Hospitality Ulster

STEP 10: Perfect Serve (Including Kegs)

Instruction & Learning

MENTOR: On completing this section you must ensure that the employee is able to deliver “a perfect pour”; is aware of how “perfect pour” impacts service and ultimately the customer; It reduces wastage; it increases customer satisfaction; both these factors influence the bottom line 
EMPLOYEE: Make sure you are familiar with the “technique” for pouring the perfect pint; this will help you to help your outlet increase customer satisfaction, reduce wastage and assist in maintaining high standards
Objectives: 

On completion of this module, you will: 

· Understand the importance of creating a perfect serve

· Be able to demonstrate the perfect serve

This will allow YOU to: 

· Become more knowledgeable and confident in your role 

· Find your job easier and more enjoyable 

· Develop skills which are transferrable 

· Grow your tips! 

What are the outlet objectives?

MENTOR: You need to be aware of the customer service, food sales and beverage sales objectives; these will be given in percentages (%) but you need to break this down in a way that is understood by the employee: 

(eg) the food sales objective might be 65% but this could mean that you have to make £10,000 per week in food sales; this is more meaningful to the employee; In order to make this money, everyone needs to be up-selling effectively; By being more aware of what the objectives of the outlet are, this will help the employee to help the outlet meet its targets!
So what are the targets for the following – make sure the employee writes these in the table

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Customer satisfaction objective
	
	
	

	Food Sales Objective
	
	
	

	Beverage sales objective
	
	
	


A ‘perfect serve’ is key to boosting sales and improving customer satisfaction. Our customers have high expectations and if we are going to succeed then we need to have the best possible serving standards for all types of drinks

Improving drinks service ensures that customers will enjoy their drinks more, drink them more often and return to the outlet more often

A ‘perfect serve’ is also key to reducing wastage. If products are stored, served and presented correctly this in turn will mean that there will be less wastage

IT WILL ALSO INCREASE THE TIPS YOU MAKE!!

Preparing for service: 

Storage and preparation areas should be kept clean at all times 

All glasses and jugs should be cleaned and polished with any chipped or cracked items disposed of

It is important to store products at the correct temperature as:

Incorrect temperatures can adversely affect the taste of the product and may impact upon the customers  

Storing products at the wrong temperature can spoil the product and thus lead to wastage 

Soft Drinks:

Explain to the employee that in recent years soft drinks have become more and more popular due in part to the drink-driving laws and an increased awareness of healthy lifestyles

FACT! - In consumer tests 80% of customers said they preferred their soft drinks pre-chilled and served over ice 

SO it is important that we get it right!!

Ask simple Questions
Ask customer if they would like to drink from the bottle or from the glass

Take a clean, cool, dry glass (Use a branded glass if applicable) 

Add ice

Add fresh fruit (Must be fresh and clean)

Pour the drink over the ice

Present to the customer 

MENTOR: Observation: Has the employee demonstrated to you that they are competent in pouring a drink; Practice makes perfect so be sure through observation that the employee is confident in “perfect Serve
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Effectively pours a drink 
	
	
	

	Method of assessment - Observation


Mixers and Spirits:

Take a cool, clean, dry glass

Fill with ice (N.B using more ice will not dilute the drink but it will keep it chilled for longer) Add shot of spirit

Select branded mixer and fill to the top 

Rim the glass with fruit, squeeze the juice into the glass and 
then drop into the drink (This releases the natural oils and 
thus enhances the flavour of the drink - you must ask the customer if they would like this first)

MENTOR: Provide an overview of the “perfect pint” for the employee so that they are aware of the basics that contribute to high customer service levels:
Draught Beer 
What makes a perfect pint?

Brewing

Storage temperature

Dispense temperature

Gas mix

Clean lines

Professional pour

Proper presentation - branded glass

Clean glass

BREWING 

Brewing is out of our control, but breweries take the time to do all these checks to ensure that every pint of beer comes away perfectly from their end, and it is therefore our duty to do our best our end of the line. 

