APPLICATION FOR BEER PERMIT
STATE OF TENNESSEE
CITY OF FRANKLIN

PURSUANT TO SECTION 8 CHAPTER 2 OF THE CODE OF THE CITY OF
FRANKLIN, TENNESSEE, AND THE REQUIREMENTS OF 57-5-101 ET. SEQ. OF THE
TENNESSEE CODE ANNOTATED, ] HEREBY MAKE APPLICATION FOR:

BRRNG

DATE PERMIT NEEDED

=t
A

I

ON PREMISES PERMIT

OFF PREMISES PERMIT

ON AND OFF PREMISES PERMIT

MANUFACTURER’S OR DISTRIBUTOR'S PERMIT
SPECIAL EVENTS PERMIT HOURS OF EVENT

PERMITS SHALL BE ISSUED TO THE QWNER OF THE BUSINESS,
WHETHER A PERSON, FIRM, CORPORATION, JOINT-STOCK COMPANY,
SYNDICATE, OR ASSOCIATION.

Applicant (Owner) Crestline Hotels & Resorts, LLC'

Person _ Firm ___ Corp___ LYLC _X Joint-stock co.__ Syndicate __ Association __

List all persons, firm, joint-stock companies, syndicates, or associations
having at least a 5% ownership interest in the business {attach additional sheet, if
needed). Please give name and address.

Barcelo Crestline Corp., 65.1% Member, 3950 University Dr., Fairfax, VA 22030

BCE-BCC, LLC, 34.9% Member, 3950 University Dr., Fairfax, VA 22030

If the applicant is a corporation, are they authorized to do business in the State of
Tennessee? _Yes

Under what trade name will this business operate?

Hampton Inn & Suites - Frankiin

Location of the business by street address.

7141 South Springs Drive, Franklin, TN 37067

Phone number of the business 615-771-7225




Please give the following information on the person who will be managing the
business. This person is an owner or a managing agent X_.

recelve annual privilege tax notices and any o

Name Da.n hy Johnson Title

Mailing Address 3950 University Drive, Suite 301

City, State, Zip | 2r1a%, VA 22030

Daytime contact phone number (571) 529-6129

. 'Will the permit be used to operate two or more restaurants or other businesses under
the same permit as permitted by T.C.A. Section 57-5-103(a)(4) within the same
building?  Yes No x_.

If so, specify number n/a. List the names of the restaurants or other businesses
and describe their location (use additional sheet if necessary)

n/a

Do you own the premises on which you will operate? No
If no, please give the name and address of the property owner.

HIT Portfolio | Owner, LL.C (formerly named ARC Hospitality Portfolio | Owner, LLC)

39850 University Dr., Ste. 301, Fairfax, VA 22030




10. Has any person having at least 5% ownership interest, managers or employees of the

il

12.

13.

14,

16.

17.

business been convicted of any violation of beer or alccholic beverage laws or any crime
(other than minor traffic violations) within last ten (10) years? _NO _If so, give
particulars of each charge, court and date convicted,

n/a

Has this owner or the owners organization had a beer permit revoked, suspended,
or denied in the State of Tennessee? Yes ____ No X__ If so, please give date, place
and cause of said revocation.

n/a

Give the name and address of the former beer permittee at this establishment.

Same as applicant; ownership change only

Give applicant’s history of involvement in the beer business, if any.

Applicant manages hotels that serve beer and alcohol across the country.,

Give applicant’s employment record for the past 10 years.

n/a

What is the exact nature of the business in which you are applying for a beer permlt"
(Restaurant, tavern, mofel, etc.)

Hotel

Will a full course menu be served? No, breakfast served and other food available
for purchase from the hotel shop.
Will separate and sanitary facilities be maintained for men and for women? _Y€S



18.

19,

20,

Will dancing be allowed on your premises? No

If yes, do you acknowledge that section 9-102 of the Franklin Municipal Code
prohibits the operation of establishments allowing dancing between 1:30 AM and
8:00 AM? _N/A

- Does your company have a training policy for employees regarding the sale of

beer to minors? Yes X No

If yes, explain the procedure in detail or you may provide a separate attachment,

See attached.

If no, do you plan to imiplement a training policy in the future? n/a

Please read the following and upon signature of this application, you do understand
and agree to comply if you are granted a permit.

()  You will not sell beer or similar beverages except at the place or places for
which the beer board has issued your permit.

(b)  Yeou will not sell beer or any like beverage except in accordance with the
terms of said permit.

(©) If this application is made for permit to sell and not for consumption on the
premises, you will not sell for consumption on the premises and not allow
consumption on the premises. :

(d)  You will rigidly enforce the law against sales to minors,

(e) You will prohibit gambling at your establishment and understand that the

conduct of such activities on the premises will resultin revocation of your
permit.

H You will secure a certificate or statement from the health department
or health officer that the premises covered by the application meet the
requirements of the ordinances of the City of Franklin and the laws of the
State of Tennessee.

(g)  You will not attempt to transfer this permit to anyone else.

(h)  You will display this permit in a prominent place in your
establishment.

i You will not seli or distribute beer between the hours of 3:00 AM and
6:00 AM (8:00 AM for on premises consumption) during the week and
between the hours of 3:00 AM Sunday and 12:00 Noon Sunday (10'00 AM
for on premises consumption).

{H You will prohibit the congregation at your establishment of those who
reasonably appear to be intoxicated, lawless, rowdy, or prostitutes.

(k) You will not allow any liquor with alcoholic content of greater than
five percent (5%) to be consumed on the premises.

0 You will not allow any sale or delivery of beer for consumption on the premises
outside of the building, it being the intention to prohibit the sale of beer by
what is commonly known as “curb service” or “curb sales” of beer.

(m)  You will comply with all requirements of section 2-201 through 2-229
of the municipal code of the City of Franklin.



A non-refundable $250 fee must accornpany this application and the application shall be
submitted at least fifteen (15) days prior to the Beer Board meeting at which it is to be
considered. If the application is approved you are required to provide documentation of sales
tax registration to the city within ten days of approval. Any applicant making false statement
in this application shall forfeit his permit and shall not be eligible to receive any permit for a
period of ten years.

A privilege tax of $100 is imposed on the business of selling, distributing, storing or
manufacturing beer in this state effective January 1, 1994 and each successive January 1.
Any holder of a beer permit issued after January 1, 1994 shall pay a pro rata portion of this
annual tax when the permit is issued. ’

I hereby make application to the City of Franklin Beer Board for a beer permil.

The signing of this application acknowledges that I amn aware of the laws prohibiting the
sale of beer to minors.

I hereby certify that no person having at least a 5% ownership interest, nor any person to
be employed in the distribution or sale of beer in my establishment has been convicted of any
violation of the beer or alcoholic beverage laws or any crime involving moral turpitude within
the past 10 years.

I am also aware that I shall not be issued a permit or my permit shall be revoked if my
business location causes traffic congestion or interferes with schools, churches, or other public
places of public gathering, or otherwise interferes with public health, safety and morals.

CRESTLINE HOTyEfy LL.C// /

Signamr%%xcan %E?ﬁéif"ﬁre‘éﬁ orv.%edlCorporate Officer)
r

On behalf of: CRESTLINE HOTELS & RESORTS. LLC
Naimne of Business Entity

Sworn to and subscribed before me this _&5__ day of ML\ , 20 1’4

Notary\m&ie)

Julfe ©. Johnson *i
Commenwealih of Virginia 1
Notary Public
Commission No, 7235784
My Comemission Expires 11/30/2017 |

My Commission Expires: ___\\ | 3019011

Privilege Tax $ Q 60 Date Pald 6/ {-3 7 7
Board Meeting Date 6f Q / 7




Attachment to Franklin Beer Application for
Crestline Hotels & Resorts, LLC

Question #2. The following sets forth the owners and officers of Crestline Hotels &
Resorts, LLC:

Barcelo Crestline Corporation
0,

34.9% Mel,rnber/Owner

James Alexander Carroll

Pierre Martin Donahue
Executive Vice President & Secretary

{01522948.1 }



MEMBERS:
Nicholas S. Schorsch 56.02%
Peter M. Budko 16.40%
William M. Kahane 13.62%
Shelley D. Schorsch 7.54%
Michael M. Weil 3.51%
Brian 3. Block 3.01%

b4
Beilevue Capital Partners, LLC
Managers: Nicholas S. Schorsch
William M. Kahane

100% Member

AR Global investments, LLC

Sole Member;
Bellevue Capital Partners, LLC

60% Member

Crestline Hotels & Resorts, LLC Owner Chart - BEFORE

Barceld Corporacién
Empresarial, S. A.

