1.
APPLICATION FOR BEER PERMIT \X /} £ |
STATE OF TENNESSEE '3

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, Il HEREBY MAKE APPLICATION FOR:

T

DATE PERMIT NEEDED

=

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 OWNER OF THE BUSINESS,
WHETHER A PERSON, FIRM, CORPORATION, JOINT-STOCK COMPANY,
SYNDICATE, OR ASSOCIATION.

Applicant (Owner) Crestline Hotels & Resorts, LLC_

Person __Firm __ Corp___ LLC X_Joint-stock co.__ Syndicate __ Association __

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

Barcelo Crestline Corporation, 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?

Hyatt Place Nashville/Franklin/Cool Springs

Location of the business by street address.

650 Bakers Bridge Ave., Franklin, Tennessee 37067

Phone number of the business (615) 771-8900




6.

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

or a managing agent X ___

Specify the identity, address and daytime contact phone number of the person fo
receive annual privilege tax notices and any other communication from the City.

Name Danny Johnson Title VP, Tax
Mailing Address 3950 University Dr., Ste. 301
City, State, Zip Fairfax, 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 . List the names of the restaurants or other businesses
and describe their location (use additional sheet if necessary)
N/A

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

r

HIT Portfelio | Qwner, LEC {formerly named ARC Hospitality Portfolio | Owner, LLC)

3950 University Dr., Ste. 301, Fairfax, VA 22030




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

11

12.

13.

14,

16.

17.

business been convicted of any violation of beer or alcoholic 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 permit?
(Restaurant, tavern, motel, etc.) :

Hotel

Will a full course menu be served? _Y€S

Will separate and sanitary facilities be maintained for men and for women? Yes



18,

18,

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?

- 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 implement a fraining 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 granied a permit.

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

(b}  You 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 nof 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 result in 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,

(2) 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 sell 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 (16:00 AM
for on premises consumption).

4] You will prohibit the congregation at your establishment of those who
reasonably appear to be intoxicated, lawless, rowdy, or prostifutes.

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

@ 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 accompany 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 am 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, safely and morals.

CRESTLINE HOTELS & REGORTS,
By: M

Signature plicant/Cwner (or Authorized ﬁorparate Officer)
Jam . Carroll, President
On behalf of: Crestline Hotels & Resorts, LLC
Name of Business Entity

Sworn to and subscribed before me this day of Mo 20 ly\

v P —
Julle 0. johnson T
Commonweslth of Virginia
Nmtary Public
Commission No. 7735784

Nota ic |
1
My Commission Expiras 11/30/2017 [

My Commission Expires: b ‘ 35\‘90!"1

{fficTal Tse Only

Application Fee $ ﬂ p *m Date Paid % ’3 4 7
Privilege Tax  §$ [2 / Q) Date Paid _C/’Z v
Board Meeting Date t_5/ Q / /7




Aftachment 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
65.1% Member/Owner

BCE-BCC, LLC
Wi (]

James Alexander Carroll

Officer

Pierre Martin Donahue
Executive Vice President & Secretary

{01522948.1 }



Crestline Hotels & Resorts, LLC Owner Chart - BEFORE

MEMBERS:
Nicholas S. Schorsch 56.02%
Peter M. Budke 16.40%
William M. Kahane 13.52%
Sheiley D. Schorsch 7.54%
Michael M. Well 3.51%
Brian S. Block 3.01%

i

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

100% Member

AR Global lnvestments, LLC

Sole Member:
Beilevue Capital Partners, LLC

{01519619.1)

60% Member

Barceld Corporacién

Empresarial, 5. A.
(Spain)
{13 individual shareholders)

100% Member

BCE-BCC, LLC (DE)

Manager:
Barceld Crestline Corporation

1006% Shareholder

40% Member

¥
Barcelé Crestline Corporation
{MD}
Officets

Pres/CEQ/Treas: Jamas A. Carroll
EVP/Sec/GC: Pierre M. Donahue

Directors:

Simdn Pedro Barceio
Vicente Fenoliar
James A, Carroll

Crestline Hotels & Resorts, LLC

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

Directors/Managers:
Nicholas 8. Schorsch
William M. Kahane

Simoén Pedro Barceld




Crestline Hotels & Resorts, LLC Owner Chart - AFTER

Barcel6 Corporacion
Empresarial, S. A.

(Spain}

(13 individual shareholders)

100% Member

'BCE-BCC, LLC
{DE)

Manager:
Barceld Crestline Corporation

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

100% Shareholder

Barcelo Crestline Corporation
(MD}

34.8% Member
Officers:

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

Directors:

Simén Pedro Barceld
Vicente Fenoilar
James A. Carroli

65.1% Member

Crestline Hotels & Resorts, LLC
(DE)

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

Directors/Managers;

James A. Carroll
Vicente Fenollar
3imoén Pedro Barceld

{01518619.1}



POLICE DEPARTMENT Dr. Ken Moore
Mayor
Eric S. Stuckey

Deborah Y. Fauikner, EdD
City Administrator

Chief of Police

April 3, 2017 " ﬁ(

|
TO: Chief Deborah Y. Faulkner g

FROM: “Piery & @cmﬁﬁzﬁ

Mary E. Castéel, Communications Support Coordinator

SUBJECT: Beer Board Background Checks

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

A check was completed through LexisNexis/Accurint and revealed the following:

o Bankruptcy - Tennessee Middle Court, Nashviile TN — 11/30/06 — Discharged: 4/5/07
o  Civil Judgment — Rice County District Court MN — 2/16/06 — Creditor: Travelers Express Co.
¢ Civil Judgment — Davidson County General Session — 9/1/05 — Creditor: E Marlar Stanley

