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: Preface

“This Server's Guide and the accompanying Hainer's Guide provide infarmation that blends useful skils, lega and social
responsibilities and best practives in order to achieve a responsibie service of alcohal within the hospitality and retail
industrigs, With the help of these guides, users will come to knaw the law and their legat responsibilities, pramete
sactal responsibility to communities in which they operate and suppart best prectices within their professions.

Al members of staft within the hospitatity and retail industries need ta appreciate and understand their responsibilities
relating to alcohal, know how alcohol aifects the body and be aware of the benefits and risks associated with alcohal
consumption. These guides are an initial step on the path to learning. They put toals in the hands of practitioners and
palicy-makers to haip thern understand their important role in ensuring the responsible service of alcahal.

Brett Bivans, international Center for Aleohal Policies

The aim of this guide is to cover the basic laws and responsibilities required of staff serving alcohol, This may be
an on-license environment, where the alcohol is sold and the customer drinks it in the place where it was bought, or
ar officense one, where the alcohol is sold and the customer takes it away Lo drink elsewhere.

It wilt af course be of relevance for others wha come into contact with alcoha! as part of their waork in the hosprality
of retaif industries.
Thravghout this guide, you will see the symba .%‘4 %q . This indicates you will have to find out the rules ar laws

relating to your country or workplace.

Another syinbo! # for best practice, This information is aimed at managers 1o give quidance on running a
premises.

Selling alsohol raquires many skills and involves legal responsibilities - that is, the things you have 1o do as part at
your job in arder to comply with the laws. You also need 1o be aware of your social responsibilities - thal is, the
things you should do 10 run a good business and have a positive Impact Gn your comtruniy.

In serving aicohal, there are several different aspects to your job:

@10 be 5 "police officer” ensuring no one breaks any kaws

2 10 be 4 sales person knowledgeable about your products

& (o be a cleaner making sure pramises are clean and ticy

& to he a good host helping to create a5 friendly atmosphere

& 10 be a safety officer thinking about the well being of customers and reducing any risks

The theme of this workbook is the “responsible service of aicahol”, but what does this mean?

Alcohol is mainly consumed responsibly but can cause harm if misused. 1t is therefare important t sell itin a way
that minimizes any potential harm, This means thinking shout wha you are selling to, how much you are salling, and
the weill being of the customer, Many countries have adopted laws to help make things dearer. There is &lso a lot of
astablished good practice that you can put in place,

Acknowledgements: This guide was drafied by a team (e Algohl Facs Seotland's SenvaWise program under contract o 1he leaermationd] Center for Alcoiol Polices (CAPY
and the Eurepedn Forunt for Respensitie Drinking EFRDY. Sereelvise is the largest prosader of sicial responsinility training for tha teansed trade in Sootiand. 1 works with a
widw varigty of stakehaldars inchiting foensiig board members, selicitors, licensed frade organizations, palice, alcahol sction teams and training providers, such a5 local eofloges
af furthee education and private training orqanizations, M deattiog wsm included Linda Bowie (ServeWise Mangger), Joante Worrdh {(SarvelWise Training and Infommation
Otficery ant’ tMaiy Ellmess (Naticad ServeWise Manager). This guidle and the accompanying guide for Trainers wers pesreviawed by Im Petors (Respansible Huspitality institute,
USA} and Rob Fichedrz (Horeca Braache Instituw, Metherznds).
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Section 1: Licensing Law

Licensing law is the set of legal rules governing the sale of alcohol in a ¢iven jurisdiction. It usually defines
who can sell alcohol, when, where and to whom, Generally the undarlying purpase of licensing law is ta
act as a protection against any potential harm ta public order or to public health. This is sometimey stated
in the law.

Commercial / Noncommarcial Alcohol

Licensing laws generally apply in all situations where alcohel 5 sofd ar distributed. Alcohal can be produced
cornmercially or nancornmercially,

Commarcially-produced alcohal includes all the well known drinks and brands, many of which are available
warldwide, as well as nationally or locally produced drinks.

Nancammerdially-produced alcobol inciudes distilled spirits such as Russian samogon, Brazilian cacha, Tanzanian
qongo, Zambian kachasu and Hungarian palinka. it aso includss beer drinks such as banan or sarghum beer or
Mexican pulgue made lrom Algave juice. Homne-produced wine is a common and traditional form of noncommercial
aleohol.

Whilst many of these drinks are produced to high guality, serious health probiems have also been associated with
noncommercial baverages, as controlling the alcahel content and ersuring the purity of the product can he difficuilt.