(Spain}

(13 individuat shareholders)

100% Member

by

BCE-BCC, LLC (DE)

Manager:
[Barceld Crestiine Corporation

100% Shareholder

L4

40% Member

Barceio Crestline Corporation
(MD}

Officers

Pres/CEQO/Treas: James A, Carroll
EVP/Sec/GC: Pierre M. Donahue

Diractors:

Simon Pedro Barceld
Vicente Fenollar
[Jameas A. Caryolt

Crestline Hotels & Resorts, LLC

QOfficers:
Pres/CEQ: James A. Carroll
EVP/Sec/GC: Pierre M. Donahue

Directors/Managers:
Nichotas S. Schorsch

Willlam M, Kahane
Simon Pedro Barceld




Crestline Hotels & Resorts, LLC Owner Chart - AFTER

Barcelé Corporacion
Empresarial, S. A,

(Spain)

{13 individual shareholders)

100% Member

BCE-BCC, LLC
(DE)

Manager:
Barceld Crestline Corporation

100% Shareholder

Barcelé Crestline Corporation
(MD)

Officers:
Pres/CEO/Treas: James A. Carroll
EVP/Sec/GC: Pierre M. Donahue

Directors:

Simén Pedro Barceld
Vicente Fenoliar
James A. Carroll

34.9% Member

65.1% Member

Crestline Hotels & Resorts, LLC
(DE}

Officers:
Pres/CEQ: James A. Carroll
EVP/Sec/GC: Pierre M. Donahue

Directors/Managers:
James A. Carrofi
Vicente Fenoliar
Simon Pedro Barceld




POLICE DEPARTMENT Dr. Ken Mocre
Mayor
Eric 3. Stuckey

Debaorah Y. Fautkner, E4D
City Administrator

Chief of Police

April 12,2017

TO: Chief Deborah Y. Faulkner

FROM: Y tene & (g JFJ

Mary E. Caste@l, Communications Support Coordinator

SUBJECT: Beer Board Background Checks

A check of Franklin Police Department records was completed on David Wesley Brawner, Managing Agent for
Crestline Hotels & Resorts LLC and found to be clear.

A check was completed through LexisNexis/Accurint and found to be clear.

Requested by: Christy McCandless

900 Columbia Avenue « Franklin, TN 37064 - 615.794.2513 Q0 - 615.791,3206 F - www.franklintn.gov



City of Franklin
P Q Box 705
Franklin, TN 37665
(615) 791-3225

pATE: 3.3/~ v

TO: POLICE CHIEF

FROM:  CHRISTY MCCANDLESS, ACCOUNT MGMT SUPERVISOR
RE: RECORDS CHECK FOR APPLICATION FOR BEER PERMIT
BEER BOARD MEETING DATE I~ &/ —/ 7
Y

E/ Applicant is requesting 2 temporary permit. Please return ASAP,

] Please refurn by te provide information for Beer Bozrd
meeting agenda.

Name of Business %ﬂ’?ﬂ?‘pﬁ i;‘)ﬁ % { S},f /'ch".,S

Lacation of Business

Nzme of applicant |
Managing A
Drivers Lice

Date of Birth

0 Recommend. Based on information available to date,
denisl of the permit under the provisions of Tifle § of

0 Not recommending. Based on information svailzhle to date,
recommending approval of 8 permit,

the applicant has no record requiring
the Frankiin Municipal Code,

the Police Dept. is not

CENTRAL RECORDS DIVISION
FRANKLIN POLICE DEPT

By

Date

Approved

Sienature



City of Franklin
P Box 705
Frankdin, TN 37065
(615%) 791-3225

DATE: 3 S /-r77
TO: CODES DEPT
FIRE DEPT
FROM: CHRISTY MCCANDLESS, ACCOUNT MGMT SUPERVISOR
RE: BUILDING INSPECTIONS FOR APPLICATION FOR BEER PERMIT
I/ON PREMISES PERMIT
OFF PREMISES PERMIT
ON AND OFF PREMISES PERMIT
MANUFACTURER'S OR DISTRIBUTOR'S PERMIT
SPECIAL EVENTS PERMIT

Applicant is requesting a temporary permit, Please refurn ASAP,
Please return by to provide information for Beer Board
meeting agenda.

Beer Board Meeting Date *5: q -/ 7

Name of Business %ﬂéﬁw W/’? %jmm

r 4

Location of Business 7/ 6// JDZL#A «.5{)9/' //:Uf D -

£

CODES
Date

Building Inspector

FIRE DEPT

Fire Inspector Date



City of Franklin

P O Box 705
Franklin, TN 37065
(615) 791-3225

DATE: 3'(3 /’ / 7

TO: CODES DEPT
FROM: CHRISTY MCCANDLESS, ACCOUNT MGMT SUPERVISOR
RE: BUILDING INSPECTIONS FOR APPLICATION FOR BEER PERMIT
/ ON PREMISES PERMIT
OFF PREMISES PERMIT

ON AND OFF PREMISES PERMIT
MANUFACTURER'S OR DISTRIBUTOR'S PERMIT

SPECIAL EVENTS PERMIT

Applicant is requesting a temporary permit. Please return ASAP.

A\

Please return by to provide information for Beer Board

meeting agenda.

Beer Board Meeting Date ji q”/ 7

Name of Business ,%Mﬂ:/z 77 wﬂ qui(/{ }L [t Y
Location of Business 7/ Z// Jﬂ [[fé \;%ﬂ W‘/@f ‘Z/ IV e

CODES DEPT

Building Inspector Date

FIRE DEPT

| gy st ST/ T
7 Date

Fire In,éf)ector
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TIPS for On Premise

The TIPS (Training for Intervention ProcedureS) program was developed by the Health
Education Foundation of Washington, DC, under the direction of Morris E. Chafetz, M.D,,
with the assistance of:

Alan Bellack, Ph.D.
Howard T. Blane, Ph.D.
Marion C. Donovan
Lynne M. Constantine
Marc E. Chaferz, J.1D.
Andrea Barkan, M. Ed.
Adam Chaferz

Nancy J. Lark, M.A.

'The TIPS for On Premise program is designed to empower participants to follow acceptable
standards of practice for serving alcohol.

Certification Information

Upon successful completion of the program, you will become TIPS certified. You will receive

a certification card stating that you have been trained in these acceptable standards of pracrice.
Generally, your certification is good for three years, but the certification period may vary across
jurisdictions due to regulations. Contact Health Communications, Inc. if you have any questions
about the duration of your certification.

It is important that your certification information remains current. You can ensure that your
information is up-to-date through our website, Visit us at www.gettips.com to:

*  Update the name and/or address on your certification card.
¢ Order a replacement card.
*  Request another training class upon expiration.

»  Explore our product offerings.

Health Communications, Inc. (HCI) hereby disclaims any and all responsibilicy or lability for any policies or practices of any establishment or individual who serves alcohel
subsequent ¢ such establishment or individual’s having been trained by HCL. HCUs TIPS program is intended solely as educationaf macerial. There is no guarantee that TIPS
training can prevenc intoxication and/or its consequences. Any liability thar may accrue to establishments or individuals whe become TIPS-certified cannot and will noc be

a lrability thar can or will accrue o HCI. HCI neither assames nor authorizes any person or entity 1 assume or accept any Habilicy or responsibility in connection wich the
TIPS program. If any Liability accrues to HCI as a result of any actions by a TIPS-certified trainer or participant, HCI will be indemnified by such individual.

This manual is fully protected by copyright. No parc of it may be ceproduced in any form, by print, photopring, microfilm or any other means withou: wrinien permission
fram Heglth Communications, Inc., Arﬁngmm VA,

The audiovisual materials of this program are fully proteceed by copyrighc. They may not be reproduced, ot tefevised, in whole of in part, in any manner without writien
permission from Health Communications, Inc., Aringron, VA

AILTIPS trainers acknowledge thac they are required to use TIPS materials in the approved manner, Each trainer agrees neither to participare in the development of any
program similar 10 TIPS nor &0 use for similar purposes a program other than TIPS for a rwo-year period.