Requested by: Christy McCandless

900 Columbia Avenue - Franklin, TN 37064 - 615.794.2513 0 - §15.791.3206 F « www.frankiintn.gov



City of Franklin
P Box 705
Franldin, TN 37065
(615} 791-3225

pare: 23/ -/ 7

TO: POLICE CHIEF

FROM:  CHRISTY MCCANDLESS, ACCOUNT MGMT SUPERVISOR
RE: RECORDS CHECK FOR APPLICATION FOR BEER PERMIT
BEER BOARD MEETING DATE A0 =~ = /7

E// Applicant is requesting 4 temporary permit, Please return ASAP,

O  Please return by to provide information for Beer Board
meeting agenda.

Name of Business f/@ﬂﬁ ﬁﬁ(&/@g{%n //hﬂ%f’/?ﬁd
Location of Business MJ Zaflgff Q/; A AV e -
Name of applicant [/f((?L/j' Iz 7 /\’; \,L TSy A

Date of Birth

[} Recommenrd. Based on information svailable to dut
denial of the permit under the provisions of Title 8

e, the applicant has no record requiring

of the Franklin Municipal Code.

0 Not recommending. Based on informstion available to date, the Police Dept. is not
recommending approval of 2 permit,

CENTRAL RECORDS DIVISION
FRANKLIIN POLICE DEPT

By

Date

Appraved

Signature



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

DATE: j -3/ /7
TO: CODES DEPT
FIRE DEPT
FROM: CHRISTY MCCANDLESS, ACCOUNT MGMT SUPERVISOR
RE: BUILPING INSPECTIONS FOR APPLICATION FOR BEER PERMIT

/gq PREMISES PERMIT

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

SPECIAL EVENTS PERMIT

ﬂ/ Applicant is requesting a temporary permit. Please return ASAP.

Please return by to provide information for Beer Board

meeting agenda,

Beer Board Meeting Date ji 4"/ 7
€, C,/’]

iName of Business A/&/@ﬁ )ﬂ/ﬂ”(& ( 0 WWS'L“;O
Location of Business é\ﬁdp 2@/{5[5 3/ dq& A,/g_)

L.

CODES DEFP

- Y
Date

Buiiding Inspector

FIRE DEPT

Fire Insnector Date



City of Franklin

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

DATE: 3- 3/-/7

TO: CODES DEPT
FIRE 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.

oh Please return by to provide information for Beer Board

meeting agenda.

Beer Board Meeting Date 4/ /i 7

Name of Business A{/é{ﬂfé )g/éf S /I/M /éw;/é f/é/? /7/5 /: }7’ / (/)é? ﬁ/qJ _
Location of Business éﬁ d (Z/ ,v/é@ [f B s ﬁfj £ ﬁof e ;.S\

CODES DEPT

Building Inspector Date

FIRE DEPT

WM ' ﬁWu\ Y- /o0~ )

Fire Inpector u Date







TIPS for On Premise

The TIPS (Training for Incervention ProcedureS) program was developed by the Health
Education Foundation of Washington, DC, under the direction of Morris E. Chaferz, M.D,,

with the assistance of:

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

Nancy J. Lark, MLA.

The TIPS for On Premise program is designed to empower participants to foliow acceptable
standards of pracrice for serving alcohol.

Certification Information

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

a certification card stating that you have been trained in these acceptable srandards of practice.
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 imparrant 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 4 replacement card.
*  Request another training class upon expiration.

*  Explore our product offerings.

Health Communications, Inc. (HCI) hereby disclaims any and all responsibility or lability for any policies or practices of any establishment or individual who serves alcohel
subsequent o such establishmeat or individual’s baving been crained by HCI. HCIs TIPS program is intended solely as educational material. There is ne guarantee that TIPS
training can prevent intoxication and/er its consequences. Any Habiliry that may accrue w establishments ¢t individuals who become TIPS-certified cannor and will not be

2 liability char can or will accrue o HCEL HCI neither assumes nor authorizes any person or entity to assume ar accept any liability or responsibility in connection with the
TIPS program. If any liability accrues to HCI as a tesule of any acions by a TEPS-certified trainer or participans, HCI will be indemnified by such individual.

This mznual is fuliy pratected by cnp)-'righ[. No part of it may be re.produced in any form, by print, photoprine, microfilm or any other means without written permission
from Health Communicadions, Inc., Arlingmn, VAL

The audiovisuat marerials of this program are fully protected by copyright, They may not be reproduced, or televised, in whele or in part, in any manser withou wricten
permission from Health Communications, Inc., Arlingeon, VA.

ALTIPS erainers acknowledge that they are required to use TIPS marerials in the approved manner. Each rrainer agrees neither 10 participate in the development of any
program similar to TIPS nor to ase for similar purposes a program other than TIPS for a twa-year period.

Copyrigh( © 1985, 1991, 1995, 1996, 1997, 1999, 2000, 2001, 2004, 2006, 2008, 2011 Health Communications, Inc. All rights reserved.
HCI, 1400 Key Blvd,, Suite 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 specificaily for servers of alcohol. The
ideas presented in the program are the result of considerable research with servers, and take into
account what servers deal with everyday, including the demands of the job, server/guest relations,
and server/management relations.

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

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

e 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 troubles

*  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
Ideas

Rerember, your

people skills help to
make you successful
{ at your job.

