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Beverage Cart Attendant

Your Attitude

Satisfying our members is not an easy matter. They expect high quality food,
recreation, and service in a clean, friendly, well-maintained and operated environment.
To meet their expectations, you must have a keen commitment to our standards of
service and the right attitude to make it happen.

The right attitude is the most important requirement for success in any endeavor.
How you approach your work has a direct bearing upon the quality of your work and,
more importantly from your standpoint, the enjoyment and the sense of satisfaction
you derive from working here. If you dwell on the negative, your work and every
aspect of your life will be negative. You must choose instead to see your work in a
positive way and take pride in your contributions to the larger effort.

We feel strongly about maintaining a positive attitude. One sour, negative attitude
can ruin the workplace for all of us. Our members don't need it and we don't need it.

So, we say with deep conviction,

"BE OF GOOD CHEER OR DON'T BE HERE!"
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Review I

Give two of the purposes of this training manual?
1.

What are your responsibilities regarding this training material?
L.

Should you be sick and unable to come to work, what should you do?

What is the prescribed uniform for your position?

List three "Do's and Don'ts" regarding your dress?
1.

2.

3.

What phrase summarizes the Club's feelings about employee attitude?

© 2009 - Ed Rehkopf



Beverage Cart Attendant

Information and Expectations

Your Supervisor

Each Club employee comes under the direct control of a Supervisor. He or she, in turn,
answers directly to a Department Head who reports to the General Manager. Your
Supervisor is an important link in the management chain and is responsible for the daily
work of your team.

Your Supervisor is responsible for training you in the proper way to do your job and
ensuring that your work is completed according to our quality and performance
standards.

A major responsibility of every Supervisor is to provide you with the assistance and
support you need to do your job properly. If you have a question about any aspect of
your work or you need help, see your Supervisor. We only ask you to remember that
your Supervisor is a busy person with many responsibilities. Please show courtesy and
understanding by approaching him or her at an appropriate and convenient time.

In the absence of your Supervisor, the duty manager or other assigned supervisor
assumes direction of your operation.

Food and Beverage Standards

All food and beverage items served in the Club are prepared and presented according
to well-defined and pre-established standards.

The purpose and benefit of standardization is consistency. All food service employees
are expected to familiarize themselves with and consistently meet those standards.
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Beverage Cart Attendant

Responsible Beverage Service

Serving alcohol is a privilege that is granted by the State of North Carolina. Along
with this privilege comes the duty to operate our business in a responsible manner.
Abuse or neglect of this privilege could jeopardize public safety and cause
considerable liability to both the Club and you personally.

You are required to refuse service or cease serving an intoxicated member. Signs that
a person may be intoxicated include the following recognizable behavioral
characteristics:

e Slurred or thick-tongued speech.
e TInability to focus eyes.
e Glassy, bloodshot eyes.
e Strong smell of alcohol on breath.

e A change in behavior such as impulsive aggression or loss of inhibition, becoming
more/less talkative, or alternating silent/loud voice.

e Change in color of facial skin - turning pale or flushed.

e Loss of physical motor skills - staggering or stumbling when walking or spilling
drinks or food.

e Use of abusive language, questioning your performance, speaking profanity, or
bragging.

e Exaggerated emotional outbursts - crying or loud laughing.

e A blank or dazed facial expression.

© 2009 - Ed Rehkopf 13



Beverage Cart Attendant

Equipment, Tools, & Supplies

The Beverage Cart is your primary piece of equipment. Check it out from the Cart
Barn. Take care of it.

Make sure it:
e Iscleanand presentable. Hose off and wipe down as necessary.

e Has enough gas - at least a half a tank. If not, drive the cart to the Golf Course
Maintenance Compound (between the 15 and 10™ tees) and fill up the cart.

e Inagood state of repair. Report any perceived problems to your Supervisor.

Get a radio from the Turn House. Test it fo ensure you have clear communication with
Pro Shop.

You must have all necessary supplies. If you do not have any of the following, see your
Supervisor:

Several working pens for members to sign charge slips.

e A small clipboard upon which charge slips will be presented to members for
signhature.

e Charge slips.
e Alarge clipboard for tee sheet, Time of Play Chart, and other papers.
e A Beverage Cart Daily Sales Sheet, Form 407.

e Sunscreen, if sunny.