License to Sell

Most countries that have restrictions on who can buy aleohol, will also have restrictions on who can do the selling.
In order ta sell alcehal, you may have to abtain a permit or license.

The license may simply parmit you to sell alcohol (as in parts of Africa) or it may be extremely detailed (s in most of
Eurape and North Americs). For example, In Scotland, there are different types of license depending on what type of
sales you wish 1o do and from what environment. Thus, a restavrant license allows you to sell alcahol in & premises
where people are sitting down to & mea! and where alcohol accompanies a maal,

E@@q Find aut what your country's laws are regarcing the sale of alcohal, Such infarmation is provided by relevant
S government bodies (such as the heensing authority, trade or comimerce department or health ministry).

 Permiited Hours

Where a license is needed, there are often restrictions on the tlimes you can sell alcohol. # is ifegal to sell alcohal
outside the hours specified by faws.

The hiours may differ depending on the lype of kicense you have, .., whether you are selling alcahol 1o drink on or
o¥f the premises or whether you are serving food to go with the alcohol.

F@U&ﬂ] Yau can find out what the laws are regarding the hours you can sell alcohnl from your manager or from a
L.‘_* relevant government cifice, sometimes called a Liquor Licensing Department,
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 Age & Alcohol

In rnost countries, it is forbidden to sell beverage alcohol o a person under a certain age. For example, this
threshald is 16 years in laly, 18 in Hungary and 21 in the Unied States.

sometimes, the minimum age differs depending on whether you are drinking the aicohol on the premises or buying
froms a shap. In Sweden, it's 18 in restaurants and 20 in shops; in Denmark, it's 18 in bars and restaurants, and 16 in
sheps.

in some countries, the permitted age changes depending on the strengti of the drink. In Finland, the legal age is 13
for buying drinks frorm shops with a raxiium of 22% alcahat by volume and 20 tor drinks stronger thar that,

in other gountries, the permitied age varies depending o whether or not the persan is accompanied by an aguit of
iegal drinking age, such as a parent or a spouse,

The feqal age is set because alcohol can be very dangerous to the young. This s bacausa they generally lack the
experience of dealing with alcohol and their internal organs haven't finished developing, so a small amount may
have a much larger effect than it does on adults,

In England alane, around 21,700 people are admitted 10 hospitsl each year with aicohat poisoning, with a high
proportion of them being young people.

If thare are restrictions on age relating to the sale of alcohol, then you must check the age of the person you are
serving. In most countries, siaff are able to do this by asking to see some identification that is natignally recognized.
However, in certain countries, such as Belgium and France, this can enly be checked by officials. In France, only
palice and public order representatives can request identification. If you are in deubt ahout someone’s age, you
must not serva them. How to handie refusing a custorer is covered in more detall in Section 4: Peaple Skills (see
page 24).

ﬂ@fﬁﬂ Find oul the mirtmum age when a person can legally buy alcohol in your couniry or locat area.
In sema countries, there are also age restrictions for the person selling the alcohol,

i

Find out the minimum age that vou must be to selt alcahol in your country or local area,

Other Duties / Offences

As semeane wha salis alochal, your may have many responsibilities apart from checking the age of the person you
are servisng.

Serving alcohol to a parson who is already intoxicated is an offence in most countries. Once drinkers have
consumed alcohol Lo a level that they are showing signs of intoxication, their normal judygement is impaired,
Tharaefore, it is up to the server, not the customers, to decide whether or not they should be served,

When is Someone Drunk?
It can he difficult to know when someone is drunk, and the amount of alcohol cansumed will vary between different
people. The law in Finfand uses the following to define drunkenness - “Persans who are behaving disturbingly or
are clearly intoxicated” . Another In Denmark statas, “You cannot serve a persan who is drunk i the persan is a
danger to himself or his surroundings”.
To uniderstard haw alcohol affects people, see Section 2: Alcohol (pages 8-14).
%@E Find out what the faws are refating to selling alcohel to a drenken person in your country or focal arga from

& 1) 1 i .

B YOUN mansger or focal licensing authority,

In order to comply with these laws, it may be necessary to refuse someone service. Even if it is not the law, it
is good practice to prevent drunkenrniess as it can resull in problems,
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Risks to Staff & Business
= Drunk customers are more difficult to deal with

= More mass {0 clear up (spillages, breakages, vamit, ete.)