Copyright @ 1985, 1991, 1995, 1996, 1997, 1999, 2000, 2001, 2004, 2006, 2008, 201 T Health Communicarions, Inc. All rights reserved.
HCI, 1400 Key Blvd,, Suice 700, Arlington, VA 22209 www.gettips.com
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Introducing TIPS for On Premise

Today’s TIPS for On Premise program has been designed specifically for servers of alcohol, The
ideas presented in the program are the result of considerable research with servers, and take into
account whar servers deal with everyday, including the demands of the job, server/guest relations,
and server/management relarions.

As a server of alcohol, you fulfill a special social function in society. About 70% of adults in the
U.S. drink alcohol. Social drinking is a prevailing custom in our society and generates its own
special considerations that the server is called upon 1o handle.

As a server, you perform a variety of functions in addition to serving food and alcohol. You must:

* reflect your establishment’s “image” to the public
«  relate to guests’ different personalities

*  provide consistently good service

*  maintain a polite and friendly manner

¢ listen to guests’ opinions and teoubles

«  establish rapport with guests.

To successfully perform these functions and more, you must rely on what we call people skills.
Everyone has them, and uses them in ordinary situations everyday. Some of the ways you use
- your people skills in serving situations might include:

Key
fdeas

Remember, your

people skills help to

make you successful
at your job.

*  knowing and interacting with regular customers

* helping a guest choose a particular drink

*  cxplaining differences in tastes or types of products

* approaching a guest i a friendly manner saying “Great to see you” or “May I help you?”

By using your people skills, you can act to promote responsible drinking behavior, rather than
react to the behavior of an intoxicated guest. Today's program is designed to help you build on
your people skills. TIPS for On Premise will help you:

*  sharpen the skills you already have
» lend a new expertise to your own professionalism
= achieve increased competence and confidence.

You are a crucial part of the success of roday’s program. Anything you can add to the discussion
will make the experience better for all. Feel free throughourt the day to ask questions and offer
yOUr OWIL COMMEnts,

Understanding the TIPS Program Format

The TIPS program includes video presentations, participant manuals and interactive discussion.
These compenents work together to create a relaxed, informative atmosphere in which you can
learn and practice new skills.

The TIPS manual is youts to keep. Make notes in it, answer the questions, fill out the rating

charts, and jot down important questions. The manual will become your own instruction booklet
and reference manual, a handy reminder anytime you need a refresher.




ha

U\

The Goal of TIPS for On Premise

The TIPS program goal is to empower participants to foliow acceprable standards of practice fo
serving alcohol beverages.

“With your management’s cooperation and your own people skills, you can:

L]

&

help create and sustain a relaxed and comfortable atmosphere for guests
exercise a degree of control within the environment of social drinking
influence aspects of drinking behavior to encourage responsible drinking
confidently intervene in and resolve troublesome sisuations

incorporate skills and expertise in a posicive, meaningful, and profitable way.

Today’s program will help fine tune your peaple skills and provide additional skills or new way:
of using them. Let the TIPS program work for you!

Notes



Alcohol and its Effects

Following is the scripe for the video portion of the Information section. We have included the script so that you can follow
along and mark anything you have questions about. After the video presentation, be sure to ask your trainer for clarification of

any questions you may have,

1. You have an important job, Your
gizests count on you, as a server of
alcohol, to help them enjoy themselves
and have a good time,

2. Your managers rely on you to make
money for the establishment. Your
community depends on you to prevent
alcohol-related incidents.

3. Some people may think these
priorities conflict, but they don't have to.
You can mest the needs of your guests,
managers, and community by using the
knowledge and skills you will learn in
this program.

4. What tools do you need to assess your
guests? How can you help them enjoy
themselves while in your establishment
and keep them from becoming
intoxicated?

5. How can you provide great customer
service and whar techniques can you use
to deal quickly with problems that do
come up?

6. These are just some of the questions
we'll address during this program.

TIPS is designed to help you build on
the people skills you already have.
You'll add knowledge and skills geared
specifically toward preventing alcohol-
related problems and taking care of your
guests.

7. Building on those skills, you will learn
how to spot the four behavioral cues
that can tell you if a guest is approaching
intoxication or is already intoxicated.

8. You will fearn abour six intexication
rate factors thar affect how quickly a
person may be affected by alcohol.

9. You will also learn about Bload
Alcohol Content, or BAC, and, finally,
how tolerance may make it harder 1o
assess your puests.

10. But being able to spot behavioral
cues and intoxication rate factors is not
enough to handle probiem situations.

11. That’s why we will also give you
guidelines for dealing wich almost any
problem that comes up while you're
serving guests or tending bar,

12, Many people drink alcohol when
unwinding with dinner, listening to
music, or just enjoying their time with
friends and family. Most people use
alcohol responsibly, but some don’.
Their drinking gets out of control, and
so do they,

13. You have to be able to size up your
guests. This will help you decide whether
ot not to serve them. One way to size
people up is by the behavioral cues they
display.

14. Four basic cues can rtell you when a
person is, or is becoming, intoxicated.

15. When people drink even small
arnounts, they tend to lose their
inhibitions. At first, they become more
relaxed and ralkative. They may even
display mood swings.

16. As they drink more, they shed more
of their inhibitions and begin to show
the second cue, impaired judgment,
When their judgment becomes
impaired, guests behavior becomes
socially unacceprable.

17. People with impaired judgment may
begin dancing or singing, or they may
become ovetly friendly with you or with
others around them.

18. Because their judgment is impaired,
they tend to overrate themselves.
Impaired judgment can also cause
intoxicated people to think that they are
okay to drive, when they are not.

19. The third cue, slowed reactions,
means that the thinking process has been
affecred.

20. People with slowed reactions may
lose their train of thought. They may
forget that they've ordered another
drink, or where they pur their car keys.

21. People experiencing slowed reactions
may have glassy, unfocused eyes or
slurted speech. They may light a second
cigarerte in addition to the one already
buraing.

22. You can sec the final behavioral

cue, loss of coordination, when people
stagger, stumble, or spill drinks. Guests
might have trouble handling their knives
or forks. They may also fumble with
change.

23. Drinking alcohol has progressive
effects. The more a person drinks, the
more cues you are likely to see.

24, Intoxication rate factors affect how
quickly 2 person becomes intoxicated
and displays behavioral cues.

25. There are six intoxication rate
factors. The first is a person’s size. Larger
people may be able to drink more
without being as affected as smaller
people.

26. However, if the larger person’s size is
due mostly o body fat, the reverse can
be true since body far does not absorh
alcohol.

27. The second intoxication rate factor
is gender. Women are cypically smaller,
with a higher percentage of bady fat,
and tend ro become intoxicated faster
than men.

28. The third facror is the rate of
consumption. The faster a person drinks
the alcohol, the more quickly he or she
will become intoxicated.

29. The fourth intoxication rate factor

is the strength of the drink. A straight-
up drink will be absorbed most quickly.
A drink dilured with warer will be
absorbed more slowly. Remember,
however, that any carbonated mixer may
increase the absorption rate.




30. It is also imporrant to understand
that each of these drinks has about the
same amount of pure afcohol: 12 ounces
of beer, 5 ounces of wine, and 1-oz. of

100 proof liquor.

31. But, remember, we are talking
about measured drinks here. The figures
are not accurate if the drinks aren’t
measured. Glass sizes differ, and so does
the amount of alcohol in varicus mixed

drinks.
32. Any kind of alcohol beverage can

cause intoxication because they all
centain pure zleohol. Don’t fall prey to
the myth that people drinking beer and
wine are fess likely to become intoxicared
than those drinking hard liquor.

33. The &fth factor is drug use. There

| is no way 1o predict how a drug will

?| rcact with alcohol, Both prescription

Jy and non-prescription drugs, when taken
with alcohol, can have an unpredictable
effect,

34. The last intoxication rate factor

is food intake. Food in the stomach
delays the absorption of alcohol into
the bloodstream. A person with a full
stomach will not become intoxicated as
quickly as will a person drinking on an
empty stomach.