STORAGE TEMPERATURE

All kegs should be stored at 8◦ C, as this provides the perfect temperature to keep the mix of gases and beer intact

They should be stored for 3 days to allow time to settle, so the beer comes out of the keg at 8◦ C

Stock should be rotated on a First In, First Out basis

Kegs should be used within 10 days of being broached

Kegs all have a rack date (born on) on the side of them

Beer should be consumed within 90 days, although Budweiser and Smithwicks are best used within 56 days

Guinness (and extra cold) should be used in 42 days. This is why the FIFO rule is so important with kegs, as 1 month isn’t a long time and kegs could easily sit past their use by date 

KEG ROOM

DISPENSE TEMPERATURE

Beer is kept at constant pressure and mix throughout the system by the use of complex valve systems, beginning in the tapping head 

As beer is siphoned out of the keg, gas is pumped in through the tapping head to regulate the pressure and ensure that all draft is used. As beer leaves the kegs, it is cooled in the pipes using a variety of methods

THE 5 C’s

C1 Correct gas mixture

C2 Consistent dispense temperature

C3 Clean lines

C4 Correctly cleaned glasses

C5 Crafted presentation 

C1 Correct gas mixture

Gas is used in the dispense system to give the drink that perfect flavour, fizz and appearance

The two gases used are N2 and CO2

The N2 is supplied from a constant reservoir taken from the air by a pump located outside our cold store 
The CO2 is supplied in bottle form by BOC and can be seen also outside the cold store, in the form of two large brown cylinders 

The reason there are two is that if one runs out it should be possible to switch to a new supply immediately rather than wait for more to be delivered as this would stop all draught sales

Changing the CO2

If there is a problem with the gas, it should be checked at the cylinders. There are two gauges on top of them, one for each cylinder

If one of the gauges is low, flip the lever in the middle over to the other bottle and then inform a manager that a replacement needs ordered
Changing the N2
If there is no problem with the CO2, then the problem must lie with the N2 extractor

Simply look at the gauges along the bottom to see if any read low, and also check the power lights to ensure the machine is on

Finally, pump the black button on the front of the machine to restart the process, just in case

C2 Consistent Dispense Temperature
There are 2 forms of chilling used in dispensation of draught beer: 

The cold-room. This provides the next step with a constant 
temperature of beer and also helps the shelf life of the kegs

Line cooler. After the lines come from the keg they are 
immersed in a vat of permanently chilled water. This water cools the beer down further than the cold-room does. When the lines emerge from the chiller, they are then carried to the bar through a “python” tubing, which not only keeps the beer l
lines all together and insulated from harm and warm 
temperatures, but also carries two water lines from the vat of
chilled water. These lines further keep the temperature constant on the way from the cold-room to the tap.
C3 Clean lines
Wild yeast from the beer and also other bacteria can grow in the lines, giving the beer a cloudy appearance, tainting the flavour and also making it pour high. In extreme cases, clumps of yeast may come out. The lines should be cleaned only by trained Guinness personnel!

C4 Clean glasses

The Front of House Staff are directly responsible for the quality of the beer now after all the checks that Guinness has provided

The first area of focus is the glasswashers
Report any faults with the glasswasher to management

Only use provided chemicals 

Check temperature- if machine is cold, allow to heat up

Remove any waste material from glasses before washing

Wash products used for dairy separately ESSENTIAL THAT THIS IS DONE!!

Do NOT wash trays, food containers or crockery in the glasswasher

Always let run full cycle

Allow glasses on rack to dry where possible

Never stack glasses while drying

Thoroughly clean machine

Allow machine to empty and rinse at handover

Note!

