediately. 

Here is a list of guidelines to follow for safety and sanitation: 
 

Major cause of food borne illness - 

 Food left in the danger zone of 40° to 140° for four or more hours. 

Keep all foods out of the danger zone of 40° to 140°. 
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 Keep hot foods hot, and cold foods cold. 
 

 Handle foods quickly during delivery, and put refrigerated and 

frozen foods away as soon as possible. 

 Sloppy personal hygiene habits will not be tolerated. 
 

 Do not prepare food a day or more before serving. 
 

 Do not serve food that is not completely cooked. 
 

  Thaw foods in refrigerator, microwave, or under cold running 

water for not more than 2 hours, followed immediately by cooking. 

 Avoid preparing food in advance, unless absolutely necessary. 
 

 Inspect Foods thoroughly for freshness and wholesomeness upon 

receipt, cooking, and serving. 

 Only use sanitized equipment and table surfaces. 
 
 
 

Always wash your hands after you - 

 Smoke, eat, use the restroom; touch money, raw foods, or your 

face, hair or skin; cough, sneeze, or blow your nose 

 Comb your hair, handle anything dirty 
 

 Before and after taking a break 
 
 
 

Dispose of waste properly - 

 Take garbage out frequently. 
 

 Keep garbage areas clean and sealed. 
 

 Clean and sanitize garbage cans regularly. 
 

 Store soiled linen in a laundry bag or non-absorbing container. 
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Keep insects and animals out by - 

 Keeping doors closed. 
 

 Taking garbage out frequently and keeping garbage areas clean. 
 

 Report any holes where an animal can enter. 
 

 Do not provide a free meal for any animals. 
 
 

Handle ice and tableware properly - 

 Use clean scoops or tongs to pick up ice; do not use hands or glass. 
 

 Store scoops or tongs in a clean container, not in the ice. 
 

 Do not store any food or beverage in the ice. 
 

 Avoid touching food contact surface with dishes, utensils, etc. 
 
 
 

Avoid cross contamination from one food item to another - 

 Keep separate cutting boards for raw and cooked foods. 
 

 Never mix leftovers with fresh food. 
 

 Store fresh raw meats, poultry, and fish on lowest racks. 
 

 Sanitize thermometers after each use. 
 

 When thawing raw foods in the refrigerator, place them on the 

lowest shelf. 

 

 
Store foods and equipment properly - 

 Cover, label, and date foods in storage. 
 

 Do not store food in open cans. 
 

 Store new foods behind old ones. 
 

 Store food off the floor and away from the wall. 
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 Check temperatures of refrigerators and freezers daily. 
 

 Defrost freezers as necessary. Frost build up causes freezers to 

warm up. 

 Dry goods and storage areas should be cool and dry for good 

storage. 

 Do not store food or equipment under exposed server lines. 
 

 Keep storage areas clean. 
 

 Store all equipment so that dust cannot settle on it. 
 

 Store chemicals and pesticides separately from food. 
 

When cleaning stationary equipment - 

 Unplug equipment, and make sure hands are dry. 
 

 Disassemble. 
 

 Wash removable parts in dish machine, or three-compartment sink. 
 

 Wash and rinse stationary parts. 
 

 Sanitize food contact surfaces with sanitizer. 
 

 Air dry before reassembling, without touching food contact 

surfaces. 

 

 
Preventing falls - 

 Wipe up spills immediately. 
 

 Use "wet floor" signs. 
 

 Wear shoes with non-skid soles and heels. 
 

 Keep isles and stairs clear. 
 

 Walk, and do not run. 
 

 Follow established traffic patterns. 
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 Do not carry anything that blocks your vision. 
 

 Keep drawers closed. 
 

 Use ladders properly; never use chairs, tables or boxes. Do not 

stand on top of ladder, and do not over reach. 

 Use handrails on stairs. 
 

 Turn lights on to see. 
 

 Never run in the kitchen. The floor may be wet. 
 

 Never leave anything on the floor including ice from the ice 

machine. 

 

 
Preventing electric shock - 

 Never touch electrical equipment with wet hands, or while 

standing in water. 

 Unplug equipment before cleaning or disassembling, to avoid 

shock. 

 Do not yank plugs out by cord. This can cause damage to the 

cords, which may then cause shocks. 