35. Aleohol diffets from other food
and beverages because your body does
not have to digest it before absorbing
it. It can be absorbed directly into the
bloodstream.

36. So, how do we measure someone’s
intoxication level? Behavioral cues

are your best way to assess visible
intoxication, which can be grounds for
arrest regardless of the amount of alcohol
actually consumed.

37. Most laws rely on what is called
Blood Alcohol Content, or BAC,

to determine intoxication. BAC is a
measurement of the amount of alcohol
in a person’s blood.

38. Every jurisdiction has a legal BAC
limit, at or above which it is illegal to
operate a motor vehicle.

39. BAC levels can be accurately
measured only by blood testing or by
breathalyzer.

40. As a server of alcohol, you are not
expected 1o know a person’s BAC level,
burt you will wanr to note some key
points about Blood Alcohol Content,

41. The meore alcohol a person consumes
the more behavioral cues you are likely
to see and the higher the BAC level will
be.

42. A person’s BAC level can be different
each time he or she drinks, even when
the number of drinks is the same.

43, Intoxication rate factors affect how
quickly the BAC level rises. Time is che
only thing that can lower a person’s BAC
level.

44, By relying on behavioral cues,
intoxication rate factors and your
understanding of BAC, you should be
able to assess each guest you serve.

45. Of course, tolerance can make
assessing your guests a little harder.

46. People who frequently drink alcohol
tend to have a high tolerance, allowing
them 1o hide the behavioral cues that
might otherwise indicate thar they are
intoxicated. You will want to pay special
attention whenever you notice a heavy
smell of alcchol on a guest’s breath.

47. Tolerance has no cffect on z persons
BAC level or the level of intoxication.
Just because 2 person isnt showing the
typical cues does not mean the person it
not impaired.

48. Ar the other end of the spectrum,
people who drink infrequently tend to
have a low tolerance and may show sign
of intoxication after consuming only a
small amount of alcohol.

49, So far, we have talked abour the
cues that indicate when a person has
had too much to drink, and about the
intaxication rate factors that affect how
quickly a person becomes intoxicated.

50, We have also touched on Blood
Alcohol Content and the idea that
tolerance can make it harder o
accurately assess your guesss’ levels of
intoxication,

51. That knowledge is helpful, of cours:
but you also need to understand the
legal responsibilities that go along wich
serving alcohol.

52. And you will need guidelines for
steps you can take when an inciden:
does occur. We wilt explore these ideas
in a moment. Buz for now, it’s time for
a discussion of the information we have
covered so far.




information Review

Remember, as a server of alcohol, you have a responsibility to avoid serving aleohol to people
who are already intoxicated or underage. Your experience, coupled with yaur people skills, wilf
help you better identify whether you need to refuse to serve or even intervene to prevent an
intoxicated guest from driving.

' Behavioral Cues
! @ Key W, The changes in people’s behavior after a few drinks are called behavioral cues, Usually, the more

ideas alcohol in the bloodstream, the more obvious the cues. Watch for cues in four areas,

Inhibitions Becoming talkative, displaying loud behavior or mood swings, or exhibiting

Behavioral Cues ’ e
a notable change in behavior can all indicate lowered inhibitions.

can help you
determine if a guest
is approaching
intoxication or is
already intoxicated.

Judgment Behaving inappropriately, using foul language, telling off-color jokes,
annoying others, becoming overly friendly, or increasing the rate of drinking
are signs of impaired judgment.

Reactions Glassy, unfocused eyes, ralking and moving very slowly, forgetting things,
lighting more than one cigarette, losing one’s train of thought, and slurred
speech result from slowed reactions.

Coordination Stumbling or swaying, dropping belongings, and having trouble picking up
keys, change, or other items can indicate a Joss of coordination.

intoxication Rate Factors

These factors help you assess how quickly a person will become intoxicared and can give you an
idea of how rapidly that person’s BAC will rise.

j Key

fdeas

Size Smaller people are typically affected more quickly by alcohol than larger
people. However, larger people with a high percenrage of body fat can
become intoxicated faster,

intoxication Rate
Factors affect how
quickly a person
becomes intoxicated. Gender Women are generally smaller, have more body fat, and tend to reach

higher BACs more quickly than men.

Rate of Coasumption Gulping drinks and ordering frequently will increase the amount of
alcohol taken into the system,

Strength of Drink Drinks of different types (e.g., straight, carbonated, or juice mixer) have
varied effects based on their content.

Drug Use Legal or illegal drugs can speed up the effects of alcohof and have an
unpredictable cutcome. -

Food Intake A fuil stomach before or during drinking slows the absorption of
atcohel into the bloodstream. .

f Key
Ideas
Alcohol isa

depressant and

may interact

unpredictably with
any other drug.

Potential Alcohol/Drug Reactions

Use of any drug, legal or illegal, may cause adverse reactions when mixed with alcohol:
Aspirin Causes damage to the stomach lining and possibly internal bleeding.
Antibiotics There are too many variations to be specific; consult your docror.

Antihistamines Depress the Central Nervous System (CNS) and can cause drowsiness.

Narcotics Depress the CNS and respiratory functions. May cause loss of
consciousness.




Blood Alcohol Content (BAC)

Blood Alcohol Content is the legal measurement of the amount of alcohol in a person’s blood.
Here are some key points ro remember:

¢ The more alcohol a person consumes the higher the BAC level will be.

* A guest’s BAC level can be different each time he or she drinks.

* Intoxication rate factors affect how quickly the BAC level rises.

*  'The higher the BAC level, the maore behavioral cues you are likely o see.
*  Time is the only thing that can lower 2 person’s BAC level.

A 150-pound muale guest drinking for one hour on an empty stomach would likely have the

Key following BAC levels:
Ideas
2 drinks = 05 BAC 8drinks = .20BAC
Use the BAC 4drinks = .10 BAC 12 drinks = .30 BAC
example as

Most areas have set a legal limit of .08 for Driving While Intoxicated. Soine areas also have
penalties for driving under the influence at lower BAC levels. As a server, you are not expected
to know a guest’s BAC level. However, you do need to be concerned with watching for signs of
visible inroxication in your guests.

a guideline.
Remember thar the
Intoxication Rate

Factors can skew

the results for each
Tolerance

person.

People who drink frequently tend to have a high tolerance. This means they may be able to hide,
the behavioral cues that would otherwise tell you they are intoxicated. Having a high tolerance
has no impact on a person’s BAC level.

This works in both directions. People who do not frequently drink alcohol may have low
tolerance. Even with low BAC levels, such people may show signs of intoxicarion after consumin
even a small amount of alcohol.

Additional Alcohol Information
Alcohol vs. Pure Alcohol

All alcohol beverages (beer, wine, liquor, etc.) contain pure alcohol, which is whar causes

ldeas intoxication. Each of the following drinks contains about half an ounce of pure alcohot:

"The liver eliminares
| approximately 3/4

v _ 12z
of an ounce of pure - g - pure
alcoho! per hour. i alcohol

12o0z. beer  Soz wine 1oz 100-proof spirits

You can determine the percentage of pure alcohol in liquor based on the proof. The percentage
pure alcohol in liquor is 1/2 the proof. For example, 100-proof liquor contains 50% pure alcoh
and 80-proof liquor contains 40% pure alcohol.

:
B
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Effective Server Responses

53. The guidelines you will see in

this part of the program are practical,
straightforward tips both for preventing
intoxication and for handling guests who
have had one too many.

54. You can use these guidelines to
develop your own techniques that are
specific to your work situation and
company policy.

55. You can often prevent problems just
by sizing up your guests to make sure they
are old enough to drink.

56. You know you cannot serve underage
guests. So if there is any doubt about
someone’s age, ask for identification and
check it carefully. If you are unsure about
one ID, ask for others. But remember that
underage guests may have several forms
of false identification. If you still have
doubts, call your supervisor or securicy.

57. Another situation to watch for is
someone otdeting multiple drinks. A
person ordering multiple drinks may be
buying for people who are underage.

58. Keep an eye on how much each
person is drinking. If you pick up eatly on
danger signs, you can take some steps to
slow down the drinking.

59. To some extent, you can contro) how
much people drink by always measuring
the alcohol you serve. Never mix strong
drirks. You do your guests no favors by
over-pouring because strong drinks may
catch people off guard.