+ More disorder, issues may escalate into aggression and violence more yuickly

L]

Staff mare at risk for harm

a

Increasad costs to premises of replacing fixtures and fittings

o

Increased staffing costs — need more staff to deal with disarder, likely 1o have a highar staff turnover

-

Premises gets a reputstion that in turn attracts mare rowdy paonle and putls better behaved customers off
e Extra visits from the police, which puts license at risk
Risks to Customers

s Drunk customers are more at risk than soher individuals when returning home, whethar driving, walking or using
public transport - as they are most vuinerable to attacks or having an accident,

100% -
80% A
As drunkenness affects balance, judgement and

60% semetimes the state of mind, there are many

0 accidents and crimes where alcohol is a contributory
40% 1 faclor. These include 50% of fire deaths in the UK
20% - and 70% of domestic viclence in Uganda,

O T T 1 ¥

UK Uganda

- Drugs

it ts nat enly alcohol that is regulated by laws regarding its sale and consumption; drugs may also have legal
obligations. in many countries, these are somatimes found fegally or illegally in places that sell sicohal, Let us laok at
a Tew in detail;

Tohacco ~ some countries have a ban or laws in place that prevent smoking in certain places and many only
allow sale of tobaceo to persons over a certain age. In Ireland, it is Nlegal to smoke in an enclosed public area or
workplace such as a bar or a restaurant.

Cannabis - the laws surrounding this drug can vary from it being legalized in some establishments (23 in the
Netharlands), 1o it being totally ilegal and resulting in crirninal offence (as in Fintand).

Cocaine, Heroin, Ecstasy, ete. - Again, there will probably be laws surrounding these drugs’ use and sale. Many
astablishments selling alcohal also have legat respansibility to ensure that these drugs are not available or being used
on the premises. Failure to comply may risk losing the license to operate. Make sure you are aware of the signs that
someone is using drugs such as these and report any suspicions to your employer.

% Server's Guide
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What Happens if You Break a Law?

In the coontries where it is illegal to sell alcohal to individuals under a certain age, there is likely to be a fine and, in
some cases (as in Belgium), a prison sentence associatod with breaking this law. It can also result in the loss of the
license 1 sell alcohol (as in Sweden).

similarly, in countries where it is dllegal to serve an intoxicated person, breaking this law could result in fines,
warhings, loss of license or imprisonment.

Consequences of Selling to Underage Persons

Country Consequehcos

_.:\:rb-;rl:: ‘‘‘‘‘‘‘‘‘‘‘‘‘‘ Fine of araund 2,200 -
Czech Ropublic Fines to sellar Ean?.‘l eriminad CONSEQUERCES

E;!oma " fine & withdrawat of license and other“;.ancticuns depending on infringement (..., T;t or

and offence)

Finland A writterr warning, o restiction to license limiting the service hours. Withdrawal of license
ferr a certain time or permanently, fines, prisan up to 2 years

Gennany Fines & loss of license

lreland On canviction, the couris must impose the following: 13t offence - a fine of €1270 and
closure of premises fur up ta 7 days. 2nd and subsequent offences « € 1905 fins plus

closure of premises for 30 days. A license is lost when the establishment has 3 citations.
Once licanse is lost, a premises can never again be licenser)

[taby fprisemment up to t year

Metherlards fines [
Spain h fnes

Switrerkand - Fines and Joss of license for & limited nme

England B Weles Fing of £1,000

Depending an the country and the drcumstances, these conseguences can falf on the server, tha license halder or
both.

I order 1o prave that you are complying with the laws, it is good practice to keep records to show what
systems you have in place:

e} 1- Training and Training Records
Itis good practice for employers to show that staff have been made aware of the laws through training and by
asking staff 1 sign 1o show they have understood these laws, or to sit an exarn to prove their understanding.

Servers Guide 6
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2. Incident Diary

Itis good practice te record any incidents that happen, such as argurnents or fights, so that any problerms can
be identified to prevent them fram occurring again. It also gives an acourate picture for company
cormmunicalion and passing on 1o any authorities that may need details,

The current diary should be kept in a handy place where everyone knows where to find it Old records should
be filed for possible use in any legal actions that may follow.

3. Refusals Book

This is & book where you recard wher you have to refuse service becsuse customars are underage, drunk, £tc.
This record hook is then sigred by the manager and shows you are ahiding by the laws, It also heips to bulld a
picture of any problem patterns.