 Report damaged and worn plugs and cords to your supervisor. 
 
 

Lift Properly - 

 Plan it. Do you need help? Could you use a cart? Where is it 

going? Which route is best? 

 Get ready. Spread feet apart, shoulder width. Put one food slightly 

in front of the other for a good support base. Squat down with back 

straight and head up. Do not bend over from the waist! Grip the 

object firmly with both hands. Keep elbows and arms close to 

body. Tuck in chin. If lifting a tray, squat down alongside the tray 

and slide the tray onto your shoulder and hand. 
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 Lift it! Straighten your knees slowly and smoothly to a stand. 

Avoid doing this in a quick or jerky manner. Do not lift and twist 

at the same time. 

 Move it! Keep object close to you. To change position, move your 

feet and entire body. Do not twist from the waist. Look where you 

are going and call out "coming through" as needed. 

 Set it down! Bend your knees slowly and smoothly. Slide load into 

place; watch your fingers and toes. 

 

 
Moving a cart properly: 

 Push rather than pull. 
 

 Spread feet wide, one in front of the other with your front knee 

bent. 

 Keep back straight. 
 

 Slowly push into the cart with your body weight, using your leg 

muscles to do much of the pushing. 

 Push slowly and smoothly. Avoid sudden motions or twisting your 

back. 

 

 
Preventing Cuts - 

 Know how to operate equipment. 
 

 Pay attention when using sharp equipment. Never touch edges of 

sharp blades. 

 Use guards when provided on equipment. 

 Use tampers to push food into equipment. 

 Turn equipment off before adjusting. 

 No loose sleeves, ties, or dangling jewelry should be by equipment 
 

 Use knives carefully. 
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 Carry dishes and glassware carefully. 
 

 Sweep up broken glass; do not use your hands. 
 

 Use special container to dispose of broken glass, dishes, and other 

sharp objects. 

 Remove can lids entirely from cans, then dispose of them. 
 
 

Preventing burns - 

 Pay attention when working around hot equipment. 
 

 Use dry potholders or towels when handling hot equipment. Wet or 

moist towels will serve as conductors of heat. 

 Keep pot handles turned in from the edge of the range and open 

flames. 

 Avoid overfilling containers with hot foods. 
 

 Get help lifting heavy pots of hot foods. 
 

 Open lids of pots and doors of streamers away from you, and do so 

slowly, to avoid a steam burn. 

 Stir foods with long-handled spoons. 
 

 Warn others of hot surfaces. 
 

 Let equipment cool before cleaning, and do not use wet rags. 
 

 Do not put icy frozen foods into the fryer. Put foods slowly into the 

fryer and stand back to avoid being splattered. 

 Strike match before turning on gas equipment, to avoid a flare-up. 

 Wear closed-toe and closed-heel shoes that do not absorb liquids. 

 Warn guest of hot dishes. 
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Preventing fires - 

 Smoke only where allowed. 
 

 Do not turn your back on hot fat, as it may burst into flames. 
 

 Keep equipment and hoops from grease build up because grease 

causes many food service fires. 

 Do not set the fryer at too high a temperature. 
 

 Store matches in a covered container, away from heat. 
 

 Keep garbage in covered container, away from heat. 
 

 Store chemicals away from heat because many chemicals are 

flammable. 

 
 

Safe chemical handling - 

 Do know where the material safety data sheets are posted, and read 

them. 

 Do read the labels of all products, before you use them. 
 

 Do follow the directions for proper storage, handling, and use for 

all chemicals you use. 

 Do ask your supervisor any questions or concerns you may have 

about using a certain products. 

 Do know how to call for medical help, in case of an emergency. 
 

 Do not ever mix chemicals together. 
 

 Do not store chemicals in unmarked containers. 
 

 Do not store chemicals in or close to food storage, preparation, or 

serving areas. 

 Do not leave aerosol spray containers near heat or spray close to an 

open flame. 



Bartender Training Manual

© Agustinus Agus Purwanto, SE MM 14 8/01/2005

 

 

 Do not dispose of any empty chemical container until you have 

checked on the label for how to do so. 

 

 
Reading the MSDS (Material Safety Data Sheets) - 

 Read product name. 
 

 Fire hazard - explains if the product can catch fire or explode. 
 

 Health hazards - explains effects of over exposure and first aid 

procedures. 