60. Over-pouring can also cause
headaches for yourself since you are the
person likely to have to deal with any
guest who has had too much to drink.

61. If you want to slow down someone’s
drinking, one way to do so is to offer
refills only on request. Let people nurse
their empty glasses; the waiting will allow
time for the body to process at least

some of the alcohol the guest has already
consumed.

62. Another way to slow down drinking
is to suggest coffee or a soft drink to
sorneone who has had one too many

— on the house, if that’s in line with
company policy.

63. Non-alcohol beverages will not make
a person sober, but they will buy rime.

64. If you have someone who's really
intoxicared, drinking coffee may not buy
the guest all the time he needs, but it
will buy you time to figure out how to
deal with the siruarion.

65. Food can buy time, too. Remember
that alcohol is absorbed more slowly if
guests eat while they are drinking. The
liver eliminates approximarely 3/4 of an
ounce of pure alcohol per hour, so the
more time berween drinks, the better.

66. Despite all your precautions, people
do sometimes drink too much. That’s
when you have 1o cut someone off.

67. Cnce you have made the decision
1ot £o serve someone motre alcohol, srck
o it

68. It's not always easy, but never
hesitate to say “no” if you have to. If
you pick up on cues that a guest is
intoxicated, be friendly and firm. Say
“Sorry, but I can't serve you any more
alcohol. It’s against the law.”

69. Let them know why they should
slow down, and that you're concerned
about their safety.

70. If the guest persists, repeat yourself:
“I'm really sorry, Sir {or Ma'am), but

[ just can't serve you another drink.
Would you like some coffee instead?”

71. Don’t say, “I'm not giving you any
more because you're intoxicated!” I¢']]
only antagenize the person. If youre
polite but firm, most people will get the
message. If they don', call the manager.

72. 1f the guest tries to persuade you to
change your mind, remember that the
law requires you to make a reasonable
effort to see that guests don't drink roo
much.

73. In facx, it’s a good idea to document
any alcohol-related incident - such as
when someone becomes angry because
you've refused service. Keep a log book
handy to jot down the date, the time,
and what vou did 1o keep the guest from
drinking any more alcohol.

74. If you don’t make a reasonable
effort 1o prevent an intoxicated guest
from drinking, you could be held
legally responsible if that person has

an accident. It’s called Dram Shop
Liability in some areas, buc the principle
applies in other areas under common or
general negligence laws. [f you are found §
liable, you could fose your job, cost
the management its liquor license, and
maybe even be sued.

75. It’s just not worth it. So if you have
doubts about serving alcohol, don't
serve.

76. You will find that your people skills
will come in handy when you have w0
deal with a guest who has had too much
to drink. Most people, no marter how
intoxicated they are, wil] respond to a
polite but friendly request, a lirtle eye
contact, and a smile, This personal ractic
will often defuse anger or deflect an
argument.

77. The tone you set at a bar or
restaurant determines the kind of
drinking that goes on, If you make it a
practice to serve anyosne, anytime, in any
condition, you will have to deal with
unruly guests in addidon to potential
consequences refated to breaking the
lave.

78. But if, instead, you promote a
sociable atmosphere and responsible
drinking, you will stay on the right side
of the law, you will have an easier time
while on the job, and your guests will
enjoy a safer and more pleasant time in
your establishment.




L.egal Information

Reasonable Efforts
@’ Key Mo, The law requires that you, as a server of alcohol, make a reasonable effort to prevent intoxication B8
Ideas in guests, prevent alcohol sales to minors, and inrervene if a guest does become visibly

intoxicated. This can include calling the police if necessary. Some examples of reasonable efforts

You must make a inelude:

reasonable effort to

« offering food ¢ calling the police

* providing alrernate transportation *  measuring drinks

*  cutting-off a guest * serving complimentary water or soda
'+ checking IDs * enlisting help from the guest’s friends.
*  becoming trained in responsible alcohol service

Understanding Liability

Whether you are a server, manager, or owner of a licensed establishment, you could be held
legally responsible for illegal sales to an underage or already intoxicated guest. Two primary typ
of law apply to licensed establishments - Commen Negligence and Dram Shop Liability. If you

have any questions about liability issues specific to your ares, you should contact an atrorney.

prevent underage
drinking and

intoxication.

Common Negligence  Based on prior court ases, these laws set a minimum standard for
the actions a reasonable person should take to prevent problems.

Negligence laws can cover a broad range of sitwarions and are relied o
in many cases where alcohol is alleged to be a factor in an incident

Dram Shop Liability ~ Dram Shop Acts make servers of alcohol beverages responsible for
sales to persons under the legal drinking age or those who are visibly @
intoxicated. For the purpose of these laws, “sale” refers not only ro i
sale of bottled liguor, but also to the serving of individual deinks at §
an establishment. These laws are designed to make servers of alcohol
beverages liable for any harm caused co a third-party by a person o
whom they have sald aleohol,

10



ID Checking Process

As a server of alcohol you muse make certain that all your guests are of legal age. Check for valid
ID from anyone who looks to be under 30 years old. Determining if an ID is valid can be one of
the roughest yet most important responsibilities you face. When checking IDs you must be aware
of the acceptable forms of ID in your arca. Contact your local liquor authority for requirements
specific to your area.

Commonly Acceptable Forms of ID Unacceptable Forms of ID

have both a phoro
and a date of birth.

: Ideas 1. Valid photo driver’s license 1. Counterfeir IDs
In most areas, 2. Valid photo state-issued ID card 2. Student IDs
legal forms of 3. U.S. acrive-duty military 1D 3. Altered IDs
" identificazrion must 4. Valid Passport 4. Borrowed or Srolen [Ds
5. Alien registration card. 5. Expired IDs
6.

Order-by-mail 1Ds.

Steps to Follow to Check IDs

Step 1: Ask the guest to remove the ID from his/her wallet. You may want to compare the [D
to the 1D Guidebock, which shows all valid IDs from every state and province in the
U.S. and Canada.

Step 2: Determine whether or not the ID is valid:
a. Check the birth date,
b. Check the expiration date.
c. Examine the lamination. (Is it torn, frayed or damaged?)
d. Look at the compeosition of the ID. {Does it correspond with the 1D book?)
e. Compare the guest’s signature with the one on the ID.
f. Compare the photograph to the person in front of you.
g. Shine a flashiight to the back of the ID to spot any cuts or abrasions.

Step 3: Communicate with the person by asking questions, such as:
a. What is your astrological sign?
b. When did you graduate from high school?
You do not need to know the answers. You are simply looking for hesitation in the
person’s response that might suggest this is not the person’s valid 1D.

Step 4: If you have any reservations, ask the guest for a second form of ID or tell him/her
that you will have to get the ID approved. {See Underage Warning Signs.)

Step 5: Know where the alcohol is going, If you suspect that a guest is purchasing for an
underage person, you cannot make the sale.

Step 6: If you still have doubts -- don’t make the sale!

O

Ideas

The only way 1o be

sure your guest is of

age is to check D!
Many illegal sales
occur because servers
either do not check
at afl or do not
check carefully.

Underage Warning Signs
A few signs may alert you to a potentially underage person. A guest may:
¢ hand money to someone else who is obviously of age

* hide one’s face or look away while you are studying the ID

-

=  seem nervous and move around frequently

*  state that he is a regular or a friend of an employee

»  be in the restroom when the group orders for him/her

= pick up an empty glass and ask for “another one”

*  order an unusual drink, such as a shor of rum

*  come to the bar to order drinks for a table full of people

*  pet upset when asked for ID.

11




Jurisdiction-Specific Information

This exercise highlights specific informarion related to your fjurisdiction’s liquor laws. Your trainer will help you complete the
statements or provide an information sheet you can use to find che answers yourself.

1. The minimum legal age to consume alcobol in my area is

2. The minimum legal age to pour ot serve alcohol in my area is

3. In my area, the legal Blood Alcohol Content limit for intoxication while driving is

4. My jurisdiction {does/does not) have Dram Shop Liability Laws

5. Three acceptable forms of identification in my area are:

My jurisdiction {does/daes not) have a recommended age for carding, 1f it does, thatage is

7. In my area, an underage petson (can/cannot) be given alcohol purchased for him/her

by a parent or legal guardian in a licensed establishment.