*  knowing and interacting with regular customers

*  helping a guest choose a particular drink

* explaining differences in tastes or types of products

*  approaching a guest in 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 aiready have
* lend a new expertise to your own professionalism
* achieve increased competence and confidence.

You are a crucial pare of the success of today’s program. Anything you can add to the discussion
will make the experience better for all. Feel free throughout the day to ask questions and offer

your own cominents.

Understanding the TIPS Program Format

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

The TIPS manual is yours to keep. Make notes in it, answer the questions, fill out the rating
charts, and jot down important questions. The manual wili become your own instruction booklet
and reference manual, a handy reminder anytime you need a refresher.




Vi
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The Goal of TIPS for On Premise

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

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

»

help create and sustain a refaxed 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 situations

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

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

MNotes




Alcohol and lts Effects

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

any questions you may have.

1. You have an important job. Your
guests 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
maoney for the establishment. Your
community depends on you to prevent
alcohol-related incidents.

3. Some people may think these
priorities conflict, bur they don' have to.
You can meer 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 grear customer
service and whar rechniques 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
guess.

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 learn about six intoxication
rate factors that affect how quickly a
person may be affected by alcohol.

9. You will also learn about Blood
Alcohol Content, or BAC, and, finally,
how tolerance may make it harder to
assess your guests.

10. Bur being able ro spot behavioral
cues and intoxication rate factors is not
enough to handle problem situations.

11. That's why we will also give you
guidelines for dealing with 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 peopie 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
or not to serve them. One way to size
people up is by the behavioral cues they
display.

14. Four basic cues can tell you when a
person is, or is becoming, intoxicared.

15. When people drink even small
amounts, they tend ro 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 10 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 overly 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 ro think that they are
okay to drive, when they are not.

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

20. People with slowed reactions may
fose 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
slurred speech. They may light a second
cigarette in addition to the one already
burning.

22. You can see 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 a 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 to body far, the reverse can

be true since body far does not absoth
alcohol.

27. The second intoxication rate factor
is gender. Women are rypically smaller,
with a higher percentage of body far,
and tend to become intoxicated fasrer
than men.

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

29. The fourth incoxication rate factor

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




30. It is also important to understand
that each of these drinks has about the
same amount of pure alcohol: 12 ounces
of beer, 5 cunces of wine, and 1-o0z. of
100 proof liquor.

31. But, remember, we are ralking
about measured drinks here. The figures
are not accurate if the drinks aren’
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

contain pure ajcohal. Don'’ fall prey to

the myth that people drinking beer and

m,  wine are less likely to become intoxicated
|| than those drinking hard liquor.

| 33. The Ofth factor is drug use. There

| is no way to predict how a drug will

| react with alcohol. Both prescription

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

34, The last intoxication rare factor

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

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

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

are your best way to assess visible
intoxication, which can be grounds for

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 1o
operare 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 to know a person’s BAC level,
but you will want to note some key
points about Blood Alcohol Content.

41, The more 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 s the
only thing that can lower a person’s BAC
level.

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

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

46, People who frequenty drirk alcohol
tend to have a high tolerance, allowing
them to hide the behavioral cues that
might otherwise indicare thar they are
intoxicated. You will want to pay special
attention whenever you notice a heavy

arrest regardless of the amount of alcohol ¢ 1t of alcohol on a guesc’s breath.

actually consumed.

47. Tolerance has no effect on a person’
BAC level or the level of intoxication.
Just because a person isn't showing the
typical cues does not mean the person i
not impaired.

48. At 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 alcohel.

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

50. We have also touched on Blcod
Alcohol Coneent and the idea that
tolerance can make it harder 1o
accurately assess your guests’ levels of
intoxication.

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

52. And you will need guidelines for
steps you can take when an incident
does occur. We will explore these ideas
in a moment. But for now, ic’s time for
a discussion of the information we hawve
covered so far.




Iinformation Review

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

7 Behavioral Cues
E @ Key s, 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. Wartch for cues in four areas.

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

' Behavioral Cues
a notable change in behavior can all indicate lowered inbibitions.

can help you
determine if a guest

& Judgment Behaving inappropriately, using foul language, telling off-color jokes,
is approaching =

annoying others, becoming overly friendly, or increasing the rate of drinking
are signs of impaired judgment.

intoxication or is

already intoxicated.

Reactions Glassy, unfocused eyes, ralking and moving very slowly, forgerring things,
lighting mote 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 loss of coordination.

Intoxication Rate Factors

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

Intoxication Rate

Factors affect how

quickly a person

becomes intoxicared.

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

Gender Women are generally smaller, have more body fat, and tend to reach
higher BACs more quickly than men.

Rate of Consumption Gulping drinks and ordering frequenty 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 alcohol and have an
unpredictable outcome. -

Food Intake A full stomach before or during drinking slows the absorption of
alcohol into the bloodstream. .

@ Key B, Potential Alcohol/Drug Reactions
ideas

Alcohol is a

depressant and

may inreract

unpredictably with
any other drug.

Use of any drug, legal or illegal, may cause adverse reactions when mixed with alcohol:

Aspirin Causes damage to the stomach lining and pessibly internal bleeding.
Antibiotics There are too many variations 1o be specific; consult your doctor.

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 to remember:

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

« A guest’s BAC level can be diffetent each time he or she drinks.

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

*  The higher the BAC level, the more behavioral cues you are likely to see.
*  Time is the only thing that can lower a person’s BAC level.