 Spill precautions explains steps to take in case of spills. 
 

 Special protection - describes any special measures, such as 

goggles and rubber gloves, used to decrease exposure and risk. 
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The Fussy Guest: This is one of the hardest guests to 

please. Try to stay one step ahead of 

him by learning the things that irritate 

him. Be sure to have everything just 

right, before serving the fussy guest. 

Remember all of the little things the 

fussy guest especially likes, even when 

they may seem peculiar to the average 

person. 

The Over-Familiar Guest: Be courteous, dignified, and avoid long 

conversations. Stay away from the table, 

except when actual service is needed. 

Never try to give a wisecrack answer to 

a smart remark. You will only cheapen 

yourself and lower yourself to the same 

level as the rudeness of the guest. 

The Guest who is Alone: Don't call attention by asking if he is 

alone. Seat him where he can see what 

is going on. The guest may be lonely 

and want someone to talk to. Be 

friendly, but don't neglect other guests. 

With nobody to talk to, time seems long, 

so serve as quickly as possible. This 

could be your most critical guest. 

The Noisy Trouble-maker: Don't be drawn into arguments. Speak 

softly. Don't antagonize. Refuse to 

participate in criticism of management, 

the establishment, or other personnel. 

The Blind Guest: Seat blind people with a dog so that the 

dog will not be noticed. Never hover 

over blind customers. Always stand near 

enough to help if needed. Issue menus in 

Braille to the blind guest. Always make 

a blind customer feel appreciated and 

important. 
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Guest with hand or arm 
injuries/disability: 

Seat as quickly as possible. Be helpful, 

ask if you may assist them, but do not be 

too eager. Be considerate; do not call 

attention by hovering. Seat wheelchair 

guests at a table on ground level do not 

block an aisle. Always make a disabled 

guest feel important and accommodated. 
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If guests seem to be in a hurry, suggest that they eat at the bar, instead 

of waiting for a table. Busy lunch shifts are a great time to greet guests 

and invite them to have lunch at your bar. 

Do not confuse suggestive selling with overloading your guests with 

beverages or food. Your goal is a satisfied guest who enjoyed their 

experience and wants to return. 
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usually the customer who will be paying; direct your questions to this 

person. Never assume one person is paying for the entire round, or that 

the same person is buying the next round. When in doubt, ASK! 

Assure the guests that you will be right back with their cocktails. Check 

the ashtrays and cocktail napkins for changing, if necessary. 

 Always thank the guest after every transaction and assure them of 

your continued service: "I'll be back in a few minutes to see if you 

need a refill." Always check the ashtray and table cleanliness. 

Ashtrays must be capped, emptied, and wiped before being 

returned in front of a customer." One cigarette butt is enough, two 

is too many.” Be highly attentive to this motto. 
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  Register Operations  

You will receive training on our computerized register system. It is 

equipped with imprinters that will send food items to the kitchen and 

bar items to the bar. The register system imprints time of order, bar seat 

number, and date. It is extremely important that you fully understand 

the register operations, to eliminate food or beverages going out at 

wrong times and to the wrong tables; and, wrong food being made and 

sent out. 

This system will also allow you to close out methods of payment for 

cash or credit cards. This system is designed for the server's ease and 

comfort, and enables them to remain on the floor and in their stations. 

It is important for the server to be fluent in register operations for 

many reasons: 

 Organization and speed in the kitchen 
 

 Waste control 
 

 Expedience 
 

 The best customer service and experience 
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 Vodka 
 

 Gin 
 

 Whiskey 
 

 Rum 
 

 Scotch 

 Bourbon 

 Tequila 

 Liqueurs 

5. Juice - Water 
 

6. Wine by the glass 
 

7. Coffee and hot drinks 
 

8. Draft beer 
 

 
Service System 

Use the following system in case of register failure: 

At [Restaurant Name], we use a silent ordering system. All drinks are 

to be written properly by the servers on a guest check before obtaining 

cocktails from the bar. Be sure of proper price category and drink 

abbreviations before going to the bar. Put ticket in on bar easel. 

Bartender will then make the drinks and, using a grease pencil, 

underline the ticket. Servers will garnish properly and serve. Also, this 

system eliminates having to call out the drinks. This is most important 

for control and efficiency at the bar. 
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Be able to do two things at one time 

Examples: 

 Take drink orders while cleaning bar. 
 