8. My jurisdiction {does/does not) regulate server training. If it does, here are some important

points about those regulations:

9. Some common penalties for violation of the liquor laws in my jurisdiction include the following:

10. Some common policies regarding the confiscation of 1Ds in my jurisdiction are:

11. If T have more questions about liquor laws in my arca, I can call the Alcohol Beverage Commission or Liguor Control

Board at

Note: Jurisdiction or area can be a country, state, province, city, or couny.
12



Documentation

. .. Accurate records are important in demonstrating that reasonable efforts have been made to avoid

Key
ideas

serving intoxicated or underage guests. Establishments should document all alcohol-refated
incidents in a daily log book.

Good
documentation can
be the best way to
prove you acted
responsibly.

The Incident Report Form can be a valuable line of defense for establishments facing civil or
criminal liability lawsuits. Use a2 bound Incident Report Log Book to record all reasonable efforts

made to prevent illegal alcohol sales.

INCIDENT REPORT FORM 001}
Date: Time of Day:
Manager: Primary Staff Person:
ther Staff Invelved:
Name/Description of Patron:
D ID Confiscated D Transportation Offered
D Non-Alcoho! Beverage Served D Police Contacted
Intervention Strategies Used:
Witnesses:
fComments:
tFarm Completed By:
Signature: Date:
4 January
01/01 01/09 .
LI No Incident [ see IRF No.: L) No Incident [ see 1RF No.:
Signature: Signature:

Establishments may create their own bound Daily Log/Incident Report Log Books for use in
documenting incidents. Incident Report Log Books are also available for purchase from TIPS by

calling 800-438-8477.

Note: Management may wish to consult with an attorney prior to implementing any documentation
policies. 13




Review Questions

This review is designed to let you know how well you have understood the material presented in the Information 1
Complete the statements below. Review any questions with your trainer,

1. Your skills in observing how people acrt, hearing what they say, judging their needs, and responding appropriately are yo

2. Behavioral provide informarion that shows you how much your guests are being
affected by alcohol.

Alcohol helps us relax because it slows down the body systems and acts as a

Alcohol affects behavior progressively in four basic areas: Inhibitioas, Judgment, Reactions, and Coordination, Completei

the following statements with one of these areas:

a) Lowered are noticeable as guests become especially talkarive and relaxed,

b) A gap berween how people think they are behaving and how they actually behave indicates impaired

. People may become overly friendly, annoy others, or overrate themselves.

¢ Slowed can be observed physically, when speech becomes slurred and

routine motions become difficult, or mentally, when there is a foss of concentration.

d}  Losing one’s balance, swaying, and spilling drinks are cues that indicate loss of

Alcohol, unlike other foods, is absorbed rapidly into the ;

circulating throughout the body and affecting the brain.

A measurement of the level of alcobol in the bloodstream is called

The strength of the drink, the rate of drinking, whether food is eaten or medication is taken, and the gender, height, and

weight of the person are all

It most areas legal identification must have both a and the

to be considered valid.

People who drink frequently may have developed a high .+ which allow

them to hide the Behavioral Cues they would otherwise exhibit.

. Serving non-alcohol beverages, snacks, and food to an overindulged drinker will not counteract the alcohol, bur this

strategy does

. To effectively refuse service, servers should do these three things:

1) 2) 3)

. In many areas, if a drinker becomes intoxicated and goes on to incur damages, the server/seller, manager, and owner can:

be held responsible under

. To protect yourself against liability, the law requires that you make o prevent a

guest from becoming legally intoxicared.




Skills Training, Part | - Evaluating Cues

Evaluating In this section, we will review video clips, allowing you to assess a puest’s level of intoxication

. using all the information you have learned so far. Remember ro watch for the behavioral cues and
Behavioral intoxication rate factors to help vou determine the level of intoxication.
Cues

Behavioral Cues

¢ Lowered Inhibitions
* Impaired Judgment

+  Slowed Reactions

»  Loss of Coordination.
Intoxication Rate Factors
*  Size

s Gender

*  Rate of Consumption
©  Strength of Drink

= Drug Use

*  Food Intake.

Rememnber that different people will show different sets of behavioral cues. Also, it is important
-ta distinguish berween personality traits and signs of impairment — particularly since you have
only a short time to interact with your guests,

Ratin g Chart  Use the rating chart to evaluate the video scenes on the following page.
Level 1 No Problem/Drinking Responsibly. This person is enjoying alcohol responsibly.

Level 2 Potentiat or Bordertline Intoxication. This person is not definitely intoxicated
but needs to be warched. Level 2 also applies when you think the guest is
underage or buying for someone underage.

Level 3 Definitely Intoxicated, This person is demonstrating many cues and
intoxicarion rate factors.

18




Rating Chart
Level 1 No Problem/Drinking Responsibly
Level 2 Potenrial or Borderline Intoxication
(Includes guests you believe may be underage or buying for underage people.)
Level 3 Definitely [ntoxicated

Now, rate the Guest.

I-A Two couples receive a round of Mo Pr.Oblem
drink i =  First round ©  (lear speech
TLKS: e Ordering appetizers *  Good coordination

Risk - Potential Intoxication - : :
I-B  Two women seated at a table. 2 *  Qverly friendly ¢ - Slightly slurred speech
*  Rapid drinking ' ' s _

Intoxicated

I-C  Two friends at a bar. 3 »  Competitive drinking
«  Extremely slurred speech

I;I Man orders ac a bar.

1.2 Two male guests place an order
with the bartender.

I-3 Two women enjoy margaritas
befare dinner. '

-4  Couple have cocktails at their
table.

I-5 Female guest reguests a
replacement drink.




1-6  Two male guests watch a sporting
event.

0
i-r'
4

Two couples are out for an
_ evening. '

[-8  Male guest places an order ar last

call.

1.9° Male guest tafks w -é--ﬁ:malc '

Server.

.
Self-Test

This self-test is designed to highlight how well you have understood the material presented in this section. Rate the following
three scenes the same way you did the preceding ones, Check your answers on the following page.

Level 1 No Problem/Drinking Responsibly

Level 2 Potential or Borderline Intoxication

(Includes guests you believe may be underage or buying for underage people.)
Level 3 Definitely Intoxicated

Now, rate the Guest.

[-10  Group of male guests celebrate a
business deal.

s e

I-11  Two female guests have a
disagreement:

[-12  Two couples discuss whether or
not to order another round.

1




n

Self-Test Answers

Intoxicared

= Lowered inhibitions
3 *  Impaired judgment {offers to buy beers for the house)

*  Slurred speech

*  Slumped posture

1-10  Group of male guests celebrate a
business deal.

Intoxicated
I-12  Two couples discuss whether or * LOWe.red 1f1h1b1txons - - o
3 *  Impaired judgment (pushes friends into drinking more)
not to order another round.

*  Loss of coordination
o Note reactions of others at the rable




Skills Training, Part 2 - Evaluating Responses

The way you respond to a guest who is on the way to over-drinking is the key to whether he
or she accepts your intervention. The following six guidelines give you specific strategies for
intervening effectively.

@ Key

fdeas

The Intervention
Guidelines offer
stracegles for
preventing unsafe
drinking and

for dealing with

situations involving

intoxicated people.

Intervention Guidelines

Guideline 1:

Guideline 2:

Guideline 3:

Guideline 4:

Decide on an appropriate response based on your suest’s behavioral cues.
pprop P your gu

Reason: You can control a situation by how you speak to people. If you
speak in an even tone, you can maintain control and avoid escalating
the guest’s behavior,

Examples:  “Please try to keep your voice down. Thanks.”

“I'm sorry, but if I have to remind you again about loud ralking, I'll
have to call the manager.”

Make clear statements. Speak directly to the point.

Reasen: Your guest needs to understand what you are saying, and what you
are suggesting to remedy the problem.

Example:  “P'm sorry. I cannot sell you any alcohol. Would you like to purchase
something else?”

Use “I” statements.

Reason:  You can avoid making the guest feel defensive by using “I”
staternents. Not only does this help you maintain control of the
situation, but it also shifts the focus off of the guest’s behavior and
on to what you can and cannot do.

Example: I can’ sell you this alcohol because I'm concerned abour your

safety.”
Do not judge or threaten your guests.