A 150-pound male guest drinking for one hour on an empry stomach would likely have the
- following BAC levels:

%{f) Key

ideas
2drinks = 03 BAC 8drinks = 20BAC
Use the BAC 4drinks = .10 BAC 12 drinks = .30 BAC
example as
a guideline. Maost areas have set a legal limit of .08 for Driving While Intoxicated. Some areas also have

- penalties for driving under the influence at lower BAC levels. As a server, you arg not expecied
to know a guest’s BAC level. However, you do need to be concerned with watching for signs of
visible inroxication in your guests.

Remember that the
Intoxicarion Rate
Factors can skew
the results for each

Tolerance

persen.

People wha drink frequently tend to have a high tolerance. This means chey may be able to hidej
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 warks 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 intoxication 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 what causes

Ideas intoxication, Each of the following drinks contajns about half an ounce of pure alcohol:

The liver eliminates
| approximately 3/4

—_ — 1/2 oz,
of an cunce of pure - - pure
t alcohol per hour. alcohol

120z beer 50z. wine 10z, ?Oo-pfoof spirits

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

:::
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Effective Server Responses

53. The guidelines you will see in

chis 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 ofren 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 1D, ask for others. But remember that
underage guests may have several forms
of false identification. If you stiil have
doubts, call your supervisor or security.

57. Another siruarion to watch for is
someone ordering 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 earfy on
danger signs, you can take some steps to
stow down the drinking.

59. To some extent, you can control how
much people drink by always measuring
the alcohol you serve. Never mix strong
drintks. 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 teo much to drink.

61. If you want to slow down someone’s
drinking, one way 1o 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
someone 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, bur they will buy time.

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 situation.

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

66. Despite all your precautions, people
do somerimes drink roo much. That's
when you have 1 cut someone off.

67. Once you have made the decision
not to serve someone more alcohol, stick
to 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 cant serve you any more
alcohol. It’s against the law.”

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

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

I 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!” It'll
only antagonize the person. If you're
polite but firm, most people will get the
message. If they don', call the manager.

72. If the guest tries to persuade you to
change your mind, remember that the
law requires you to make a reasonable
effort to see thar guesrs don't drink oo
much,

73. In fact, 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 you did to keep the guest from
rinking any more alcohol.

74. If you don't make a reasonable
effore to prevenc 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, bur the principle
applies in other areas under common or
general negligence laws. If you are found
liable, you could lose 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 to
deal with a guest who has had too much
to drink. Most people, no matter how
intoxicated they are, will respond to a
polite but friendly request, a little 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. f you make ita
practice to serve anyoine, anytime, in any
condition, you will have to deal with
unruly guests in addition to potential
consequences related to breaking the
law,

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

Reasonable Efforts i
@’ Key Y, The law requires that you, as a server of aleohol, make a reasonable efforr to prevent intoxication g8
Ideas | in guests, prevent alcohol sales to minors, and intervene if a guest does become visibly i

You must make a
reasonable effort to
prevent underage
drinking and

intoxication.

include:

¢ offering food

=+ cutting-off a guest

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

& * providing alrernate transportation .

calling the police
measuring drinks
serving complimentary water or soda

L * 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 - Common Negligence and Dram Shop Liability. If you

have any questions about liability issues specific to your area, you should contact an attorney.

Common Negligence  Based on prior court cases, these laws set a minimum standard for
the acrions a reasonable person should take o prevent problems.
Negligence laws can cover a broad range of siruations and are relied a
in many cases where alcohol is alleged to be a facror in an incident.

Dram Shop Liabifity =~ Dram Shop Acts make servers of alcohol beverages responsible for {8
sales to persons under the legal drinking age or those who are visibly £
intoxicated. For the purpose of these laws, “sale” refers not only to
sale of bottled liquor, but also to the serving of individual drinks at
an establishment. These laws are designed to make servers of alcohol
beverages liable for any harm caused to a third-party by a person to §
whom they have solé alcohol,



ID Checking Process

As a server of alcohol you must make certain that all your guests are of legal age. Check for valid
ID from anyone who looks o be under 30 years old. Determining if an 1D 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 area. Contact your local liquor auchority for requirements
specific to your area.

N ¥ Commonly Acceptable Forms of ID Unacceptabie Forms of ID

" Key

: 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. active-duty milirary 1D 3, Altered IDs
'{ identification must 4. Valid Passport 4. Borrowed or Stolen IDs
‘, have both a photo 5. Alien registration card. 5. Expired IDs
i and a date of birth. 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 Guidebook, which shows all valid 1Ds from every state and province in the
U.S. and Canada.

Step 2: Determine whether or not the ID is valid:

. Check the birth dare.

. Check the expiration date.

. Examine the lamination. {Is it torn, frayed or damaged?)

. Look at the composition of the ID. (Does it correspond with the ID book?)

Compare the guest’s signature wich the one on the 1D,
Compare the photograph to the person in front of you.

. Shine a flashlight to the back of the ID to spot any cuts or abrasions.

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

Step 4: If you have any reservations, ask the guest for a second form of 1D 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 -- den’t make the sale!

me oA s

a%

o=

ideas

The only way to be
sure your guest is of
age is to check T
Many illegal sales
oceur because servers
either do not check
at all 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 2 friend of an employee

¢ bein the resttoom when the group orders for him/her

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

= order an unusual drink, such as a shot of rum

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

*  get upset when asked for ID.

11
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Jurisdiction-Specific Information

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

14,

1.

