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Food & Beverage Job Family 

Front of House

	Job Family Overview 

Jobs in this family are focused on the provision of customer service to customers in Azadea food and beverage outlets




	Level
	Title
	Purpose

	1


	Runner
	To provide essential facilitating services to the café / bar unit in order to support the provision of the highest standards of customer service

	2


	Waiter / Barista / Juice Junkie
	To take orders and serve food and/or beverages to customers in café / bar establishments

	3
	Crew Leader / Lead Barista / Floor Supervisor
	To supervise day to day front of house floor activities for the café/bar unit  in order to ensure that front of house operations are carried out in the most efficient and effective manner and the highest standards of customer service are achieved

	4
	Supervisor / Asst. Manager
	To direct and control front of house floor activities for the café/bar unit in order to ensure that front of house operations are carried out in the most efficient and effective manner and the highest standards of customer service are achieved

	5
	Site / Unit Manager
	To lead and manage the Café / Bar Unit, developing and implementing Unit plans and procedures in line with the corporate brand and under the direction of the Multi Site Manager 


F&B Job Family – Front of House

Level One: Runner

	Role Purpose: To facilitate food and beverage service in the café / bar unit in order to support the provision of the highest standards of customer service

	Key Accountabilities
	Performance indicators

	1. Carry out a range of activities in preparation for café / bar opening, (re-stock consumables; lay tables; clear and clean front and back of house; etc.) in order to ensure the unit is ready to receive customers 
	· Completion of tasks to required standards

	2. Clean and polish counters, shelves, walls, furniture and equipment in food service areas and customer areas and mop and vacuum floors in order to ensure high standards of hygiene and cleanliness in the unit
	· Hygiene standards met

· Customer feedback

	3. Be polite and friendly to customers at all times in order to support the achievement of the highest standards of customer service
	· Customer service measures

· Direct customer feedback

	4. Clear and clean tables on an ongoing basis throughout the shift in order to ensure high standards of hygiene and a positive image is presented to customers
	· Tables cleared and cleaned promptly

· Direct customer feedback

	5. Carry out a range of activities for other staff and/or customers in order to support operational delivery of customer service standards
	· Task requests responded to promptly and completed accurately

	6. Clean and clear café/restaurant areas as required in both front and back of house in order to ensure high standards of hygiene and a positive image is presented to customers
	· Areas cleaned and cleared promptly and effectively

	7. Maintain supplies of basic items – glassware / crockery / napkins / silverware, etc. in order to support operational efficiency
	· Items restocked regularly

· Incidence of “run out” of items

	8. Replenish supplies of food / drinks and equipment in service areas in order to support operational efficiency
	· Items replenished promptly

· Incidence of “run out” of items

	9. Lay tables with essential items – clean linens, condiments and other supplies – on an ongoing basis throughout the shift in order to ensure customers needs are met and a positive image is presented to customers at all times
	· Tables laid and re-laid promptly

· Direct customer feedback

	10. Serve customers when waiters need assistance in order to support operational efficiency and maintenance of customer service standards
	· Orders taken and fulfilled accurately and promptly

· Customer feedback


Level One: (Contd.)

	quaLIFICATIONS, Experience & SKILLS

	· High School graduate, ideally with previous practical work experience

· Knowledge and understanding of café / bar operating, hygiene and safety procedures

· Ability to work as part of a team

· Basic customer service skills

· Locally required language skills – written and spoken


	COMPETENCIES

	· Achievement Drive: Level 1


· Brand Passion: Level 1


· Focusing on Customer: Level 1

· Integrity & Self Confidence: Level 1

· Providing Solutions: Level 1

· Teamwork & Collaboration: Level 1


F&B Job Family – Front of House

Level Two: Waiter/Barista/Juice Junkie

	Role Purpose: To take orders and serve food and/or beverages to customers in café / bar establishments

	Key Accountabilities
	Performance indicators

	1. Prepare tables / bars / public areas before café/ bar opens in order to ensure the unit is ready to receive customers
	· All public areas in state of readiness according to set standards

	2. Greet customers in a friendly and courteous way on arrival at café/bar in order to ensure customers feel welcome and to contribute to a positive overall customer experience
	· Customer feedback

	3. Escort customers to tables / bar areas, if required, ensure they are comfortable and their needs are responded to quickly and efficiently
	· Customer feedback

	4. Take customer orders; explain how menu items are prepared and make suggestions / recommendations as appropriate, and ensure orders are responded to promptly
	· Prompt attention to customers

· Orders taken fully and accurately 

	5. Transfer orders to the kitchen / bar OR fulfill orders in person, ensuring that orders are processed quickly and accurately
	· Orders transferred fulfilled quickly and accurately 

· Customer feedback

	6. Serve customers with their order, ensuring food and drinks are properly presented to the right customers in the right order with the correct cutlery, etc.
	· Food / drinks correctly presented 
· Food / drinks at the right temperatures
· Customer feedback

	7. Monitor customers’ activity at all times in order to ensure any needs are met promptly so as to provide responsive, but unobtrusive customer service 
	· Prompt recognition of customer needs

· Customer feedback

	8. Proactively seek feedback from customers to check they are enjoying their food and/or drinks, taking action to correct any problems / dissatisfaction 
	· Customer feedback