Rinse aid leaves film on glasses after continuous use. Glasses should be washed by hand at least once a week
Check glasses on a Sunday morning after a “cleaning” on 
Saturday 
night
Food grease causes bubbles to stick to side of glass and the   head to dissipate quickly. It also causes a brown head in a pint of Guinness this is why it is so important to wash the glasses 
Conduct the “water break test” 

Rinse glass in cold water

Dry outside

Invert over sink

Check for spots and dots, evidence of poor washing

If glass just empties in a continuous film then it is clean

How to change a keg

Turn off gas

Remove tapping head

Tap new unbroached keg

Turn on gas

Hold vent lever down until dome fills with beer

Flip float lift lever forward and then return to back position for next use

Faultfinding
This faultfinding guide will help you identify common problems affecting the dispense equipment. There are 3 tables

Pouring problems

Beer temperature/quality problems

Head problems

MENTOR: You must ensure that the employee is competent in changing a Keg; 

STAFF MEMBER: You must ensure that you are comfortable with the process of changing a keg; if you require more assistance, please ask your mentor for help and further training:

	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Shown the keg room 
	
	
	

	Shown how to change CO2 
	
	
	

	Shown how to change N2
	
	
	

	Changes a keg 
	
	
	

	Method of assessment - Observation


These tables will help you identify the causes of these three types of problem. The different problems are given in the column headings. The crosses in each row of the column indicate the possible causes of the problem. 

MENTOR: Please ensure that you go through each defect with the employee so that they are aware of the potential problems:

Pouring Problems

	Possible cause
	Symptom



	
	Does not pour
	Pours too slowly
	Pours too fast
	Spurt when poured

	Keg empty
	X
	
	
	

	Faulty keg closure
	X
	
	
	X

	Faulty tapping head
	X
	
	
	X

	Faulty gas cylinder
	X
	X
	X
	X

	Gas leak
	X
	X
	
	

	Gas cylinder empty
	X
	X
	
	

	Obstruction in beer line
	X
	X
	
	X

	Kinked beer line
	X
	X
	
	X

	Dirty beer line
	
	
	
	X

	Fob detector float has dropped
	X
	
	
	

	Frozen beer coil
	X
	
	
	

	Faulty tap
	X
	X
	
	X

	Jetting holes in tap blocked
	X
	X
	
	

	Tap flow control set wrong
	X
	X
	X
	


Beer Temperature/Quality Problems

	Possible cause
	                         Symptom

	
	Too warm
	Too cold
	Poor flavour

	Keg has not spent long enough in coldroom
	X
	
	

	Poor quality beer in keg
	
	
	X

	Temperature of coldroom too low
	
	X
	

	Temperature of coldroom too high
	X
	
	X

	No water recirculation in python
	X
	
	

	Chiller is faulty
	X
	X
	

	Cooler is faulty
	X
	X
	

	Beer line dirty
	
	
	X

	Glass dirty
	
	
	X


Head Problems

	Possible cause
	                          Symptom

	
	Pours high
	Pours flat
	Head too bubbly
	Head falls away too quickly

	Faulty keg closure
	X
	
	X
	

	Keg not long enough in cold-room
	X
	
	
	

	Poor quality beer in keg
	X
	X
	X
	X

	Temperature of coldroom too low
	X
	X
	
	

	Temperature of coldroom too high
	X
	X
	
	

	Faulty tapping head
	X
	X
	X
	

	Faulty gas cylinder
	X
	X
	X
	

	Gas cylinder empty
	
	X
	
	

	Beer pours too warm
	X
	
	
	

	Pours too cold
	
	X
	
	X

	Kinked beer line
	X
	
	X
	

	Beer line dirty
	X
	
	X
	

	Glass dirty
	
	X
	X
	X

	Faulty tap
	X
	X
	X
	

	Jetting holes blocked
	
	X
	
	

	Jetting holes too big
	
	X
	X
	

	Tap flow control wrongly adjusted
	
	X
	
	


Note! Some problems come up in more than one table, so if you think the symptoms of one cause on one table match, cross reference against the other tables to see if it is still true

MENTOR: Take the employee through the process and observe them as they have a go; keep re-training where required!