Reason:  Judgmental statements are perceived as “put-downs” and promote
defensiveness and anger.

Examples:  “How about trying some of our flavored coffee?”
(This is not judgmental.)
“You're not buying any more alcohol. You're atready drunk”

{This is judgmental and offensive. It could provoke an argument
from the guest.)

1



Rating Chart Level 1

Level 2
level 3

Reason:

Examples:

Reason:

Examples:

Guideline 5:  Give the guest a reason for your actions.

People do not like to be treated in an arbitrary or condescending
way. Help them understand that you are following rules or laws
not just singling them out.

“I'm sorry, but I could lose my job if I serve you this bottle.”
“Legally I am not allowed to serve you any zlcchol at this tme.”

“The liguor department has recently been conducting complian.
checks. I have to follow proper procedures for checking IDs.”

Guideline 6: Provide good customer service and use indirect strategies when appropri

You want to be able to serve alcohol, while ensuring that all sales
legal and safe for your guests. Providing good customer service ca
help you prevent problems, but you need to maintain control. O
direct strategies are best, but sometimes indirect strategies can be
more effective at controlling situations than direct confrontation:

These direct strategies are often effective:
*  Chat with the guests to make fair assessments of their
intoxication levels,

¢ Offer the guest food, if possible.
°  Suggest purchasing something other than alcohol.

*  Suggest alternate transportation reminding them thar they ¢
want to risk driving while impaired.

These indirect strategies can also help you maintain controlk:
*  Enlist the help of the guest’s friend.

* ’Iell the guest your manager needs to approve the ID.

*  Know your management’s policy for drink limits.

*  Check with your co-workers when changing shifts to see if |
are any ongoing problem situations.

*  Beware of guests ordering multiple drinks.

+  Ifin doubrt, don’t serve.

Ineffective Response (Server fails to make reasonable effort, or backs down
escalates, or over-reacts to 4 situation.)

a. Backing down occurs when a server correcely cuts off a guest, but then
allows the guest to talk the server into serving another drink.

b. Escalation occurs when a server makes the situation worse by yelling or
creating a potentially violent scene.

c. Over-reaction involves a server cutting off a person who is using alcoho!

responsibly.

Moderately Effective Response (Server could have done more.)

Most Effective Response (Server makes good use of intervention strategies.)

Now, rate the Server.




[I-A

1B

[I-C

1I-1

Ii-2
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11-4

I-5

11-6

Male guest orders another drink
and refuses non-alcohol beverage.

Female guest requests another
dnnk from the hartender

Female guest drinks at a bar with
a friend.

Male gucst at a bar (&rdcrs a:
drink. ' - :

Female guest orders a refill,

Man talks o anot;hcx guest at thc
ncx‘ttable Tmre Tl i

Male guest orders drink from a
server.

Female guest sits alone at a bar.

Woman orders a rum and coke.

3

Ineffective

= Is rude initiaily when refusing service

*+  Backs down

*  Makes situation worse by over-pouring

Moderaté!y Effective
*  Refuses service
= Bartender’s response could have: back—ﬁreci

Most Effective
= Slows down rate of drinking
*  Connects with guests




II-7  Two male friends order from a
bartender.

I8 Couple at the bar gﬁt ready to

feave.

II-9  Barcender interacts with a male
guest.

1I-10 Ba_nfcndcr "fésponds"t.d a gﬁést’s
inappropriate behavior.

\

Self-Test
Level 1 [neffective response —~ Fails to make reasonable effort, or backs down, escalates, or over-reacts.
Level 2 Moderately Effective
Level 3 Mast Effective

Now, rate the Server,

II-11 Two guests offer to buy the
bartender a drink.

II-12 Hostess greets an intoxicated o
couple at 4 restaurant. . ¥ ' : . S R

1113 Female guest orders drinks for
herself and a friend.

\,




Notes
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Self-Test Answers

II-11 Two guests offer to buy the

bartender a drink.

couple ata restaurant.

II-13 Female guest orders drinks for
herself and a friend.

\..

T512 Hoses groet an nsoicated

Most Effective

»  Friendly

¢ Non-judgmental

»  Relates weil to guests

Most Effective

s Denies service

#.  Secks help from manager

s Gers guests a safe ride home *

Ineffective
¢ Does nort verify where drink is going
»  Backs down from asking for ID

24
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Key
ideas

Remember, how you
say something is as
important as what
you say.

This section is the most important part of today’s TIPS session. During Practice, you will be
able to take the skills, informarion, and strategies we have discussed and apply them to some
real situations. You will also have an opportunity to see how other people apply these skills and
techniques so that you can share ideas and build new strategies.

Special Considerations
= FKach person will play the roll of server at least once during practice.

*  There is more than one correct way of dealing with problem situations. Suggest alternative
strategies,

*  After each scene, give positive feedback; avoid negative criticism. How you say something is
as imporrant as what you say.

How To Practice

The object of practice is to rehearse effective techniques of intervention. These practice scenes are
based on the rechniques shown in the skills craining video and discussed during the session.

‘The guest’s role is to give the server an opportunity to respond to a typical serving situation.

The server’s role is to select an appropriate response to the guest’s behavior, and to act it out as
though in an actual situation.

The andience’s role is to mzke note of the interventions used by the server and to comment on
the effectiveness of the strategies used, following the Intervention Guidelines.

Steps to Follow
. Observe the trainer as he or she demonstrates effective responses during the practice scene.

2. Choose a familiar situation. {Select from your own experience or from the list of sample
situations on the following page.)

3. 'he trainer will select one group member to play the intervening server and one or two group
members to play the guest(s). Everyone else is part of the audience.

4. Keep the practice situation as brief as possible -- two or three exchanges between the server
and the guest are encugh.

5. Inyour role as the guest, demonstrate the behavioral cues appropriate to the level of
intoxication you wish to pormay.

6. After the rehearsal, the audience should provide feedback on the effectiveness of the
intervention. Discuss the strategies that worked and share ideas for improvement, Keep the

feedback positive.

7. If appropriate, repeat the situation by incorporating constructive suggestions for the server,

25



Sample
Situations
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If you have trouble coming up with a situation, choose one from the following list.

General

L.

Moo w s w N

w

10.

11.

i2.

13,

14,

15,

16.

7.
18.

19.

20.

21.

22.

23
24.
25.
26.

You are sitting alone and drinking pretty fast (consuming a drink every 10 to 15 minutes);
your behavior is very intense and exaggerated.

You are obviously intoxicated, but demand more drinks.

The server is getting ready ro close; you are already intoxicared and ask for another drink.
You are a regular who ls too intoxicated to drive but is about to leave.

You threaten not to leave 2 tip if you aren' served another drink.

You are sitting alone and appear depressed and sad.

You deny thar you are intoxicated and berate the server in front of his manager for not
“minding his own business.”

Yous use the server’s show of concern about possible intoxication to tell her your troubles.
Three women, obviously intoxicated, come into the bar and demand service,

Two underage people try to fool a server with obviously phony ID cards. They plead with
him to give them a “break” and serve them.

Two male guests get into a loud argument. A server tries to intervene, but is ignored, and the
two men become angrier and more hostile.

A server expresses concern for your intoxication level and the fact that you are about to drive
a car. You tel} her not to worry about it since you have been drinking and driving for years.

A female server expresses concern for you (male guest) as you are on the way to becoming
intoxicated. You think she is “coming on” to you sexually and you get overly friendly,
ignoring her concern about your drinking.

You are intoxicated. A server tries to intervene and cut off service. You tell him that aleohol
doesn't affect you the way it affects other people.

You are obviously intoxicated and demand to play with the dart board. The darts are steel-
tipped and could be dangerous.

You are sitting quietly at the bar drinking and popping a pill {contents unknown) every half
hour or so. You appear ta be drinking at a reasonable rate, but begin to act strangely.

You claim that the server gave you the wrong change and you become angry with him.

You're on your third drink and you say something that proves you are underage. (Example: “1

g0 to [a local high school].”)

You are intoxicared and from out of town. After running 2 tab, you tell the server that you
don’t have enough money to cover the bill.

A group of intoxicated guests try to order another round at a bar. When their request is
denied, they pull out their own bottles and start drinking.

