Rocky Mountain Roasting Co. Barista Training
Day 1 - orientation and introduction to the counter (afternoon)
· fill out all paperwork, assign employee number and review clock-in and clock-out procedure

· review employee handbook, dress code, training schedule and expectations 

· meet crew and tour the store (BOH, guest area, employee postings)

· review customer service expectations - HOSPITALITY

· greeting, order entry, confirming order, counting back change, thanking

· repeat customers - names, drink preferences, etc.

· staff appearance reflects quality and confidence

· review POS system, order procedures, and cash handling - utilize training mode

· review payment methods and customer incentive programs

· review product lines, discuss coffee beans, drink types, and teas

· shadow employee at the front counter - observe and learn

· begin working with the POS system

· complete Shift Duty List and Closing Duty List

· multitasking, planning ahead, consolidation of trips to guest area

· teamwork, communication, and asking for help

· drive thru process, expectations for order and transaction times

· prioritizing orders - counter and drive thru

· review shift with trainer

Checkpoints
· W-4 and I-9






· employee payroll info sheet

· read and review employee handbook 

· beverage recipe book

· being ready to work 

· parking

· clocking in/out

· phone protocol and important numbers

· safety/emergency procedures

· safe and change

· counting the drawer

· money handling

· making change

each checkpoint must be initialed by the trainee and the trainer when completed
· ringing in items

· drinks

· hardgoods

· gift certificates

· cambros/airpots

· room rental

· how to find items - retail button

· payment methods

· cash

· checks (what to look for)

· credit cards

· tip adjustment

· what to do when the machine doesn’t work

· gift certificates

· comp cards

· account charges

· combinations

Comments: ___________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________
____________________________________

employee signature


date

trainer signature


date
Day 2 - counter proficiency (morning)

· review day one and discuss expectations for today’s training

· review customer service expectations - question and answer

· why customer service is so important

· sincere, timely, accurate, familiar

· the power of a positive attitude

· expectations for customer interaction

· suggestive selling and product knowledge expectations

· review procedures for handling difficult customer situations

· what is meant by ‘the customer is always right’

· Listen/Identify/Resolve/Educate/Learn

· refund, remake, comp card

·  work the front counter with an experienced employee

· complete Opening Duty List and Shift Duty List

· enter guest orders into POS system and confirm each order

· verbalize multi-tasking goals - “what are you going to do next?”

· don’t hesitate to ask for help

· get out from behind the counter - refills, cleaning, guest interaction

·  maintain cleanliness of front counter and guest area

·   discuss product lines, discuss coffee beans, drink types, and teas

· question and answer session - “tell me about...”

·  review shift with trainer

Checkpoints
· general cleaning - brooms/mops/rags

· garbage

· store products - what we have to offer, where items are located

· food items - what’s special about them, rotation and handling

· bottled drinks (incl. rotation)

· punch cards

· selling beans

· blends

· descriptors

· location of the roaster

· monthly special

each checkpoint must be initialed by the trainee and the trainer when completed
· writing and collecting sales orders

· Miscellaneous cash register functions

· employee comps

· paid outs (when and how)

· discounts - travel mugs

· voids - wasted food/mistakes

· employee discounts

· modifier button

· what to do if register ‘crashes’

· stamp cards

· different types of comp cards

· customer refunds

· happy hour pricing

· accurate and orderly till counts

Comments: ___________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________
____________________________________

employee signature


date

trainer signature


date
Day 3 - drink station (afternoon)

· review day two and discuss expectations for today’s training

· review espresso machine and grinder

· proper operation and cleaning 

· rotation of grinder

· review drink station, location of ingredients, procedures for making drinks

· portions, temperatues, presentation

· relate consistency to customer service expectations

·  shadow employee at drink station - observe and learn

· complete Shift Duty List and Closing Duty List

· make drinks, discuss characteristics of each

· multitasking, making multiple tickets, waste prevention, safety

·  demonstrate knowledge of product lines, coffee beans, teas

·  discuss advantages of small batch roasting 

· how and why are the beans roasted?

· where are beans roasted?

· who does the roasting?

·  review shift with trainer

Checkpoints

· review beverage recipe book

· store products - what we have and where they are

· featured drinks

· changing cow

· grinding coffee

· brewing coffee

· the ‘right’ quantity of grounds 

· what to brew - AM vs. PM

· rotation of coffee and stock, check dates

· airpots and cambros

· filling invoices and checking availability of airpots/cambros

· pastry ingredient book - food allergies

each checkpoint must be initialed by the trainee and the trainer when completed
· Drinks

· shots to pour

· how long to pour

· what should they look like

· adjusting grind

· half and half shots

· steaming milk - sights & sounds

· flavored drinks

· iced drinks - order of preparation

· blended drinks

· milk shakes

· seasonal drinks

· Beans

· roasting styles - French & Viennese

· countries of origin and flavor profiles

· what are blends?

Comments: ___________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________
____________________________________

employee signature


date

trainer signature


date

Day 4 - drink station proficiency (morning)

· review day three and discuss expectations for today’s training

· demonstrate knowledge of the drink station

· location of ingredients

· drink types, portions, temperatures, presentation

· waste prevention - mistakes and incorrect portions

· work the drink station with an experienced employee

· complete Opening Duty List and Shift Duty List

· make drink orders for guests

· maintain station cleanliness and complete sidework duties

· verbalize multi-tasking goals - “what are you going to do next?”

· don’t hesitate to ask for help

· demonstrate knowledge of product lines,  coffee beans, and teas

· teamwork - assist counter whenever possible, get out from behind the counter and interact with customers, clean the guest area

· discuss how you can most effectively help your co-workers during busy periods

· review customer service expectations 

· review shift with trainer

Checkpoints - demonstrate knowledge of...

· beverage recipe book

· store products - what we have and where they are

· featured drinks

· changing cow

· grinding coffee

· brewing coffee

· the ‘right’ quantity of grounds 

· what to brew - AM vs. PM

· rotation of coffee and stock, check dates

· dairy log

· airpots and cambros

· filling invoices and checking availability of airpots/cambros

· pastry ingredient book - food allergies

each checkpoint must be initialed by the trainee and the trainer when completed

· Drinks

· shots to pour

· adjusting grind

· steaming milk

· flavored drinks

· iced drinks

· blended drinks

· milk shakes

· seasonal drinks

· Beans

· roasting styles - French & Viennese

· countries of origin and flavor profiles

· what are blends?

Comments: ___________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________
____________________________________

employee signature


date

trainer signature


date

I have completed the training program for my position and understand the duties, responsibilities, and qualifications necessary to fulfill the obligations of this position.   

____________________________________

Employee Name

____________________________________

Employee Signature

___________

Date

· Menu Test

· Rocky Mountain Roasting Co. blends

· Coffee drinks - espresso/americano/latte/cappucino/mocha

· Who makes our syrups? What flavors do we offer?

· Other Beverages - bottled/italian sodas

· Food Items

· Where are the beans roasted?  Who is the roaster?

· What is the advantage of small batch roasting?

· How long has Rocky Mountain Roasting Co. been in business?

· What are our customer incentive programs?

· Additional Notes

· Need to develop a ‘did you know’ guide

· company history

· roasting process

· types of beans and their characteristics

· Should consider scheduling a visit to the office/warehouse

· meet the office personnel

· tour the warehouse and roasting area