 Take orders while waiting for another guest to pay for a drink. 
 

When not servicing the bar, step back and refrain from involving 

yourself in the guests' conversations. Be attentive and efficient, but 

never appear to be listening to the conversation. Never take part in a 

guest's conversation unless directly addressed by the guest. Continually 

check for reorders with eye contact and attentiveness. 

Always be alert to solve guests' problems and answer questions: be a 

part of the solution. If guests leave the bar to circulate, cover their 

drinks to notify others that the guest will be returning. Establish 

regulars by remembering what they drink. This contributes to 

personalized service. There is no reason a guest should have to ask for 

another cocktail. When the drink is 1/2 empty, offer to bring another by 

name: i.e., "Can I bring you another Jack and Coke?" Never take a 

guest's glass until a guest signals that it can be removed, or until 

replaced with a fresh drink. Always replace soggy napkins and replace 

when serving a fresh cocktail. 

If a new guest joins a party, take his/her order, but never assume that 

the new drink(s) go on any existing tab. Repeat service procedures for 

every additional guest. Be aware of your station. As guests are leaving, 

thank them for coming and invite them back again. Give your guests a 

Unit business card with your name written on it, so they will ask for 

your excellent service the next time they visit us. 
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  Liquor Laws  

Remember at all times that we have a responsibility in taking care of 

our guests, to whom we are serving alcoholic beverages. 
 

It is against the law to: 

 Serve alcoholic beverages to an intoxicated person. 
 

 Serve alcoholic beverages to an underage person. If you are in 

doubt, it is your responsibility, as a server of alcoholic beverages, 

to ask the individual for proper identification. 

 Permit any intoxicated person to remain on the premises. Do not 

try to handle this type of situation yourself: GET A MANAGER. 

 Allow anyone to bring alcohol in any form into the Restaurant with 

him or her. 

 Have an employee under the legal drinking age handle, dispense, 

or serve liquor. 

 Pour from one bottle to another. 
 

 Serve liquor from any bottle not purchased by the Restaurant. 
 

 Allow anyone under the legal drinking age to sit at the bar. They 

are allowed to sit in the bar area, but not at the bar. 
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Drink Basics 

Cocktails contain two types of ingredients and may contain a third. 

They are: 

  Base 
 

 Modifying, smoothing, or aromatizing agent 
 

 Special flavoring and coloring ingredients 
 

Base 

This is the fundamental ingredient. It makes up at least 50% of the 

cocktail. Normally, the base consists of a single liquor, which 

determines the type of cocktail. There are gin cocktails (Martini), 

whiskey cocktails (Manhattan), rum cocktails (Daiquiri), etc. 

It is possible to combine two (or more) liquors as a base. For example, 

rye and bourbon whiskeys, while different in flavor, have the same 

characteristics and can be used interchangeably or in combination as a 

base. Gin and white rum also blend well. 
 

Modifying Agent 

This ingredient smoothes down the biting sharpness of the raw liquor 

and adds character to its natural flavor. The modifier flavor should 

never predominate over the liquor flavor. 

There are three classes of modifying agents: 

 Aromatics - vermouth, bitters, Dubonnet 
 

 Fruit Juices - orange, lemon, lime, etc., with or without sugar 
 

 Miscellaneous - "smoothing" agents such as sugar, cream, eggs, 

etc. Cream and eggs produce a creamy, foamy drink that is 

pleasing to the eye, as well as pleasant tasting. 
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Special Flavoring & Coloring Agents 

These include fruit syrups as well as cordials or liqueurs. An ingredient 

that is used as a modifier in one cocktail may be used as flavoring or 

coloring in another. 
 

Recipe Adherence 

Your guests expect to receive a consistent, great tasting drink every 

time they visit. In order to maintain a high level of consistency and 

guest satisfaction [Restaurant Name] has carefully developed written 

recipes for all drinks. 

Every recipe has been thoroughly tested to ensure that the quality meets 

our guests' expectations. Take pride in adhering to the recipe 100% of 

the time. 

Strict recipe adherence will involve focusing on the following areas: 

 Glassware 
 

 Ice 
 

 Liquor Pouring 
 

 Drink Making & Techniques 
 

 Eye Appeal 
 

 Mixes 
 

(This may be waived, after you pass a free pour test) 
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Before preparing a drink order, be certain that you have heard the 

guest's order correctly, and repeat the order to the customer. Returned 

drinks are costly to the Restaurant's profits and produce unhappy 

guests. 