4. Age Policies

ft is often seen a3 “not doing enatigh” to just ask those who ook underage for identification as you may

miss some people. Where the legal age is 18, many countries meke it good practice 10 check the 1D of all
custemars wha laok under 21 years of age, 50 there is at least & 3-year age “buffer”. Same countries use 5- to
10-year buffers as the safe policy when checking age. This ensures that underage Individuals are not served in
error on account of them laoking alder than their age.

i

Sumimary / Action Points

1. Find aut what the law says about who can sell alcobol in your country or tocal ares

2. Find aut what the legal selling hours are for your particular place of wark

3. Find out what the age restrictions are in your country with regard to alcohol sales
Finc out what the taws are with regard 1o selling alcobol to an intexicated person

a4
5. Fnd out what the laws are regarding the sale and use of tobaceo, cannabis and other drugs
6. Find out what the punishment is i you break a licensing law

7

Ask your collzagues or your employer about policies and systerns you have in your work
epvironment to show that you are ablding by the laws

Managers - look at your systermns and discuss with stafl any improvements that can be made ta
enhance your praventative measiras
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Section 2: Alcohol

n most countries, aleohol is so widely available that many people forget that it falls into the category of a
depressant drug. This does not mean that by dricking alcohol you wili fee! down or depressed. 1t does mean that it
tlepresses the brain's funcions. This, in turn, changes peaple’s bekavior. I is because of jis mind-altering properiies,
and ather potentially damaging effects on the body, when consumed irrespansibly, that alcohol can be quite 3
dangerous substance and why its sales are controlied.

If & crurk person continues drinking, it can have very seriaus effects. Automatic functions start 1o be affected
theart, fungs). This is known as alcobol poisaning and causes & person to lose consciousness. An URconscious PERrSOmn
can choke to death on his or her own vomit. A person can aiso die from acute alcohol paisoning - from having too
ruch alcohol in the bloodstream.

It is important 10 know the early symptoms of intoxication and o refuse t serve such customers well before they
bacorme obviously drunk.

As alcohal worsens the physical and mental functioning, the more individuals drirk, the less lixely they are to be able
10 make decisions about their own well being. This is why it is up to the server 10 decide who has had enaugh 1o
drink, not the drinking custamar,
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Alcohol & the Body

Aleahol 15 made of very small molecules, and these are absorbed into the bicod. Normally, this takes place in the
smalt intestine, but, in theory, if you ware to fill your mouth with, far example, a nip of whisky without swatlowing
it, the alcohol would stifl be absorbed into your hlaod through the fining of your mauth. Cell membranes are trigghily
parmeable to alcohel, 50, once alcohol is in the bloodstream, it can diffuse into nearly evary tissue of the body. This
means that misuse of alcohal can damage many differant organs i the body.

Normally, alcehal is swaliowed and goes down Lo the stomach, The stomach breaks down food and drink before
passing it 1o e small intestine. If thare is no food in the stomach, then the alcohal passes mare quickly into the
small intestine from where it is absorbad into the blood. The alcoho! circulates around the body (n the Blood) until it
reaches the bram. This takes approximately 5 minutes. When the alcohol reaches the brain, it begins to depress the
functions of the brain, starting with the part of the brain that contrals inhibitions and judgemsnt.

If there is foed in the stomach, alcobol will mix with the foat before passing to the small intestine, [t is this mixing
with the fand that slows down the aleohol being absorbad inio the blood. Note that the pracess is only siowed
down - not stopped. Eventually, all of the alcohel consumed will be absorbed into the hivad and will trave! around
the body, affecting ather bady functioning.

Aleohol reaches the liver in approximately 20 minutes. The liver processes the alcohol — breaking # down and
reutralizing it, then removing it from the body. in general, the liver breaks down sicohol at the rate of around 8
grams ol alcohoi per hour, See page 12 for help in calculating the number of grams of alcohol in any drink.

The amount of alcohal in the bloed is determined by the quantity and type of alcohol consumed, the speed of
drinking, whather or not thers is foad in the stornach and a variety of other factors. The immeddiate effects of
drinking depend upan the amaunt of alcahal in the bloodstream - the blood alcohol concentration (BAC). BAC
varies according to a parson’s sex, weight, body composition and speed of drinking. Women tend to have a slightly
higher BAC, than men after drinking the same amount because they have less body fluid to dilute the alcahol.