A European couple visiting an establishment are enjoying a bottle of wine and sharing some
with their children whe ate obviously underage.

A man walks into an establishment looking perfectly sober and orders a martini, Aftera
couple of sips, he puts his head down on the bar and passes out.

An underage petson goes into a bar and tries to order a drink.
A server comes up to a table where you and your friends are smoking marijuana.
You are intoxicated and claim to have left some money on the bar and now it is gone.

A woman, nine-months pregnant, goes into a restaurant and orders a drink.




How would you rate your trainer(s} in the following areas?

EXCELLENT 3onp  GOOD POOR

3
]

Industry Knowdedge . .. ... ...
Program Knowlsdge. . ..., ...
Eacilitation/Presentation Skills . .
Puncivality and Preparedness , |
EnthusiassmiBnsray ... .. ...,

-
o

-
T

oo
O

maﬁammm ﬁmm mmﬁ%@@ .ﬁ% &wmm Rggm_ mmﬁwwwwmmmamwg_wmﬁm
had? . m TIPS is more effective. e T TR S
TIPS is about the same,
(TIPS is loss effective. - - :
Q thave not had any mew mmmcwam mmﬁmw ”wm_mﬁm

in ﬁx% arga am Four maw ﬁ_; ﬁmm wﬁmmammm Wm Emﬁ cm:&wn_mﬁ mwmwmmw
nmmw GRE answer.)

{2 Dealing with alcohol-related incidents

0 Customer service

[ Pear relations

U Management relations

TIPS training will not benafit me in w@ job,

13. Is personal Hability related fo aloohel splusiservice 2 major

soncern in your work environment? (OYes  (ONo

4. Indicate any type of traiping Aemrm« than on-the-ob) that your

organization provides to prapare vou for serving alcohol,
{Select only one answer.)

O.cb-roM i Other

{J internet-based (iHone

() Beli-taught >

218, ﬁwwm wﬁa of mmﬂumﬂw is mamﬁm at your mmﬁwwww%mm%

O'Beer, mainly -

O Wine, mainly

) Spirits, malnly

() Beer and wing only

I8 wmw .mmwmwm_mrﬁmﬁ sells beer, wing and splrits.

16. »&sﬁ iz wécw waw ﬁmm%@mq
: Ofwmar LYWt Sial
) Managsr 3 Human Resources
{1 Bar Bta a {3 Front Desk

{J Becurity
i Valet
O Gther

Do wam think TIPS %wwmmnw will § mmnwwmmw YOy nammﬁmmnm in m@mmnm with
imtoxicated gussts? {Yes Ofe

. Was ﬂmm vm.ﬂmamﬁ interaction with the frainer and other session
Wmnmnmwmm»w a crucial ingredient in the efectiveness of today's
wraining? -0 @mm Ko

(o

%@..m@mmﬂmﬁﬁmm inbecoming a TIPS tralner? () Yes

17. What is your primary language? {(Select only one anawer.}

{1 English
{1 Arabic
{i Chingse
O Farsi

{3French
{IKorean

(I Porluguese
{ Rossian

£} Spanish
¥ Thal
(i Vietnamase

48, What mmxmmm you foatiend wanmw 8 m@mm@%

i Ristfign® mﬁi STBBER-14 654071

Topyvlght © T8 by Healih Commnunications, ing, At rvight remsrved,

Frintetin L84,

_mnn.ﬂ__m__m‘um_m____mmmmmq

i
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Sarking Instructions . )
= Unip B, 1mdl,mmnrhhekim. * Erdse clogndy Ahy mmmwwm might @
» Darkaen tha clrcis sompletrly. - -Demmmymwmbmmm Wmng @E@@ )

B nnt phgfompy‘ Bl slaple; ol purilyor c:iam

(First Name -

ML Last Name

Nam‘e

| Em ibyﬁe’_ﬂ(ﬁlfﬁgniz}éﬁo’r-

HEEeE®

';_B sigring th;s fonn Hicit
_ag?p foyees from all Fl}i:bm

“for .and dama

R
I (5 - :conduct irainer perfonnance and deviatioris’

<
LT OinCless Trainer
| (O Satelite. Ne‘&wwk
a8 {f:}Ss 7T aughi :
120 )

ants refease Hegith' Commun:carrons inc. and its

?es ‘resulting “from iliegal trainer

rom the approved curriculuim,
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To be processed, forms must be eriginals and not foldad, sﬁap ez§ hoi&-gsmcmﬁ m‘ damagesﬁ B
: _K% copies mm Esf veurp

First Name, 8.1 and Last Name: Wrlte in your first name, middis iritial and last name. Be sure to provide your name ‘a8 you want
i b mppear on letlers, cerification doouments, or reports related 1o vour corfification.

Ganter: Darken he approgeiate cirels lo Indicate vour gender,

EmpioyerOrganization Name: Write in the full name of the estabilishment o arganization where you are cuirently mployed.
Address: Wiite in the full addrass of the establishment whare you work. inciude the streat, suite ur box number {if apoiicablel, oy,
«a%éam abbravistion, and extended Hip or postal code. JFyou work outside ’t%’te %JSA wg&p Iy the mme of the country where your

stablishmant is focaled using the ablrevialed Gountry. mé%

Eraail; Provide o valld small address i vou wish 1 be notified das”mf?%y af ymzr tent vesults, ?r& the absence of an emall address for
vork, we will send vour results only (o your irginer. _ .

Work and Mome Phone Nombars: Wreile In e numbers st darmn tha Sife % m amﬁm*ﬁ i main phone number and srea code
b %5“;&* a:armmm@mn whers you warl, snd your h{}ﬂm gxmnﬁ ﬂummﬂ.r amﬁama G&d@

Sogial S&s‘:wifwﬁ Write in the numbers and darken m@ shrokhs t&; mtﬁmi‘a ysur %ma% Sewvﬂy Numbar, Be surgio
darken ghe and only one aircle Tor each column, '

@irth Date: Wiite i the numbers and darken the circles to mﬁm%&e ymﬁf birth degm, x,zsmg & M@mﬁiww!‘ma? formal, Be sure fo
- darken one and only one drcle for sach colurmin, Use Z-dighs fw imih ’tha'mamh aid kj:?ay, amf 4 digits for the yaar.

Test Answaery: Mark your answers 16 the lest questions inthe ﬁr&a iabeieé Tesi .&‘%a swaﬂm_ _Yf:zur fest may have fewer than 50
IS SHONS, UW only the answer spaces thet w:’re&pmm m tha qum{mns &N ymr best ] d ek only one cirle for each geestion,

Office Use Ondy: The information in this bax h@fm ;cfem?fy ﬁ‘m s’v&st' ymz' amf@mng, M@é&é o not make any warks in this
sewifon. o i :

Test 1D Wi in and derken the ciicies b indicats t?&ﬁ Tast ) m’ the ma 'gfmz am m%«mg T?‘us E} i ::xm*pmwﬁ S e upper righd
cerner of the Test Cuestions, I there is no Tost 13 on vour Tést Qu%wms} I&a\;@ this i e?ci bl el

Language Code: Liing the folfowing codes, wiite In the nurers ’fmz‘ﬁ tarken ?h@ sl £y w mmwm thi angmgé of ‘tha et you gte
taking. L

4 - English 2- %'Q{:srmﬁ 4 - Chifese -. ﬁ - &m%}r{:

1 - Bpanish 3 - Jupaness &~ Frefich
Training Method: Darken the circle that dessribes how you took this program, Noi.al '_tﬁé:e%_i_it;gié_ are available Tor all programms.
Drate of Test: Wiite in tndey's dete (Monthfrey/Year format,

Trabngy ﬁama snd Namber: # fhe material for this exem was mw&;m i}y @ ifmmw wmﬁe m %hsa name and ﬂum‘m;* of the trainer ip the
space provided,

Stgnature: Bigh your name In thy space provided ot the bitlom m? the S‘mm ta": mzﬁmta maf %?‘%a mfﬁsrmmﬂ vm; wgap md on this
form i mmpiai& arwd @fmm&;w i tha bast e:a'? ymz;“ kﬁmﬁeﬁga ST

Health Communications, Inc., 1400 Key Blvd,, Suite 700, A
www.geliips.com

VA - Zin Code 22208 . USA