Note: Jurisdiction or area can be a country, state, province, city, o7 coungy,

The minimum legal age to consume alcohol in my area is

The minimum legal age to pour or serve alcohol in my area is

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

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

Three acceptable forms of identification in my area are:

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

In my area, an underage pesson (can/cannot) be given alcohol purchased for him/her :
by a parent or legal guardian in a licensed establishment.

My jurisdiction (does/does not) regulate server training. If it does, here are some importam.
points about those regulations:

Some common penalsies for violation of the liquor laws in my jurisdiction include the following:

Some common policies regarding the confiscation of IDs in my jurisdiction are:

If | have more questions about liquor laws in my area, [ can call the Alcoho! Beverage Commission or Liquor Control -
Board at




' Key
ideas
Good

documentation can

be the best way to

prove you acted
responsibly.

Documentation

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

L scrving intoxicated or underage guests. Establishments should document all alcohol-relared
incidents in a daily log book.

The Incident Report Form can be a valuabie line of defense for establishments facing civil or

criminal lizbility lawsuits. Use a bound Incidént Report Log Book to record all reasonable efforts
made to prevent illegal alcohol sales.

f INCIDENT REPORT FORM 001}
Date: Time of Day:
Manager:

Primary Staff Person:

ther Staff Involved:
Name/Description of Patron;

D 1D Confiscated

D Transportation Offered

D Non-Aicohol Beverage Served Q Police Contacted

Intervention Strategies Used:

Witnesses:

fComments:

Signature:

iForm Completed By:

Date:

(

01/01

Signature:

L—.] No Incident Q See IRF No.:

January

01/09

[ No tncident B see 1rF No.:

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 et you know how well you have understood the material presented in the Information section
Complete the statements below. Review any questions with your trainer, i

1.

10,

11.

12,

13,

Your skills in observing how people act, hearing what they say, judging their needs, and responding appropriately are youg

Behavioral provide information that shows you how much your guests are being

affected by alcohol.

E

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

Alcohol affects behavior progressively in four basic areas: Inhibitions, Judgment, Reactions, and Coordinarion. Compiete'i

the following statements with one of these areas:

a) Lowered are noticeable as guests become especially ralkative and refaxed;

b} A gap between how people think they are behaving and how they actually behave indicates impaired

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

o) Slowed can be observed physically, when speech becomes sturred and

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

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

Alcohol, unlike other foods, is absorbed rapidly into the

circudating throughour the body and affecting the brain.

A measurement of the level of alcohol 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 persen are all

In most arcas legal identification must have both a and the

10 be considered valid.

People who drink frequently may have developed a high » which allow

them to hide the Behavioral Cues they would otherwise exhibir.

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:

9] 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 to prevent a

guest from becoming legally intoxicared.



Skills Training, Part | - Evaluating Cues

Evaluating
Behavioral
Cues

Rating Chart

In this section, we will review video clips, allowing you to assess a guest’s level of intoxication
using afl the information you have learned so far. Remember to watch for the behavioral cues and
intoxication rate factors to help vou determine the level of incoxication.

Behavioral Cues

*  Lowered Inhibitions
*+  Impaired Judgment

s Slowed Reactions

*  Loss of Coordination.
Intoxication Rate Factors
*  Size

*  Gender

°  Rate of Consumption
*  Swength of Drick

*  Drug Use

s Food Intake,

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

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 Potential or Borderline Intoxication. This person is not definitely intoxicated
but needs 10 be watched. 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
intoxication rate faciors.

18



o s,

Rati

Now,

I-A

B

I-C

I-2

I-5

ng Chart

{Includes guests you believe may be underage or buying for underage people.)

Level 1 No Problem/Drinking Responsibly
Level 2 Porentdial or Borderline Intoxication
Level 3 Definitely [ntoxicared

rate the Guest,

Two couples receive a round of .
drinks.

Two women seated at a table. 2
Two friends ar a bar, 3

Man orders at a bar,

Two male guests place an order
with the bartender.

Two women enjoy rmargaritas
before dinner. '

Couple have cocktails at their

table.

Female guest requestsa
replacement drink.

No Problem
*  First round *  Clear speech
*  Ordering appetizers *  Good coordination

Risk - Potential Intoxicafion
o Overly friendly

s « " Slightly shurred speech
¢ Rapid drinking : i

Intoxicated
*  Competitive drinking
*  Extuemely slurred speech




e &

= ey ¥

-6 Two male guests warch a sporting
event,
L7 Two coup!eé e out for an
evening.
[-8  Male guest places an order at last
call.
19 Mak guest talks to a:fcmalc
server. . ol < . 3
\ J
Self-Test

This self-test is designed to highlight how well you have understood the marterial 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
Level 2

(Includes guests you believe may be underage or buying for underage people.)

Level 3 Definitely Intoxicated

Now, rate the Guest,

.

I-10  Group of male guests celebrate a

business deal.

111 Two female guests have a '

disagreement.

I-12  Two couples discuss whether or

not 1o order another round.

No Problem/Drinking Responsibly

Potential or Bordesline Intoxication

13




Self-Test Answers

Intoxicated

»  Lowered inhibitions

3 *  Impaired judgment {offers to buy beers for the house)
*  Slurred speech

Slumped posture

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

Intoxicated
¢ Lowered inhibitions
3 * Impaired judgment {pushes friends into drinking more)
*  Loss of coordination
e Note reactions of others at the rable

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




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

C%%ir Key

ideas

The Intervention
Guidelines offer
strategies for
preventing unsafe
drinking and

for dealing with
situations invelving
intoxicated people.

inrervening effectively.

intervention Guidelines

Guideline 1:

. Guideline 2:

. Guideline 3:

Guideline 4:

Decide on an appropriate response based on your guest’s behavioral cues.