A small amaunt of aicohol {less than 10%) i« eliminated from the body in urine, breath and swear. The rest is
cxidized - this means, like food, it combines with oxygen in the blood to release heat, energy or calaries, However,
although alcohol has some autritional value, it is of poor quality Decause it lacks vitarning, proteins and other
nutrients. Also, unlike food, alcoho! is metabolized almaost exclusively by the liver. This means that the liver is ona
of the first parts of the body to suffer the harmiul effects of heavy drinking. The diagram on the next page icoks at
alcohals passage through the hody
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How Alcohol Leaves the Body How Alcohol Enters the Body

Alconhol reaches brain
through bloodstream
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Expired air bloodstream through

. //stomach walls
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Parsgiration
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. bloodstream thraugh
smail intestine
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Liver
Liver begins to remove
alcohol from the Glood

2- 4%
Kidneys

Urine
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Strength of Drinks

The strength of alcehol drinks varies. Ever within a given sector, there is considerable vartation across differant
drinks. For example, beer can range from about 2% to aboul 9% alcohal by volume (ABV). In addition, many drinks
are rmixed with saft drinks or water, In order to make measurement as uniform as possible, the agreed convention
Tor standardizing drinks is grams of pure sleohol (ethanal}, What itmeans in practice is that a “standard® drink will
always contain a given amount of pure alcohol, regardiess of whether it is beer, wine or distilled spirits.

It is usefud for consumers 1o be able to assess "lowerisk levels of consumption”. However, differant countries have
ditferant standard drink imeasures, generally ranging from $g to 14y, and same countries don't have such a thing as
a “standard drink”.

Having an understanding of the risks and benefits potentially associated with alcohot consumption is an important
tool for preventing harm. Guidelines can provide people with 2 scund basis for making decisions abaut their
drinking and aliow them to change their drinking patterns as appropriate.

Official guidelines on alcohal consumption are genarally produced by relevant government departrments (a
ministry of health or cther department responsible for alcohol issues). Find aut what they are for your country.
Other guidelines may afso exist, such as those given by medical associations.

Some countries have attermypled to introduce measures 10 allow a better estimate of the number of standard drinks in a
beverage, In the UK, for example, alcohol producers have made a voluntary decision 1o specify the number of UK units
in a beverage, where 1 unitis equal 10 8 grams of pure alcohal.

wAn understanding of the risks and benefits potentially associated
with alcohol consumption is an important tool for preventing harm.

11 Seever's Guids:
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You cannot presume that each drink, be it a prepackaged hottle of beer, 2 standard glass of wine or a measured
spirtt, is a standard drink. The calculator below aliows you o geuge how many grams of pure alcohol are in a drink
if yal know the amaunt of drink in méliliters (ml) and the strength of the drink in alcohol by voilume (ABV}. Both are
normally stated somewhere on the label or packaging, the latter usually expressed a3 a percentage. Alternatively,
you can calculate this yourself:

{ Amount of drink (mi) X Strength of drink (ABV) } X8

1600
Drlnk - Amount of pure alcohal(y)
1 Imperial pint {568} of lager («1%ABV) 18.2
A75mib botdle of flavored alcohol beverage (5% AB\;; fffff 1
330m] bottle of premxum lagmw(v;“/u AV} 13.2
Whisky (35ml mwasure, 0% ABV) and cola " II 2
Vadka of gin (25mf maasure, 37. 5% ABV) ant 1opic 15 o
Glass {175mi} of wine (12% ABV) ” oy 1
Vermouth (50ml measure, $5% ABVY) and lemonade G

[tis important that vou offer 2 good range of drinks, including some of lower strength or alcoho!-free, ina
range of sizes,

+ Pauring Measures

50 that people can keep accaunt of what they are drinking, it is best practice to use standard measures for pouring
drinks.

Seme countries have made this law, as in the UK where the law states that a sigh has 1o be displayed stating the size
of measure for wine and the spirits (vodka, gin, whisky and rum). In the UK, wine has to be sald in glasses 125mi,
175ml or muitiples of these, znd the Tour spirits mentioned have to be sold in sithar 25ml or 35mi and multipies of
these,

L% Pounnq measures may differ depending on what drink you are serving, Find out wiat the laws are in your
== cauntry by contacting yous local government department deating with Wrading standards or licensing issues.

The Permitted Measures

Some countries may have laws governing the type of promotions you can offer. Certainly, in most countries i
5 not goad practice 10 nun promalions that encourage people to dink @ ot of alcobol in a shart space of
time, since this can encourage drunkenness and all its associated problems.

%%% Find out if there are any laws or good practices relating to promations in your eauntry.

