Hospitality Ulster

STEP 14: Customer Service Checklist
Employer to New Employee
	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Your Customer Profile

(What type of customer – student, business, etc explain)
	
	
	

	List your customer types here (Profile) what should the employee look for:




	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Outlet Table service & bar etiquette 


	
	
	

	Explain your routine of service what are the special features of your outlet (this includes table setting & layout - cutlery / plates/ napkins / placemats): is there a specific way to set tables for different times of the day? Occasions? Do you fold your napkins? Ensure that you make the employee of specific ways to carry plates / trays etc




	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Up-selling


	
	
	

	What are your most popular drinks / food – how can the employee help you up-sell these? List these here; What steps can they take to help you and develop themselves (useful hints) Mentor - let the staff member shadow you to see how YOU upsell.




	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Uniforms
	
	
	

	Uniform for department that you are assigned to; Apron; Name badge/pen/waiters friend (If applicable) Clean/ironed uniform at all times; Make up/Jewellery/Hair/Personal Hygiene 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Outlet Rota / shift patterns
	
	
	

	How are the weekly hours allocated: (Show Rota example)Please be on site ten minutes before your shift is due to start Finish times are not always feasible; please check with your supervisor before finishing a shift




	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Absence /Lateness – who to contact

( Explain authorised / unauthorised)

Please notify a manager as early as possible on the day of absence: You must speak to a member of management; it is not acceptable to leave a message: You must call yourself unless you are unable to do so: Please provide a justifiable reason with an anticipated length of absence: Upon your return to work, please complete a return to work form with a member of management (mentor – shows return to work form)


	
	
	


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Holidays – how to request

(Holiday Form must be authorised)

20 days per annum which are allocated on a pro rata basis in accordance with the hours worked: A holiday form must be completed to request leave: Holidays are allocated on a ‘first come, first served’ basis in accordance with the needs of the business 


	
	
	


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Staff meals / Break times

How long / when taken
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Clocking In / Out

Show how this is done
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Mobile Phone Usage 

(when can the phones be used
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Personal Property
	
	
	

	Notes




	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Socialising in outlet

(Do’s & Dont’s)
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Waste Removal

How is this done – please show the employee
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Staff Meetings

What is discussed / everyone can contribute
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Door Policy

What is the door policy
	
	
	

	Notes

 


	Activity 
	Employee Signature 
	Mentor Signature 
	Date 

	Salary / Wages

Part time staff are paid every Thursday 

Full time staff are paid three clear working days from the end of the month; Pay rates depend on position
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