Rocky Mountain Roasting Co.

Manager Training Program


Our manager training program is intended to provide incoming managers with the philosophies and tools to effectively direct store operations in the best interest of Rocky Mountain Roasting Co., the staff, and the manager.  While it is unreasonable to aspire to address every scenario within the scope of this program, it is our intention to provide managers with the proper perspective/criteria to make workplace decisions.  


RMR generally promotes from within.  With that in mind, it is anticipated that management candidates will already be familiar with the following expectations.

· opening and closing duties for hourly employees

· expectations for employee conduct including, but not limited to, appearance and shift responsibilities

· product quality expectations - presentation, portions, temperatures, basic product knowledge

· station maintenance and facility cleanliness expectations

· balancing tills


In order to direct manager development in a manner that promotes professional growth and confidence, we have divided the program into two phases.  Phase I entails discussion points applicable to the daily and weekly operations of the store.  Phase II encapsulates the big picture, addressing company philosophies and long-term goals of Rocky Mountain Roasting Company. 

Phase I

RMR operating philosophies


At Rocky Mountain Roasting Co. experience has taught us that successful managers - in terms of professional growth and store performance - understand that they must direct the store through the staff, not around them.  Manager success is based on how the staff performs under their direction, it has little to do with the manager’s individual performance.  One person cannot meet the needs of the guest, the staff, and the customer.  Often times management candidates earn the opportunity to lead a store because of their skills as a barista.  While it is important that a manger be proficient in all areas of store operations, the skill set required of a manager is very different.   The following are philosophies and practices that the successful manager embraces over the course of their career. 

· Proactive Management 

· ANTICIPATE AND DIRECT vs. wait and react

· when you wait and react the store runs you, you don’t run the store

· know when to expect the usual rushes, know when seasonal changes or local events will create sales volume variances - don’t be caught unprepared

· schedule your work week - not just the days and shifts that you will work but more importantly, what you intend to accomplish on each shift

· at the end of a shift, while the day’s events are still fresh in your mind, create a ‘punchlist’ for the next shift

· carry your ‘punchlist’ on you throughout the day - make notes that will help as you plan the coming days and weeks

· WORKING SMARTER vs. working harder

· The power of a positive attitude

· your attitude is often the most important choice you make on a daily basis

· attitude greatly influences how you perceive work experiences - if you have a positive attitude workplace situations are viewed as opportunities to learn rather than obstacles to avoid

· as a manager it is important that you recognize that your attitude is infectious - you set the tone for the work environment, your attitude influences others whether it is positive or negative

·  the desire to please the customer must be inherent in a manager; without it a leadership role in the service industry is  unachievable

· with new employees some will exhibit an inherent drive to please customers, others will need to be trained to appreciate customer service

· when personal challenges threaten your attitude at work take the approach that your work life can be the positive part of your day - let work be your refuge

· The meaning of “the customer is always right” and the art of diffusing difficult customer situations

· “the customer is always right” is not a fact based statement, rather it is a statement of perception

· the customer’s perception is that they are right and it serves no purpose to argue the point, the goal is to find a means to satisfy the guest within the established guidelines

· first and foremost - LISTEN - in many instances the customer simply wants someone to listen and to care

1. LISTEN to the customer - make eye contact, avoid multitasking, give the customer your full attention - don’t make the mistake of offering something ‘free’ without listening first

2. IDENTIFY what the customer wants - ask questions to clarify

3. RESOLVE the situation - avoid resorting to “what can we do to make you happy” rather assess the situation and offer “this is what we can do for you” thereby you retain control of the resolution (remake, refund, or comp card)

4. EDUCATE/INFORM the customer if their expectation differs from our standards - if they think a drink was too sweet and it was made properly then ask them to request light syrup on their next visit, etc. 

5. LEARN from the situation, examine the process and the communication that took place and identify any areas where we may have been at fault so that discussions with staff can prevent future similar occurrences

· with a positive attitude and the right approach an upset customer can become a customer for life

· Upholding standards for customer service 

· customer service must be at a high level at all times, must be a competitive advantage in the market, and must be on par with the quality of the product offered

· a competitive market is very unforgiving of poor customer service

· includes atmosphere - lighting, temperature, music levels, cleanliness, staff appearance

· prompt and accurate service - the right order, the correct change, provided in a timely fashion

· sincerity of service - eye contact, listening, personalized conversation

· aspiring to a familial relationship with regular customers - through conversations learn their names, drink preferences, hobbies/interests, employment

· be mindful to keep the level of conversation appropriate to the business volume

· Upholding standards for product quality
· availability and consistency of products - the customer has the right to expect their preferred item to be available and to be of the same quality each and every time

· par levels need to be monitored and adjusted on a regular basis, the goal is to identify the inventory level at which customer demand is met while the amount of idle cash on the store’s shelves is minimized

· anticipate seasonal influences on store sales volume and adjust inventory levels appropriately

· MAINTAIN INVENTORY LEVELS vs. correct inventory mistakes

· consistency of drink preparation and portion expectations is critical, this is not the time for creativity - keep creativity to the conversational aspect of customer service

· if you have an idea for a new product or an improved process first present them to ownership before offering at the store level

· imperative that concern for quality at the store level matches the level at the warehouse

· why take the time to small batch roast the beans if the coffee is ‘burnt’ at the store or the wrong amount of grounds is used during drink preparation

· Recycle, reuse, prevent waste

· RMRCo takes great pride in recycling whenever possible, respecting our community and setting an example for other businesses

· minimize wasteful practices at the store level - the chain of ‘investment’ leading to the end product must be related to every ingredient, every consumable product

· as economic conditions continue to increase the ‘cost of doing business’ waste prevention becomes crucial to the continued success of the company and its employees

· water has a value much like milk or coffee beans, the goal of minimizing wasteful practices is equally applicable to water

· Knowledge = Confidence

· product knowledge is extremely important - a cornerstone of RMRCo is the craft roasting of beans and the quality that is achieved as a result

· educating staff and guests as to the uniqueness of the process and the style of beans is a crucial part of RMRCo’s competitive advantage

· equally important as the training of new hires is the continuing development of veteran employees - maintains interest in the job while enhancing the competitive advantage

· much of the information that is presented to the employee during the training process will be more relatable after several weeks of work

· Patience and follow-thru with operational changes and goal setting
· rarely are significant improvements realized in less than 3 months

· efforts to improve customer service, to reduce operating costs, to increase top line sales - all require a focused and sustained commitment from the manager and the staff

· proper timing of operational changes is vital to success - a good idea at the wrong time will not produce the desired results and may inhibit future ambitions

· setting goals and involving the staff fosters an environment of teamwork and provides the opportunity for greater job satisfaction - pride matters

· Profitability
· profit is a necessary condition for the continuation of any business and a means to important ends but it is not the end in itself - sunlight, water, and air are not the point of life but without them there is no life

· as efforts to increase operational performance at the store level yield greater benefits to the company it is RMRCo’s intention to ‘share the wealth’ - as a company with sincere regard for the quality of life of it’s staff the desire to enhance benefits is there yet without increased profitability there are limited resources to fulfill that goal

· don’t make the mistake of assuming a busy store is a profitable one - when cost categories are not managed properly a busy store can lose more money than a slow one

