






Be prepared to describe and recommend 
specialty drinks and appetizers.

Take accurate notes about every order.

Greet guests warmly as soon as they enter 
the area.

WELCOMING GUESTS TO THE BAR/LOUNGE

Wherever you are working, keep an eye on the Bar area•

When customers enter the Bar/Lounge area•

Make eye contact within 30 seconds»»

Within 1 minute, greet them warmly according to the time of day»»

Good morning––

Good afternoon––

Good evening––

Invite them to sit wherever they like»»

Offer to take their order within»»

30 seconds if they’re at the bar––

3 minutes if they’re at a table––

If you are unable to serve the guest immediately•

Acknowledge that you know they are waiting»»

Apologize for keeping them waiting when you do serve them »»

PREPARING TO TAKE AN ORDER

Have all order-taking materials and information•

 Ball-point pen»»

 Appropriate order pad»»

 Clean pad holder»»

 Correct check information»»

 Table number––

 Number of covers––

 Waiter initials or ID information (if applicable)––

Be prepared to describe and recommend•

 Featured brand name alcohols»»

 Specialty»»

 Mixed drinks––

 Appetizers and other food items––

 All menu items, including»»

 Ingredients––

 Special dietary considerations ––





Be sure you know all the specialty drinks your 
bar offers.

Remember that specialty drinks enhance both 
your guest’s experience and your tip.

Always enter the order in the POS system 
before making the drinks.

MAKING AND SERVING DRINKS

Only make drinks after the order has been entered in the POS system and a•
receipt has been printed

Include a current bill when delivering drinks to guests•

Whenever a guest has finished a drink, always ask if they would like another.•

When serving re-orders:•

 Replace the old receipt with an updated one »»

 Destroy the old receipt»»

DELIVERING ENHANCED SERVICE 
THROUGH “UPSELLING”

Recommending upgraded beverage and dining options - or “upselling” - achieves•
two goals

 It enhances your guest’s experience»»

 It increases your tab and your restaurant’s revenues»»

Ask “open” questions (that elicit information instead of a yes/no answer) in•
order to

 Win your guest’s trust »»

 Enable you to discover their needs and interests »»

 “What is the purpose of your visit?”––

 “What kind of cocktails do you enjoy?”––

 “What are your favorite types of wine?”––

 “What sort of food interests you?”––

Remember that product knowledge is essential to both service and up-selling -•
use it to make recommendations that reflect your guest’s interests

 Specialty cocktails»»

 Premium spirits, beers, wine»»

 Appetizers»»





Guests should always receive beverages 
withing three minutes of ordering.

Always check glassware for spots and cracks.

Always use a tray to deliver beverages.

BEVERAGE TABLE SERVICE

Always use a round, non-slip cocktail service tray with coasters for all table•
service

As soon as a table’s order has been entered into the POS system, ensure the table•
has the correct amount and selection of

 Cutlery»»

 Crockery»»

 Napkins»»

 Placemats»»

 Condiments »»

Always check that all glassware and cups have no•

 Spots»»

 Cracks»»

 Smears»»

 Watermarks»»

 Lipstick»»

Before serving a beverage order, check that it’s fully accurate, including•

 Amount»»

 Ice»»

 Garnish »»

 Temperature»»

 Vintage (for wine) »»

DELIVERING BEVERAGES

Guests should receive their beverage(s) within three minutes of ordering them•

Always serve complementary bar snacks with beverages•

Serve orders in the same sequence you take them•

 Ladies first»»

 Then elders»»

 Then kids»»

 Host last (if it’s obvious who they are)»»

When serving cold beverages•

»  Place a coaster in front of the guest with the hotel logo facing them 

»  If the drink is not pre-poured

 Pour at the table 2/3 full––

 Leave the bottle on the table with the label facing the guest––

Deliver wines by the glass pre-poured in stemware•





Serve water and soft drinks first, then other 
beverages.

Clean and sanitize bar area within 5 minutes 
of guest’s departure.

Always introduce yourself using your first 
name.

BEVERAGE BAR SERVICE

When guests approach the Bar•

 Follow all Bar/Lounge welcoming protocols»»

 Introduce yourself using your first name»»

 Begin your service and sales delivery»»

When taking an order from a guest seated at the bar•

 Follow all order-taking, entering and beverage-delivery protocols»»

 As you take the order, place coasters or cocktail napkins in front of each »»
guest with the hotel logo facing them

»  Make certain that complementary bar snacks are placed within easy reach 
of each guest

 Ask if the guest is waiting for a lounge or restaurant table; if they are »»

 Ask if they would like their bar tab added to their meal check––

 Offer to check on their table wait time––

Only make drinks after the order has been entered in the POS system and a•
receipt generated

SERVING DRINKS

Follow all table service protocols with guests seated at the bar•

Serve water and soft drinks first, then other beverages•

Demonstrate wines available by the glass•

 Place wine glasses in front of the guest»»

 Pour the wine for the guest»»

CHECKING BACK

After 2 minutes, check to see your guests are satisfied with their beverage•

 Cap and replace dirty ashtrays (containing 2 or more butts), if smoking »»
is permitted

 Replace any soggy napkins»»

 Refill bar snacks as needed»»

If any guest isn’t satisfied with their beverage•

 Promptly remove it»»

 Ask if the guest would like a replacement or an alternative»»

 Tell the guest how long it will take for their new beverage to be served»»

Return to clean and clear bar area at least every 10 minutes•

Clean and sanitize bar area within 5 minutes of a party’s departure•





Place the bill in the middle of the table unless 
a guest reaches for it.

Don’t fill any orders without a printed order 
generated by the POS system

Clear items as they are finished

TABLE MAINTENANCE

CLEARING

Clear bottles from the table as soon as they are empty•

Remove plates only when all guests have finished eating - unless a guests requests•
you to do so at an earlier point

Clear ladies’ places first•

Clear any items that are no longer needed - for example, clear salt and pepper•
before serving dessert

Remove crumbs•

BILLING 

Do not fill any bar orders without a printed order generated from the POS•
system

Access the POS system by•

 Using your employee number or»»

 Swiping your card»»

Access the correct screens on the POS terminal when entering transactions•

 Enter the appropriate department key for the type of transaction»»

 Avoid use of the “miscellaneous” key»»

Ring each transaction as it occurs - never process two separate cash transactions•
as a single total

All Tabs must be secured by•

 A valid Credit Card or»»

 Validated Room Charge privileges»»

Only the bartender and managers have access to the POS cash drawer; other•
Team Members should not go behind the bar

Make sure the cash drawer remains closed at all times except during a cash•
transaction requiring change

Keep all tips in a designated Bar Tip Jar located away from the cash register•

PROCESSING AND PRESENTING THE BILL

When printing a bill, confirm that all details are correct against what the guest•
ordered

Always present the bill•

»  In a clean check folder

»  With a hotel pen

»  With any relevant promotional sales flyer