If you do not know a recipe, look it up in the recipe book. If the drink is 

not listed, ask the guest if he or she knows the ingredients. Often, the 

same drink is called by a different name in different locales. 

Always line up your tools and ingredients before beginning. A drink 

that stays in the shaker while you get a glass will be less than the best. 

Pour drinks accurately, using your jigger. Whenever possible, mix 

drinks within the guest's sight with the label pointing toward the guest. 

Return all liquor or other ingredients to their proper place after using 

them. This speeds up service by ensuring the item can be found quickly 

and easily for the next drink. After using any mixing time, always rinse 

and wash before returning it to its proper storage place. The tin will be 

ready for the next drink. 
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Clean Glassware 

A drink loses its appeal if it is served in a spotted or streaked glass. 

At the front bar the glass washing machine is used to ensure clean 

glassware: 

 Please check cleaning chemicals frequently to ensure proper 

operation. 

This method satisfies health requirements, and ensures sparkling 

glassware. 
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To stir and strain a drink: 

1. Fill a mixing glass with ice. 
 

2. Pour ingredients into the mixing glass. 
 

3. Stir quickly 8 to 10 times with a bar spoon until condensation forms 

on the outside of the glass. DO NOT CHURN. 

4. Fit a bar strainer over the mouth of the mixing glass and strain the 

liquid into the proper glass. Never use your fingers to strain a 

cocktail. 

5. Wash the mixing glass, strainer, and bar spoon. 
 
 
 

Shake & Strain 

This technique is used with opaque ingredients (juices, sweet & sour 

mix, cream). 

Shaking and straining accomplishes the same result as stirring and 

straining, but also produces a froth from the mixture and provides a 

good show for the guest. 

To shake and strain a drink: 

1. Fill a mixing glass with ice. 
 

2. Pour ingredients into the mixing glass. 
 

3. Fit the mouth of a mixing tin over the mouth of the mixing glass at 

an angle. 

4. Rap mixing tin firmly downward onto the mixing glass to create a 

seal. 

5. Hold the base of the mixing glass in one hand and the base of the 

mixing tin in the other hand. Vigorously shake until a frost appears 

on the mixing tin. 

6. While holding the mixing tin and glass, as in Step #5, gently tap the 

protruding edge of the mixing tin against the shot rail to break the 

seal between the tin and the glass. Lift the tin off. 
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7. Fit a bar strainer over the mouth of the mixing glass and strain the 

mixture into the proper glass. 

8. Wash the mixing glass, tin, and strainer. 
 
 
 

Blend 

A blending technique is used to liquefy solids. Frozen and ice cream 

drinks are blended to a slushy or creamy consistency. There should be 

fluid enough to pour, yet thick enough to hold a straw upright. 

To blend a drink, follow these instructions: 

1. Place ingredients into the blender cup, and then add ice. 
 

2. Firmly set blender cup on base/motor. Place the top on the blender. 
 

3. Set speed to "low" (draws ingredients down into blades and extends 

the life of the blades, clutch and motor). Turn motor "on." 

4. To produce a fully blended drink, after ingredients are incorporated, 

switch speed to "high" until the blending is smooth. 

5.  Switch speed back to "low", turn off motor, allow blender to slow, 

and remove blender cup (this extends the life of the blades, clutch 

and motor). 

6. Pour the mixture into the proper glassware. 
 

7. Wash the blender. 
 
 
 

Layer 

Layering is used to produce distinct "layers" of ingredients with clear 

and sharp separation of one layer from another. 

Each ingredient is poured so that it "sits" atop the preceding ingredient, 

with no mixing of the two. 

To achieve this effect, follow the ingredient order listed in the 

recipe. 
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1. Pour first ingredient into the glass. 
 

2. Place bar spoon atop first "layer" so that the bowl of the spoon rests 

on the surface of first "layer." 

3. Slowly and carefully pour the desired amount of the next ingredient 

"layer" into the bowl of the spoon (technically, the downward force 

becomes an outward force, moving the second ingredient across 

instead of through the first.) 