© 2009 - Ed Rehkopf 16



Beverage Cart Attendant

Getting Started

Arrive on time and in proper attire. Punch in at the Cart Barn.
Get Beverage Cart. Check gas.

Drive to Turn House. Park cart on right side of concrete apron, ensuring that you do
not block access to the rest rooms.

Draw inventory from Turn House Attendant. The Turn House Attendant is responsible
for keeping track of all issues, reissues, and returns on a Beverage Cart Issue Sheet,
Form 406. At the end of the day, your Beverage Cart Daily Sales Sheet will be
compared to the Issue Sheet.

Ice up cart. Use ice scoop. Place scoop in the scoop slot in the ice bin when not in use.

Make sure you have a least 50 blank charge slips. If not, draw additional slips from
Turn House.

Weather related items:

e When temperatures are forecasted for 60 degrees or below, fill air pots with
coffee and hot water for tea. Also, stock creamer, sugar, stirrers, coffee cups,
and lids for hot beverage service. These items are available at the Turn House.

e When temperatures are forecasted for 85 degrees or more, stock rolled towels in
cooler of iced water. Extra towels are available at the Cart Barn.

Make sure you have a fresh menu on a clipboard fo present to members. If dog-eared,
dirty, or otherwise unsightly, replace menu with new one. Extra copies of the Beverage
Cart menu are kept at the Turn House.

Call Pro Shop on radio and inform them that you are heading out on the course.

© 2009 - Ed Rehkopf 19



Beverage Cart Attendant

Breaks and Resupply

If you need to use the rest rooms while working, you may use those on the course or at
the Turn House but wait until golfers pass the rest stops so as not to interfere with
members' use of rest rooms.

Return to Turn House to restock as necessary.

After each complete round of the course, you may take a 10-minute break at the Turn
House. Please do not sit at the tables on the service side of the Turn House, as these
are reserved for members' use.

You are entitled o an employee meal during your shift. Please return to the Turn
House to consume your meal. Your Supervisor will explain the employee meal policy to
you.

© 2009 - Ed Rehkopf 22



Beverage Cart Attendant

Recording Sales

The Club does not accept cash. All purchases from the Beverage Cart must be by
member charge.

All items sold must be recorded on a charge slip. Avoid letting members and guest
reach info the cart for the items they want. This may not always be possible, but you
are responsible for accurately recording sales, and it can be difficult to keep track if
they are grabbing for things.

Members and their guests are required to sign a charge slip for all items purchased
from the Beverage Cart.

A 15% service charge and 6% sales tax are added to the price of each item on the
cart.

You are responsible for all your sales. You do this by tracking all items sold on your
Beverage Cart Daily Sales Sheet. At the end of the day, you are further responsible
for entering all sales into the point-of-sale computer at the Turn House.

Both the Inventory Issue Sheet and Daily Sales Sheet will be compared by your
Supervisor to ensure accuracy and accountability.
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Beverage Cart Attendant

Member Service

You may not under any circumstances solicit tips. If you do, you will be discharged.
However, if insisted upon by the member or guest after you have first refused, you
may graciously accept a tip offered to you.

Get out of the cart when anyone approaches. Do not remain seated when speaking to a
member or guest. Do not let approaching members see you slouched on the seat with
your feet up.

Be cheerful, upbeat, and friendly to everyone at all times.

Speak to members. Be engaging. Develop your own "patter” or phrases that you're
comfortable with in speaking to members. For example:

e "Good afternoon, gentlemen! What may I get you?"
e "It's hot today! How about some iced water?”
e "I've got some hot coffee to warm you up on this chilly morning!”

Cheerfully greet any players. If you know their name, greet them as Mr. Smith or Mrs.
Jones, etc. Refer to the copy of the Tee Sheet to help recognize members by name.

Be prepared to tell them what you have on the cart. This means that you need to keep
track of your inventory. Don't ever be in a position of offering a brand and then
apologizing because you're out of it.