Reason: You can control a siruation 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 veice down. Thanks.”

“Fm sorry, but if I have to remind you again abour loud talking, I'll
have to call the manager.”

Make clear statements, Speak directly to the point.

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

Example:  “T'm sorry. [ cannot sell you any aleohol. Would you like to purchase
something else2”

Use “1” statements.

Reason: You can avoid making the guest feel defensive by using “I”
statementts. 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: T can¥ sell you this alcohol because I'm concerned about your
safery.”

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'te not buying any more alcohol. You're already drunk.”

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

H



Guideline 5:

Guideline 6:

Rating Chart Level 1

Level 2
Level 3

Give the guest a reason for your actions.

Reason:

Examples:

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

“Tm sorry, but I could lose my job if I serve you this bottle.”
“Legally T am not allowed to serve you any alcohol at this time.”

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

Provide good customer service and use indirect strategies when appropri:

Reason:

Examples:

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

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 that they ¢
want 1o risk driving while impaired.

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

*  Tell 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 doubt, don’t serve,

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

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

b. Escalation occuts when a server makes the situation worse by yelling or
creating a potendially 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 straregies.)

Now, rate the Server.




[1-A

I-B

H-C

1I-1

i-2

11-3

11-4

II-5

-6

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

Female gucst ;ifk:ql‘:ﬁ%z anothér_
drink from the barterider. -

Female guest drinks ar a bar with
a friend.

Male gucst at a bar ordcrs a4
drink, : o

Female guest orders 2 refill.

Man talks to anorhcr gueSE at thc
next table. .

Male guest orders drink from a
server.

Female guest sits alone at a bar,

Woman orders a rum z2nd coke.

3

Ineffective

*  Is rude initially when refusing service

*  Backs down

*  Makes situation worse by over-pouring

Moderately Effective
= Refuses service
*  Bartender’s response could have back- ﬁred

Most Effective
»  Slows down rate of drinking
¢ Connects with guests




II-7  Two male friends order from a
bartender.

II-8  Couple at the bar g}.c readyfta;y |
leave, 7 - ‘

[I-9 Bartender interacts with a male
guest.

11-10 Bartender responds':"to a guest's
' inappropriate behavior.

\.

Self-Test

Level 1 Ineffective 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.

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

[1-12 Hostess greées an intoxicated :
couple at a restaurant. . : ‘ : _. e

1I-13 Female guest orders drinks for
herself and a friend.

\.




Notes
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Self-Test Answers

1I-11 Two guests offer to buy the
bartender a drink.

[1:12 Hostess grees an intoxjcated
cotple at 4 restaurant.

11-13 Female guest orders drinks for
herself and a friend.

\.

Most Effective

= Friendly

+  Non-judgmental

»  Relates well to guests

Most Effective - - o

= Denigs service g

o Seeks help from manager

¢ Gerts guests a safe ride home .

Ineffective
¢ Does not verify where drink is going
= Backs down from asking for ID




Practice

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 che skills, informarion, and strategies we have discussed and apply them to some
real situations. You will also have an epportunity to see how other people apply these skills and
techniques so that you can share ideas and build new strategies.

Special Considerations
¢ Each person will play the roll of server at least once during pracrice.

*  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 important 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 training video and discussed during the session.

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

The server’s role is to select an appropriate response to the guest’s behavior, and 1o act it our as
though in an actual situation.

The audience’s role is ro make 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
1. 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. 'The trainer will select one group member to play the intervening server and one or two group
members to play the guest{s). Fveryone 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 enough.

5. In your role as the guest, demonstrate the behavioral cues appropriate to the level of
inroxicarion you wish to portray.

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. Ifappropriate, repear the situation by incorporating constructive suggestions for the server,

25
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Sample
Situations

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

General

L.

SR NI

o

10.

11.

i2,

13.

14,

15.

16.

7.
18.

19.

20,

21,

22,

23.
24.
25.
26,

You are sitting afone 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 to close; you are already intoxicated and ask for another drink.
You are a regular who is too intoxicated to drive but is about to leave.

You threaten not to leave a tip if you aren’t served another drink.

You are sitting alone and appear depressed and sad.

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

You use the server’s show of concern about possibie intoxication ro tell her your troubles.
Three women, abviously 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
rwo 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 tell 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 alcohol
doesn’ 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 to be drinking at a reasonable rate, but begin ta 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: “I
go to [a lacal high school].”)

You are intoxicated and from out of town. After running a tab, you tell the server thar you
don 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 who are obviously underage.

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

An underage person goes inro 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 ta 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.




L |
e !
e l
E i |

27.

28.
29.
30.

You enter a bar and look fine. You order a Martini, and, after serving you, the server turns to
help another guest. You then complain thar the drink isnt strong enough.

You pull our illegal drugs and start raking them ar the bar.
You slip something into your date’s drink while she isn't looking, The server sees you do it.

You are about to serve a beer to a guest ar the bar when he has an epileptic seizure. After it
ends, he still wants the beer.

Hotel

1.

14.
11,

12,

13.

The front desk is notified of a noise disturbance on the 8th floor. An employee goes up to
investigate and finds two women heavily drinking their own liquor.

Ar a wedding reception, an underage person attempts to get champagne from the bar.

An important officer of the hotel management company is intoxicated at a company party
and dernands more drinks.

A room service waiter delivers a bortle of liquor to a room and sees some very young looking

people having a party.