4. Carefully angle the spoon out of the layer. 
 
 
 

Float/Top 

This technique produces an effect similar to layering. When floating or 

topping, however, the "bleeding" of one ingredient into another is 

desired vs. the sharp distinction between ingredients achieved by 

layering. 

To float an ingredient, pour it slowly from closely above the rim of the 

glass while moving the bottle or pitcher in a circle over the top of the 

drink. 

 

 
Muddling 

Muddling accomplishes: 

 Extraction of juices or flavors from solids (example: cherry and 

orange for an Old Fashioned), or 

 Dissolving of solids into liquid (example: sugar cubes for Irish 

Coffee). 

A muddler is a non-porous wooden tool used to press the ingredients, 

not beat them. To muddle an ingredient, hold muddler firmly and press 

it into the ingredient while turning it a quarter of a turn. Continue this 

action until the solid is dissolved or the juice is released. 
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Eye Appeal 

Eye appeal is very important. It impacts a guest's experience in our 

Restaurant in three ways: 
 

It Is a Sales Tool 

There is a certain "something" about a unique drink that arouses the 

guest's curiosity enough to ask the server about it. This is an excellent 

opportunity to use salesmanship to introduce guests to our unique 

products. 
 

It Enhances the Flavor of a Cocktail 

Eye appeal is an important part of a guest's impression of a mixed 

drink. If a drink is served in a sparkling, clean glass with fresh and 

attractive garnishes, it will seem to taste better than the exact same 

drink served in a spotted glass with an inferior garnish. 
 

Serves as a Statement of Our Overall Quality 

Every drink we serve is an example of the quality of our Restaurant. 

Inferior products or garnishes should never be used. There is no reason 

eye appeal cannot be 100% correct 100% of the time. 
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Waste/Quality Control 

 The most effective way to control garnish waste is to use accurate 

pars. Your manager will demonstrate where your pars are recorded 

and how to use them. 

 Quality control is everyone's responsibility. Garnish quality must 

be judged each time a garnish is stocked, stored, or used. 

 
 

24-Hour Garnish Cycle 

Using a 24-hour garnish cycle ensures garnish freshness. To begin this 

cycle, assume that when the bartender begins to cut garnishes, no fruit 

is left from the previous day. 
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The Farewell 

When your guests are departing, we have four distinct objectives: 

5. To make sure their experience in our restaurant was pleasurable. 
 

6. Thank them, by name, for their patronage. 
 

7. To invite them back for another visit soon. 
 

8. To make sure their last impression is a positive one. 
 

 
Methods of Payment 

Approved methods of payment are cash, VISA, Master Card, and 

American Express, and checks. All other methods of payment, i.e. 

Travelers Cheques, require management approval. When accepting 

personal checks, you must get approval by management, and include 

the following information: 

 Driver's license number 
 

 Current address 
 

 Phone number (day and evening) 
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 Stainless surfaces 

 Floor 
 
 

 Removing all bottles, cleaning the speed rail and the bottles, and 

reorganizing the bottles. 

 Flushing beer drains and cleaning drip pans and grills. 
 

 Emptying trash and storing trash cans. 
 

 Requisitioning liquor. 
 

 Completing walk through with the Manager. 
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  Check Out Procedures  

1. Your computerized register system will print out your guest check 

at the end of each table's meal. This alleviates the issuance of any 

manual guest checks. 

2. Once a guest check is printed out and a customer has paid, you will 

close out that check to cash, Master Card, VISA, or American 

Express, or other forms of payment. You must keep all printed out 

closed guest checks for checkout. 

3. Before beginning your checkout each shift, check the following: 
 

 Make sure all your customers are through, have been tabbed, 
and do not need anything else. I.e., coffee, tea, etc. 

 Be certain the manager has closed your section for the shift. 

 Make sure you have collected from all of your tables and have 
all your tickets with you. 

 Make sure all plates, silverware, glassware, and containers are 
cleared from all of your tables. 

 Be certain that all of your side work and closing duties are done. 

 Make sure that you have your full uniform on at all times, while 
in the front of the house. 

 Have a manger do any deletions of voids, over rings, and promo 

tickets. All over rings must be signed by a manager at the time 

they occur, and not at the end of the shift. You never sit down to 

eat, drink, or smoke until all of the above are completed. 

Starting your checkout before all your customers are finished is 

grounds for termination. 