Servers Guide 12



Drinking and Driving

Mast countries have faws about drinking and driving. In those that da, this varies from 0.00% BAC (“zero
loleranee ™}, as in Hungary and the Czech Repubiic, to 0.02%, a5 in Norway and Sweden, and to 0.08%., asin
Canada, New Zealsnd, the UK and the USA. Where there is a set limit, breathalyzers and biood samples are used 10
calculate the concentration, but somelimes physical tests are conducted initially to assess the feval of intoxication,
such as "walking in a straight fing” in some States in the USA.

ﬁ@@‘q Find cut what the laws are in your country with regare to drinking and driving by contacting your local
4= government department dealing with traffic offences.

There is no dispute that alcohol aFfects a parson's ability to drive. In fact, the body beging to be adversely affected
from around 0.02% BAC (sometimes expressed as 20mg per 100m| of blosd.) Many people ask, "How much can |
safely drink and suil drive?”

it 15 impossible 1o say that a certain number of grams of alcohol or 3 certain number of drinks will keep you below
a government set imit or ensure your driving is safe. As we've already seen, the amount of alcohal in your blood
depends on age, sex, size, whal you've eaten and many more factors. This means it is impossible 1o predict the
exact effact and therefore the only truly “safe” jevel is not ta drink aicohal al all when driving,

If & customer who ray be driving is served intaxicating amounts of alcohol, servers in some countries (eg.,in
some States of the USA) may face legal responsibifity i the person has a car accident and is found to be drunt,
This is known as “server liability”, Even if this is not the case in your country, we all have a social responsibility,
This is why it is important 1o let the drivers know the facts and offer them an alcohol-free or low-atoohal
alternatives. Other goad practices include placing details of local taxi services or bus timetables on display ard
disiributing materials of any designated driver schemgs.

Sobering Up

Ask anyone how to sober up or get rid of the alcohol fram the body, and people give a variety of answers, However,
rost of this advice is incorrect and some can cause more harm, Let us look at a faw:

Lrink coffer @ wrong - coffee containg caffeine {which is a stimuiant) and mixing it with alcohal (whick i &
depressant} can have harmifuf side effects.

Drink water &  wrong - although this may help rehydrate the body, drinking water has no effect on getting rid
of the alcohol.

Be sick /vamit & wrong — this will only get rid of the alcohiol in the stomach and, as aicohol is guickly absorbed
into the bloodstream, this won't help.

Atap drinking and wait @ RIGHT - there is nothing you can do but wait for your liver 1o process the alcohol ogt of
your body. It takes around 20 minutes from when you first start drinking for the liver to start to process alcohal out
of the body. The liver then processes this alcohol at a steady rate of around &g per hour,

The best way 1o avoid drunkenness is for individuals to “pace” themiselves - that is, grink at a rate no faster than the
bady can break down the alcohol,
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Alcohol & Lifestyle

Depending an the culture of your country, the proportion of drinkers in the aduil population will vary. I some
countries, 1t is as high as over 30%. Drinking tends 1o be associated with good tmes like parties, events and
celebrations and s aften used as a “release”, for example at the end of & hard week at work, If consumed in
mioderation, at the right time and place, alcohol can be compatible with a healthy lifestyle. However, people who tend
10 drink too much, either binge drinking or over consuming, are at greater risk of developing health and other problems.

We have already covered some of the short-term effects of problem drinking, which include the possibility of alcohol
poisnning, a5 well as a high nsk of being involved in an accident or a ¢rime. There are also many long-term effects,
frarticularly on health,

When the liver has had to deal with too much aleohol, liver damage may result, ranging from fatty deposits and
inflarnmation to cirrhosis, leaving permanent damage. Excessive consumption also has a corosive impact on
the linings of the stemach and oesophagus, causing gastritis, uleers and reflux; it may also damage the pancreas.
Drinking more than 80y at & time is linked with a significant rise in biood pressure, which increases the risk of
heart attack or stroke. In fact, alcoha! can affect slmost all parts of the hody adversely whan taken in excess of the
recemmended ouidelines,

The Good News

I contrast, there are some reported health benafits associated with fow to moderate levels of deinking that is at or
below the guidance levels. Alcohal can be a protective factor for the heart, but only al these low lavels, Mdditionally,
ta date, this effect has anly been shawn for people over the age of 40.