When they sign a charge slip, make sure you can read their name. If you can't, ask
them politely to tell you their name. Once you associate a name with a face, try to
remember the name in the future. Print the member's name on the charge slip.
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Beverage Cart Attendant

Golf Etiquette

Practice good golf etiquette when driving the cart.

e Stop for groups who are hitting the ball. Always stop a good distance away and stay
out of the line of any shot. Avoid being in the field of vision of players who are
hitting the ball as this may distract them during their swing.

e Allow your engine to shut off when players are hitting. The noise may also prove to
be a distraction.

e Do not talk if players are hitting or putting. If asked a question by a member while
others are hitting, answer quietly so as not to disturb play.

e Pay attention. Be knowledgeable. Be prepared to answer any questions a member or
guest may have.

© 2009 - Ed Rehkopf 30



Beverage Cart Attendant

Special Touches

There are some small, yet special touches that demonstrate your commitment to
service. This list is by no means all-inclusive and we welcome your ideas on ways to
provide other "special touches.”

e Use a clean towel to wipe of f beverage cans before giving them o members.

o If players look hot or tired, offer them a wet fowel. Wring excessive water out of
towel before handing it to them.

e If youare out of aproduct that a member wants, make a point of getting some of
that product the next time you pass the Turn House. When you see the member
again, inform him or her that you now have the requested item.

e If appropriate, offer your umbrella to a member who does not have one. You can
get it back later.

e If aplayer hits ashot into the woods and you see where it went, wait there and
point it out for him or her. This is important as you will be asked frequently if you
saw where someone's ball went.

e If you find a golf club on the course, backtrack to see if anyone in the previous few
groups lost a club. If you cannot find the owner, call the Pro Shop to tell them you
found a club, on which hole it was found, and what make of club it is. Turn the club
into the Pro Shop the next time you pass by.

e Be creative in trying to meet special requests. Call the Pro Shop or your Supervisor
for help, if necessary.
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Appendix A - Sample Daily Sales Sheet

Private Club Performance Management

Beverage Cart Daily Sales Sheet

Date: October 7, 1999 Start Time: 9:30
Day of Week: Thursday End Time: 6:00 ‘
Total Time: 8.5
Tick Units Sales Total Variance fm
Item Marks Sold Price Sales Issue Sheet
1|Lemonade I 3 1.00 3.00 1
2|Water [TIIN 11 7 1.00 7.00 2
3|Gator, LL [T\ 6 2.00 12.00 3
4|  Citrus I 3 2.00 6.00 4
5| Kiwi [111 4 2.00 8.00 5
6] Riptide | 1 2.00 2.00 6
7|Coke [TI\ 5 1.00 5.00 7
8|Diet Coke [T\ 6 1.00 6.00 8
9|Pepsi 11 4 1.00 4.00 9
10[Diet Pepsi I 2 1.00 2.00 10
11|Tea | 1 1.00 1.00 11
12|Sprite 1l 2 1.00 2.00 12
13|Mr. Pibb [ 2 1.00 2.00 13
14|Bud [N 6 2.50 15.00 14
15|Bud Ice [T\ 5 2.50 12.50 15
16|Bud Light PEEN THEN TN T 18 2.50 45.00 16
17|Miller Lite FEONTHEN TEEN RN THEN THEN 31 2.50 77.50 17
18|Coors Light [N T 7 2.50 17.50 18
19]Michelob Light [N TN T 12 2.50 30.00 19
20|Ice House |11 3 2.50 7.50 20
21|Heineken [N 7 3.50 24.50 21
22|Crackers [N 1] 7 1.00 7.00 22
23|BBQ I 2 1.00 2.00 23
24|Cheetos | 1 1.00 1.00 24
25|Pretzels [11] 4 1.00 4.00 25
26|Peanuts | 1 0.50 0.50 26
27|Snickers I 3 1.00 3.00 27
28|Milky Way 1.00 0.00 28
29| Twix | 1 1.00 1.00 29
30|Fruitopia, G | 1 1.75 1.75 30
31|Fruitopia, R 1.75 0.00 31
32|Max Bar, R 1.00 0.00 32
33|Max Bar, Peanut 1l 2 1.00 2.00 33
34|Ruffles | 1 11.00 11.00 34
35|Doritos | 1 1.00 1.00 35
Total SalesW
Sales Per Hour (Total Sales/Total Time)m
Comments/Requests/Problems: ~ Comment on out-of-date snack items.
Cart Attendant's Name: Shirisy Smith Date: 10/7/99
Form 407 Effective: 6/30/99
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