 
 

Over Rings Or Voids 

Any time you make a register mistake of an item you did not want to 

ring up. Get a manager immediately to correct this on the register, and 
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notify the kitchen or bar NOT TO PREPARE THAT ITEM. Over rings 

and voids are register mistakes of items never served or prepared. 

 
House Promo 

Occurs anytime an item has been prepared and served to a customer 

that was not satisfied with the item. Perhaps it was under or over 

cooked, or the glass was chipped, etc. This would include a customer 

waiting too long for their meal. Only a manager can do this function on 

the register. Get the manager before closing any house promo tickets. 

 
 

Manager Promo 

Occurs anytime a manager wishes to buy a table a round of drinks, 

perhaps a dessert, or any free purchase approved by a manager 

promoting good will to our patrons. Inform the manager when you are 

serving a regular guest you would like to buy a drink for, a special 

guest to send an appetizer out to, a large party, or to send 

complimentary desserts. Please introduce the manager to these 

customers by name. We want to help you develop a large regular 

following. From time to time, the restaurant will have contests 

promoting such clientele builders. Get the manager on duty before 

closing out any manager promo tickets. 

 
Employee Discount/Customer Discount 

Occurs anytime the full amount of an item will not be collected. For 

example, employee meals or coupons offering $2.00 off any menu item, 

or buy one, get one free coupons, or frequent lunch program discounts. 

Only a manager can discount guest checks on the register. Get the 

manager on duty before closing out any discount checks. 
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Now You Are Ready To Check Out!! 

1. Arrange your tickets, top to bottom, in the following order: 
 

 All promo tickets - manager, house discounts and other charges. 
 

 All charges, separated in this order: 1) American Express, 2) 

Master Card, and 3) VISA. Be certain merchant copy of the 

charge voucher is stapled to the paper guest check. 

 All remaining cash tickets. 
 

2.  Prepare the Server Checkout Sheet. Make sure you have no open 

checks. 

3. Be certain charge totals of Master Card, VISA, and American 

Express, along with promos, discounts or other charges balance 

with what you have on your guest checks. Use the calculator to 

double check. If they do not balance, this means that you are 

missing a guest check, or charge receipt 
 

4. The following items should be ready for the manager, before you 

enter the office: 

 Promo checks, houses, and over rings accounted for on register. 
 

 Have all money counted and faced. 
 

 Have all charge vouchers matched with the ticket they paid for. 
 

 All tickets in order, with houses, promos, then charges, and cash 

tickets as previously stated. There should only be ONE person in 

the office doing checkout at a time. This helps eliminate 

unnecessary confusion and mistakes. Please use the calculator 

provided for you. 

 Have the Check Out Sheet completed up to the register reading 

entries. 

NOTE: Add only items that were actually rung up on the register. 

If you bought a customer’s cigarettes, for example, and you added 

that money in on their tab by hand, do not include it in your actual 

totals. This will prevent you from balancing to the register. 
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5. The manager will give you your register reading to enter on your 

Check-Out Sheet. The register reading will include your total sales 

and your total cash due. Cash due = total sales - charges. Count out 

cash due and have ready in the largest denominations of bills 

possible. 

If for some reason you cannot balance to the register totals, ask the 

manager for assistance. 
 
 
 
 
 
 

  Tip Pool  

A tip pool is to show appreciation towards those team mates who assist 

you in doing your job more proficiently: allowing you to give the best 

service possible, and helping you make more money. 

The management at [Restaurant Name] understands that we cannot 

dictate how the service staff participates in a tip pool; however, we 

believe in a strong teamwork philosophy. Due to this philosophy, we 

have given the staff the decision-making powers to create and 

implement a tip pool with management assistance and final approval. 
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17. You may not receive personal phone calls at the Restaurant, except 

in a real emergency. Please inform your friends and family. 

18. Schedule requests are due one week prior to the posting of the 

schedule. Leave them in the designated area. 

19. You may not come into the back of the house after you have been 

drinking. You may not take drinks into the break room. 

20. If you want to return to the Restaurant after work and have a 

cocktail, maintain a very high standard of behavior, leave at last 

call, and be the very first to leave when the lights go up. 

21. If you have a suggestion on how to make the Restaurant run more 

efficiently, please give them to a Manager. 