‘:3 A e ISEANLAS L r T
i
¢ Summary / Action Points
q 1.Be aware of the early signs of intoxication. Liscuss with other staff and / or your manager what {
B signs would mean you would say no Lo serving a customer 5
i i
il ‘ o i
7 2.Find out what the official recommended alcohot consumption guidelines are for your country §
[ ¥
Iy &
3 3. Calculate how many grams of alcohol are there in 3 or 4 of the most papular types of drinks you i
; regularly serve in your job §
i |
\r{‘ \ . . ) ) ) /\A
g 4. Find cut what the laws in your country say with regard to measuring drinks before you serve them, i;
4 ) _ _ : £
i if there are no laws, is there best practice? i
§ 5. Find out what 1he faws in your country are with regard to drinking and driving 3
i i1
i _ _ \‘
* F) P-Managers - review the range of products you stock and the information ahout each of them, so that 1
i customers ¢an make sensible, informed choices '
g 7. If you don't alresdy do so, display information in the way of pesters ar other materials Lo discourage :
i drinking and driving i
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Section 3: Creating the Right Atmosphere

The atmosphere Is the general mood or feeling of a place. It beging to affect the customers from the moment they
come in and can influence the way they drink and their ongoing behavior,

Fart of creating the right atmosphere is about encouraging people Lo behave in a manner that is in keeping wilh the
style of your premises. Yo do this, you must set standars.

Drinking behaviar depends on three different factors:

The drink
e the amount and strength of alcohol

The drinker
» the characteristics of the person drinking the alcohol
and his ar her state of mind and personal circumstances

The environment
» the atmosphere and prevailing rules of the
establishment where the drinking is taking place

Removing or changing any ene of these factars will alter the drinking behavior, For exarple, a person's behavior at
a fing restaurant is likely 1o be very different from that persor's behavior while watching a sporis game at a bar. The
environitient has changed, even though exactly the same amount was drank in both drcumstances,

Or the same person's behavior watching a sports game in the bar will change with the amaunt of alcahol he o
she consumes. Customers are lkely to behave differsnily i they were rot drinking at all (perhaps because they're
deiving) comparad to iF they did have drinks with a group of friends.

The manager and staff are in a position to control or influence at least twe of the three factors above: the amount
and type of drink served and, in particular, the environment. The tayout of the premises, whether there are mare
pecpie sitting or standing, the fighting and the music are all things that create the drinking environment.

For instance, there is gvidence 1o suggest that vertical drinking (i.e., where peopie sland) promates more rapid
drinking than when people are seated. Certainly, the ervirnnment that you set can influence whether the customer
is more likely to drink in a relaxed, social way or in an aggressive of competitive way.

15 Server's Guide



Respaonsible Service
nf Aleghol
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Protective and Risk Factors in Bars

Research carred oul in Scotland in 2005 examined the faclors associated with aicohol-related problems in licersed
premises, such &% drunkenness and violence.

The findirgs were in line with a number of other studies (e.g., in Canada, USA, Australia and New Zeatand). The
study found that there is a range of factors that protect against problems in a premises, and that there is a range
of factors that increase thern. No one factor by itself causes or can eliminate vialence, but having & range of the
pratective factors and making sure there are as few risk factars as possible mean the likelihood of problems is much
reduced,

Protective Factors:

» Lack of congestion, not ovarly crowded

Inappropriate persons (e.g., intoxicated or underage) being refused entry or refused service
+ Good standards of cleanliness and housekeeping
o Friendly staff

L]

Qulick and efficient service

Cadling last orders in plenty of time

Menaging the exit of patrons

Monitering patrons, theluding at entry, the bar and the axit

-3

Pramation of food (full meals and snacks)

L

Higher percentage of customers sitting

L]

Staff trained in responsible service

Good range of reasonably priced soft drinks

+ Good communication between staff

All these factors encourage relaxed, social drinking,

art of creating the right atmosphere is about encouraging
people to behave in a manner that suits your premises. To do
this, you must set standards::

Servor's Guide 18
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sk Factors:

Unsupervised pool tables

TV showing aggressive, offensive, sexual or intoxication-related images
Music with a lot of offensive or sexually explich words

Congestion anywhere in the premises (at the door, bar, stairs, toilets, dance floor, et
Higher percentage of customers standing

Prunk or underage persons allowed in and served

Vormiting '

Rrug dealing ar drug use

Drunk customers in the premises

Staff being hostile or aggressive tawards patrons

Staft allowing aggression or watching conilict

Staff sending people autside 1o fight

Late intervention in situations by staff

Patrans served double at closing time or served after closing tirme
Smokiness and/or fack of ventitation

High level of noise and movemant

tack of bar wiping, table dearing, toilet cleantiness

Openly sexual or sexvally competitive activity (sueh as “puiting”)

in-hause promotion or entertainment focusing on aleehol and “sexy danding

summary, premises that have high standards, are dean and tidy and can control the negative behavior of their

chentals are tnore likely to have a good atmosphere and prevent problermns.