An intoxicated guest who has been cut off in the lounge tells the bartender that he will go to
his oom and Order ro0Mm service.

An intoxicated guest leaves a banquer and asks 2 front desk clerk where he can go to dance

and drink.
"The host of a very expensive banquet is intoxicated and asks the valet to ger his car.
Guests at a hotel wish to bring their two teens into the lounge for drinks.

A waiter knocks on the door and the person inside asks who it is. The waiter responds, “I
have your drinks, siz.” Unable to open the door, the guest fumbles ar the lock and cusses.

A maid finds a guest passed out in his room -~ the minibar is almost empty.

A guest checks into a hotel, stumbles, drops his keys and pen, He then asks the clerk for
directions to the closest bar.

Security escorts one or more intoxicated people up to their room. As they enter, one of the
guests says, DBreak open the mini-bart”

A guest gets a drink from a banquet bar, then goes back and gives it to someone who appears
to be underage.
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Wrap-Up

Throughour today’s program, we have discussed strategies for helping your guests enjoy
themselves at your establishment while keeping them on the safe side of drinking. You and the
other participants have enhanced the program by sharing your experience and expertise.

You can begin using all the new strategies and knowledge you have learned today on your next
shift. Your managemene will be impressed wich the new level of professionalism you bring to your
job after having completed this training.

Now is a good rime to ask any questions you may still have or want to revisit, Or, you may want
to quickly review the key points from today’s session. To summarize, we have covered:

Key
Ideas

2
You can apply the

skills you have

learned to increase

«  the effects of alcohol and how to detect visible intoxication in your guests

¢ the legal responsibilities you have as a server of alcohol

*  strategies for preventing alcohol-related siruations from developing into problems

your effectiveness on * techniques for intervening successfully wich an intoxicated guest.

the job.

"This program was designed ro build your confidence in providing outstanding guest service while
making sure service is legal and your guests are safe. Using the information in this program,
your own experience, and the ideas shared by the other participants today, you can make a real
difference in preventing illegal alcohol sales and related problems.

After your sessicn, you may find that you have a situation you want to discuss, or you may have
questions about your test results or certification card. Complete the following informarion so you

will be able to contact your trainer whenever necessary.

Trainer/Co-Trainer Contact information
Name{s): Trainer Number(s):

Phone Number(s):
Emaills):

Completing the TIPS for On Premise Program i

The final part of this program is completing a certification test to demonstrate thar you have
learned and understand the material presented in the course.

Please remove and complete the Session Evaluation Form on page 29 before taking the test. Then
remove the TIPS for On Premise Certification Test on page 31.

It is very important to provide complete and accurate information on the test form. The {
information you provide there determines what appears on your cestification card and i
allows your certification record to be retrieved through our web-based system, Certification
Maaager. Be sure to follow the instructions printed on the back of the test..

If you have any questions while taking the test, feel free to ask your trainer(s) for assistance.

Thank you for your participation today, and good luck!




How would you rate your trainer(s) in the foilowing areas?

EXCELLENT mew 600D FAIR

. 13. Is personal lability related to alcohol salesiservice a major

concern in your work enwironment? O¥Yes (Mo

1. Industry Knowledge . . . ..., ..| O G
2. Program Knowiedge. . ..., ... [ ) _ -
3. Faclitation/Presentation Skille . .| O i 14, indicate any type of raining (other than un-the-job} that your
4. Punciuaiity and Preparedness . . | [ U arganizstion provides to prepare you for serving slcohal,
5. Enthuslasm/Energy .........| O § {Select only one answer.}

. OCD-ROM 0 Other

O e {internet-based wwag

6. How does TIPS compare with other sicohol'server training you have {} Seif-taught o

had? O TIPS is maore effective,
@ TiFS is about the same,
(TIPS e logs aHective. i
Ot have not wmm By ﬁw@. ﬁnﬁymm mw@ww ﬁ,mﬁﬁm

A5, What kind of sicohol is soled st vour sslablishment?
) Beer, mainly
O Wine, mainly
() Bpirits, mainly
O Beer and wine only.
{ity mmwmvm.wwwmmnm solls beer, wine and mw:wmm

7. i &mmw ares @m yourich ﬁmm ..m.%m. »wmmm.mnm wm ﬁamw wm:mmnwm% {Belect
only one snswer.)

() Dealing with alcahal-related Incidents
{) Customer service

3 ﬁrmm s wﬁnw job %am%nmw

() Peer relations C Owner () Wiait Staff. {} Sscurity
{J Management relations OwManager O Humen Resowrces ) Valet
oTes w,mmﬁmm will not benefit me In my W&u. () Bar Staf U¥Front Desk { Other

8. Do wmm think TIPS training will increase vour confidence In deaiing with

17, What s your primary language? {Select only one answer.}
intoxicated mgwmm@ OYes {de

: () English (I French {I Bpanish
9. Was the mmﬁammm interaction with the trainer and other session {t Arablc J Horsan 1 it
ﬁm%ﬁ%mﬁm acrucial ingredient in the effectiveness of today’s {3 Chiness () Portugliese {1 Vistnamese
training?  O¥es  (No {1 Farsi { Russian {3 Other

___y__o_._ .%wm. .mmm m.m”m.m.wwﬁa.wm.. menmﬁwnm a TIPS wmmnmw,w OYes ko

._m ﬁg caused youto attend. wmumw s session?
1 muﬁ §nnw did the nwm@m gwﬁ mm m wmm Qmwm :.wm«m R ‘attended based on my. m«mgmw :ﬁw«mww