22. Remember to enjoy yourselves and have fun while you are here. Let 

the Managers handle all problems, big or small. 

23. You will greet your guests with - 
 

 A smile 
 

  Your name 
 

  A welcome 
 

 Promotional information and specials 
 

24. When your guests leave, you will thank them for coming and invite 

them back. 

25. You will clean stations during your shift - EVERYTHING from 

floor to ceiling. 

26. No more than two cigarette butts per ashtray. Cap them properly. 
 

27. Your service well is your station -- KEEP IT CLEAN! 
 

28. Teamwork is ESSENTIAL. 
 

29. Do not grab glasses from people's hands at last call. Find a 

Manager, and let them assist. 
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You Should Not 

1. Make unnecessary noise. This is annoying to guests dining nearby. 
 

2. Overfill a glass with mix; it weakens the drink. 
 

3. Be overly familiar with a guest when he/she is with others. 
 

4. Mention a guest's last visit unless they bring it up first. 
 

5. Let guests wait for service if they are alone at the bar (they will 

become impatient quickly). Remember the order in which guests 

arrive, but try to serve the "loner" first. 

6. Gossip. Do not tell off-color stories or argue politics or religion. 

Never complain about fellow employees, supervisors, guests, or 

bosses. A good bartender never wins an argument. 

7. Neglect a "new" guest by standing at one end of the bar engaged in 

idle conversation. Never let anyone feel like an outsider. 

8. Interrupt; be a good listener. However, never give the impression of 

listening in on conversation between guests. 

9. Do not water down drinks or short pour drinks. Do not try to correct 

the situation by refusing or discontinuing service to a guest. This 

could jeopardize your relationship with other guests. 

10. To ensure the safety of our guests [Restaurant Name] has 

developed a program to educate all employees to the effects and 

possible hazards of alcohol. 

11. Our intent is to provide our guests with an enjoyable experience in 

our Restaurant and to ensure that they leave our Restaurant safely. 

12. Our alcohol awareness written material informs employees about 

recognizing the signs of intoxication. Employees are shown how to 

prevent intoxication and what procedures to follow if a guest 

becomes intoxicated. 
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Checking Identification 

By law, you are responsible for carding anyone that you suspect is not 

of legal drinking age. Do not put yourself in jeopardy by serving a 

minor. 

Check ID's of anyone who appears to be under the age of 25. Also, card 

guests appearing to be under 25, who return an empty glass and order 

another drink. 

Try to serve only guests you can see. Minors may send someone older 

for their drinks. 

 

 
Doubles 

Our pricing on doubles is as follows: for a double drink, charge twice 

the normal price. There are two reasons for this policy: 

 We do not want to encourage our guests to become intoxicated. 
 

 In mixed and blended drinks, adding an extra shot of liquor alters 

the flavor. We believe that the standard recipes are the best way to 

serve these drinks. 

If a guest requests a double mixed drink, explain the price and advise 

him that we do not recommend serving the drink that way. If they 

persist, accommodate them, and then notify a Manager. 
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  Front Of The House Behavior  

There is to be no yelling or arguing in the front of the house. If you 

have a problem with a customer, DO NOT ARGUE, keep calm, and get 

a manager. The same applies to employee relations. No yelling or 

arguing or yelling, get a manager. 
 

Eating Or Drinking 

There is to be no eating or drinking in the front of the house at any 

time. Food is only to be eaten during management-approved breaks. 
 

After Shift Behavior 

Employees may not sit with customers at a table or at the bar while in 

uniform. If you are visiting the restaurant off duty, you are still a 

representative of [Restaurant Name]. For this and other reasons, we 

will appreciate you maintaining a very high standard of behavior. 
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  Conclusion  

There is a lot of information contained in this manual! Believe it or not, however, there is 

even more information that is not. 

We have given you the basics, as we view them, and how we would like them to be 

conducted. There is no section in this manual concerning "Teamwork." The reason for 

this is that we feel this topic falls under the "Common Sense" category. We expect our 

staff at [Restaurant Name] to possess this common sense from the word "GO." 

We want you to use the service tips in the manual, along with your common sense, and 

above all, YOUR individuality, to help create an atmosphere that will encourage good 

times for our customers, and yourself. When this happens, you will be ensuring the 

success of not only [Restaurant Name], but also yourself. 

GOOD LUCK!!! 