Ha
understand when and to whom you can sell alcohol. One of the best ways to make this clear 1o everyone is to creste
a house or store policy poster

Maintaining Standards

ving worked your way through the previous sections, you wili aiready know it can be quits comphcated 1o

This will summarize to bath customers and staff when aleshol can be sold, who can purchase alcohal, what forms

of

age identification are acceptable, ete. An exarnple cars be found on the next page and tan be used as good

practice.
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Reapansible Service
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Use this templale as & model for making your own policy, personalized Tor your premises.
House / Store Policy

Nama of Fremises:

Addross;

Telephone Number;

Type of License:

Name of License Holder;

In this premises, iLis ilegal to serve alcatol to anyone under tha age of _ years,

if you look under . years of age, you will be asked for identification,

The foliowing types of (D are aceepted herg:

The hours we sell alcohal arg; Monday

Tuesday

Waetnesday

Thursciay

Fricksy

Saturday

Sunday

(amend to suit Incal law)
[t is &gainst the law for us t serve an inloxicated persan.

Persons who do not Behave in an orderly manner apprapriate to our business will be asked ta leave,

Prevention of Crirne & Disorder

A place that sells alcohat is alse part of the local community and therefore has certain social responsibilities. 10 some
countries, these issues have become so important that they are included in the law.

Preventing erime and disorder can cover many things trom: disordarly behavior to drink-driving end assault, You
firsily have 1o think about which behavior is mast likely to cause problems or is & crime in yaur country, city or area.

ﬁ“f{ Ask your Licansing Authority or chamber of commerce far information on asy partnerships with police or other
= commuinity services (garbage collzction, noise control) to ensure that you are fulfilling your community
F38) responsibilition.

Server's (uide 18



Section 4: People Skills

How many fmes have you been & custamer and samething has caused you to feel frustrated? Think back to how
you felt when you weren't served very quickly or when your meal was cofd, Many people choose the place they go
to purely on the attitude of the staff and the standard of sarvice,

Thinking abaut what your customers want and ensuring that the enviranment is safe and pleasant can go a long
way 1o Keeping vour customers happy and coming back.

As already mentioned, part of your role, aleng with complying with all the laws, is to provide excellent customer
service. This invalves several pspects;

The sales person — it is impariant vou know what products you setl and a title bit about each.

The cleaner — research has shown that peopla behave in a more orderly way in a tidy, clean premises. Mess can
also be 3 source of frustration « e.q., if a person comes to the bar and, when leaning on the counter, gets his or her
clothes wet or stained from spillages, i could cause complaints or conflict.

The host — many customers choose the premises they visit based on the atmosphere, the staff and the levels of
service. knowing what your regulars ke and taking an interest in their slories becorme part of service levels,

The safety officer — while serving and circulating around the premises, you should watch for unused glassware,
rubbish on tables, spillages, or bags blocking walkways and fire axits,

The police officer - this is probably the hardest part of your role. Sometimes, you will have 1o refuse service or ask
somaone 10 teave the prermises. This should always be done politely and calmly and never using force. We will look
at this in mare detail next.

+ Preventing Trouble

Seeing potential danger early and hopefully preventing it are always preferable to allowing a situation
to get out of hand, Depending on the layout of your place of work, you may be able to see the whole of
your premises from behind the bar / counter or you may have to work as part of & team and ensure you
theck around your pramises regolarly.
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Responsible Service

Skilled Servers

A skillful server will be able to work as part of a team to provide an eflicient service, which makes customers feel
naticed and welcome. This will inciude contributing 10 the good standards of a premises and craating the right
atmosphere, 56 customers are sware that bad behavior will not be tolerated,

servers will have to enforce their legal responsibilities and think about social responsibilities.

In refusal of service or conflict situations, you will need a lot of patience. Try to fearn from your mere experienced
colleagues and observe what they do and say in different situations, Practice also helps you 1o get it right. Reading
this informatian is a good first step, but putting it into practice and leaming from your successes and mistakes are
what this course is really about]

& Summary / Action Points
w T.Write down 3 key phrases you can use when refusing service to someons wha is underane c
2. Write down 3 key phrases you can use when refusing service 10 someone whao is drunk 1
~ ;
,' 3.5peak 1o friends and colleagues about their expenence of situations that have gotten out of hand and “
4 hew they dealt with them. Would you deal with them diferently now that you have read this guide? £
j 4. %et up an indident bock for your workplace or make sure you know where the current ane is kept
f
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