12, k vour organlzation; mwm bBlgnes
{ Underage

AETEN E _&w} N&&&m@ m&?.ﬂmu.mgm& mm&wﬁ Copyripht D 26140 by Haslth ﬁ&mﬁﬁu&ﬂwranm tns. Al right resprvied. Printed In 280

_:_:_m_m:mumnm_w_mmmmwmmmmmmwnmmmn“mmm

e

anali—
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'SQEiiigiiislaaxasaaai;;a!autaasau:u;:aaaziza:zaalgn;aazawzsk@ﬁ&

ricHol

; * Uur o, 2 ponch, blue or bieck Ink.  « Ersee clesnty
i » Darkari ths chois complataly. _-mmmwmvmmmmtsfbmu Wrang ggam

Blarking Instrustions .
By ks you wish o changs. Righe &

form, Do it photoniy, foldsieple ol oanch dr 8dmass s scahdomm o

i may nok be Brocessed

(First Name . _

g

Bl LastName

Em

loyeriOrganization Name

|

i

Lo e _
State  Zip/Postal Code Country

Please fll-in answer chroles compl

nig corract answer.

em‘lis{g}
EE

@

By signing this form ﬁaﬁi&:ﬁga

Language Code ) |

(inClass Trainer

CiSatstiite Network
OselfTaught

&

§ _ icipants release Heaith Communications, inc. and its
“employees “fromi all: Hlability for ‘and damages resulting Yrom illegal trainer
conduct, trainar performance ‘and deviationsFront fhe approved curriculurn.

£ g

J




To be processed, ?&rm@ must be ::mgmais and not folded, stapled, hai@nwmmﬁm éama eﬁ
.. Keep ¢opies only for your records, :

et i

First Name, M1 and Last Hawe: Writa I vour first namie, middie iritiat and tast nage. He surs fo provide your namé a8 vou want
o appear on lelters, cerfification documents, or reports related to your corfification,

tiender: Darkan the sppropriate oicle o indicate vour gender,
Employerilrganization Meme: Wiiks In the 80 name of the sstablishment or organization whers you e cutrently smplayed,

Address: Wikte in the full address of the astablishroent whare ym} work, inchude the streed, sulte or box number 3§ spplicable), oy,
state ahbraviation, and exernded gp or postal aode. 1T your work ciitside ﬁ% am& SuUpHy the name of the oouniry wiers vour
sstabishment is locatad using the abbreviated country cw@ -

Ermail: Provide g valld emall address # yvou wish to be nodified iﬁum‘f}v c:xf y@m fost m‘xuitﬁ in the bbsenos of an emall address for
v, we will sendd vour resilts only to your trainer, _ o

| Work and Home Phone Numbsrs: Wrils in the nurmbers and damw tha waiav ey ndicate the main ;amm nymber gnd ares code
of the rzrqmammn where you work, and your homs ;:ﬁhxma num?:»m cmd ama mr:ﬁa

Boukat swzmty#é Weite In the numbers and darken tm a‘zraém m srzdm%a yﬂur Secsa? i%m,,umy Numb@ar Be sure o
darien ong and only one cirols for each colurmin, : e

Birth Dalte: Wiite in the numbers and darken the oireles o m{ﬂsmw yaur' ﬁh __afa?;e -u&mg_a_&@ﬂmihmayﬁ%r format. Be sure to
daren one and only one girole for sach eolumn, &Jsa Eﬁqum for: boﬂ‘a the etmth nd 4 digita for the year.

Fast Answers: Mok your answers {0 he fest fi;mstzmm in i?@ ar@a labeiﬁd Tas%_'Ans m' :‘a’mxr tamd may haw fower than 50
puestions, Lise Dnly the answer spaces hat mrmgpﬁm taihe qu@si:sana an yqz ' i mmk oty gng il a for aach guestion,

Office Use Ondy: The information in this bow Fedpe ;deﬁfra‘y i‘he ?@ﬁt wu are %mgs Pmase tfo not make any marks in this
section. . e .

Tant B wm@ in smﬁ darken the circles to indl aai’ea the Test i of m& t@st yf}u o kmg “‘i’hss !3 IS pre-pr ﬁ:%&d on this upper right
cornet of he Test Cuestions, i thers is no Test 1D on your Tesl i’mmisﬁnﬁ %eav&a. _hls fxakﬂ b?ank

Language Dode: Usiag the fultowing codes, write in the numeratand ﬁarkeﬂ fh@ f‘sm%@ m m{ﬁmm tm enguaqc& of iha test you sre

takdng.
G English g Km&an 4 - Chﬁ%& _ E:? ;‘mgbic '

1~ Bpanigh 3 - Japaness 5« Franch
Trainking Method: Darmn e chrole that deseribes how you ook ‘Ehﬁ gsmgmm Mot a mmﬁads are gl abf@ fﬁr alf programs,

Bt of ‘?’%& Write in foday's date (Month, ’Qdﬁg’f‘f sar format).

Teaingr Nawe and Number: If the material mr WS exam was %augm Emf ) iea e, wz‘fi@ m iha ﬁam@ and Aurmber of the irginer in the i
spacs provided,

Slgnatore: Sign vour name in the space provided at the bottom of fha form o m&caw ih@t the mfamm%éz:m yms *xu;;phm O this
fearrny 8 comip ete and scclirste fo the pest of your Kﬂﬁw’égﬁ{m SRR

unications, Inc., 1400 Key Blvd., Suite 700, Ardinaton, VA - Zip Code 22209 - USA
www . gettips.com
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