Perfect Serve:
Take a cool, clean, dry glass - A dirty glass, containing oils, dirt or residuals from a previous beer, may inhibit head creation and flavours. Ideally glasses should be correctly branded. Always handle the glass by the base. Do not touch the lip area of the glass for hygienic reasons

Hold glass under tap at a 45° angle

Pull the handle forward until it is horizontal

Fill the glass - When filling the glass, allow the beer to flow down the side of the glass. Never put the tap spout into the beer

Using your judgement, push the handle backwards if required until the head is just proud of the glass - Do not let the beer overflow. Avoid filling the glass and never use a knife or spatula

Hand the pint to the customer with a steady hand - There should be no overspill. When using a branded glass the brand logo should be facing forward to the customer

Place on top of a beer mat on Bar Counter

Guinness:

Take a cool, clean, dry glass - Ideally glasses should be correctly branded. Always handle the glass by the base. Do not touch the lip area of the glass for hygienic reasons

Hold glass under tap at a 45° angle

Pull the handle forward until it is horizontal

Fill the glass to between 15mm and 20mm (about 3/4”) from the top - Allow the Guinness to flow down the side of the glass. Slowly straighten the glass as it fills. Never put the tap spout into the Guinness

Leave the surge to settle - Place the glass in clear view of the customer on the settling tray. The surge takes approx 2 minutes to settle 

Top up the glass by pushing the tap handle backwards until the head is just proud of the rim - This is called “back for black”.  Do not let the Guinness overflow and never use a spatula or knife to level the head
Hand the pint to the customer with a steady hand - When using a branded glass the brand logo should be facing forward to the customer

Cocktail: 
Preparation – 

· Always ensure that glassware is clean as it is an essential element to the presentation that is so important when impressing customers

· Ice is an essential component in cocktails. The following considerations must be remembered:

· The ice must be clean

· Ice fragments, scraps and broken pieces should only be used in a blender

· Do not use your hands to pick up the ice

· Fruit should always be fresh and clean

· Presentation- Remember! Take pride in the presentation of your drinks and the customers will be coming back for more

There are six methods for this perfect serve:

Build-This is the simplest method of making a cocktail, it simply involves placing ice in the glass & pouring the ingredients over the top

Blend- This method uses a mechanical blender. Ingredients are usually fruits, ice cream and crushed ice. These drinks are commonly referred to as “frozen”

Muddle- This technique is used to extract the oils from the skin of a fruit or the juice from the flesh and also to break down solids such as sugar cubes or any solids that may be integral to the recipe of the drink. A “muddler” is used to pummel the ingredients 

Shake and Strain- This technique involves adding the ingredients along with ice to a shaker and shaking vigorously until the outside of the shaker becomes frosty. Cocktails often need to be strained before serving to remove ice, fragments of fruit or anything that might spoil the look or texture of the drink
Stir- This method uses only the mixing glass and involves no shaking.  Employed when the ingredients mix well and have nothing to be gained and sometimes much to be lost from being shaken yet need to be chilled to drinking temperature.  Ingredients are placed into the mixing glass filled with ice and stirred briskly before being strained into the glass

Layer- Different ingredients are layered on top of one another to achieve stunning presentation. The difference in density of each ingredient is the key to this effect. The bar spoon is used to aid this effect yet with practise and knowledge it can be done without
MENTOR: You will need to ensure that you refresh this training as often as necessary so that the new employee is fully aware of the process; Go back over the main points of service and observe the employee undertaking the key elements of the role so that competency can be assessed. Remember these are all important aspects to be addressed to help the business

EMPLOYEE: Please ensure that you familiar with the proper procedure that you must follow at all times; if you are not happy with your progress, don’t be afraid to ask questions, your mentor is there to help you.
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Can complete bar preparation correctly 
	
	
	

	Can demonstrate perfect serve for soft drink 
	
	
	

	Can demonstrate perfect serve for mixers and spirits 
	
	
	


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Can demonstrate perfect serve for draught beer 
	
	
	

	Can demonstrate perfect serve for Guinness 
	
	
	

	Can demonstrate perfect serve for cocktails 
	
	
	

	Knowledge of soft drinks available 
	
	
	

	Knowledge of spirits available and the suitable mixers 
	
	
	

	Knowledge of draught beer available 
	
	
	

	Knowledge of cocktails available 
	
	
	

	Method of assessment – Observation
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