· Prompt corrective action/s

	9. Present bill to customers at an appropriate point and process payment OR transfer it to the cashier for payment
	· Accurate payment processing

	10. Say goodbye to customers and facilitate their exit in a friendly and courteous way in order to support complete delivery of customer service and maximise chances of repeat custom
	· Customer feedback

	11. Clean / clear/ re-lay tables / bar areas for new customers quickly and efficiently in order to maximise number of covers / beverages served with minimum operational delay 
	· Prompt cleaning / clearing activity

· Unit sales statistics


Level Two: (Contd.)

	quaLIFICATIONS, Experience & SKILLS

	· High School graduate, with 1-2 years previous practical F & B work experience

· Knowledge and understanding of café / bar operating, hygiene and safety procedures

· Good knowledge of café / bar menu

· Good working knowledge of speciality beverages

· Ability to prepare and / or serve the full range of beverages sold in the unit  

· Ability to work as part of a team

· Well developed customer service skills

· customer needs assessment

· meeting customer service quality standards

· evaluating customer satisfaction

· English and locally required language skills – written and spoken


	COMPETENCIES

	· Achievement Drive: Level 1


· Brand Passion: Level 1


· Focusing on Customer: Level 2

· Integrity & Self Confidence: Level 1

· Providing Solutions: Level 2

· Supporting Diversity: Level 1

· Teamwork & Collaboration: Level 1


F&B Job Family – Front of House

Level Three: Crew Leader/Lead Barista/Floor Supervisor

	Role Purpose: To take orders and serve food and/or beverages to customers in café / bar establishment and to lead the activities of the waiters / baristas / juice junkies in order to ensure that serving operations are carried out in the most efficient and effective manner and the highest standards of customer service are achieved

	Key Accountabilities
	Performance indicators

	1. To serve customers and carry out duties as described in Level 2, PLUS
	· As for Level 2

	2. Assign routine and non-routine tasks and duties to runners and waiters / baristas / juice junkies in order to ensure that activities are carried out in the most efficient and effective way
	· Clear communication of duties



	3. Input to the preparation of staff rosters in order to ensure that manpower is effectively matched to operational requirements that will enable the achievement of the highest standards of customer service at optimum cost 
	· Efficient job planning

· Manpower efficiently matched to operational needs

· Customer service measures

	4. Attend and/or run daily unit meetings in order to ensure all café/bar activities and events are properly understood and communicated.
	· Effective meeting management

· Clarity of communication

· Proactive contribution to meetings

	5. Conduct on the job training, demonstration and instruction for new and/or existing employees in order to support their development and ensure the highest standards of performance are achieved 
	· Clarity of instruction

· Effective skill transfer

	6. Deal with any operational issues or problems as they arise, resolving or escalating problems as appropriate, ensuring continuous customer service
	· Issues resolved quickly

· Minimum impact on customer service 


	quaLIFICATIONS, Experience & SKILLS

	· High School graduate, with 3-5 years previous practical F & B work experience, ideally within the Azadea Group F&B operation

· Full knowledge and understanding of café / bar operating, hygiene and safety procedures

· Excellent knowledge of café / bar menu

· Excellent knowledge of speciality beverages

· Ability to prepare and / or serve the full range of beverages sold in the unit  

· Ability to work as part of a team

· Team leadership skills

· Problem solving skills

· Well developed customer service skills

· customer needs assessment

· meeting customer service quality standards

· evaluating customer satisfaction

· English and locally required language skills – written and spoken


Level Three: (Contd.)

	COMPETENCIES

	· Achievement Drive: Level 2


· Acting Decisively: Level 1

· Brand Passion: Level 2


· Developing Others: Level 2

· Embedding an Accountability Culture: Level 1

· Focusing on Customer: Level 2

· Providing Solutions: Level 2

· Supporting Diversity: Level 2

· Teamwork & Collaboration: Level 2


F&B Job Family – Front of House

Level Four: Supervisor / Head Barista / Assistant Bar Manager

	Role Purpose: To direct and control front of house floor activities for the café/bar unit  in order to ensure that service operations are carried out in the most efficient and effective manner and the highest standards of customer service are achieved

	Key Accountabilities
	Performance indicators

	7. To serve customers and carry out duties as described in Level 2, PLUS
	· As for Level 2

	1. Assign routine and non-routine tasks and duties to unit staff in order to ensure that activities are carried out in the most efficient and effective way
	· Clear communication of duties



	2. Plan and prepare staff rosters in order to ensure that manpower is effectively matched to operational requirements that will enable the achievement of the highest standards of customer service at optimum cost 
	· Efficient job planning

· Manpower efficiently matched to operational needs

· Customer service measures

	3. Monitor and control any overtime activity in order to ensure that manpower costs are minimised
	· Actual overtime costs versus budget

	4. Attend and/or run daily unit meetings in order to ensure all café/bar activities and events are properly understood and communicated.
	· Effective meeting management

· Clarity of communication

· Proactive contribution to meetings

	5. Conduct on the job training, demonstration and instruction for new and/or existing employees in order to support their development and ensure the highest standards of performance are achieved 
	· Clarity of instruction

· Effective skill transfer

	6. Deal with any operational issues or problems as they arise, resolving problems as appropriate, ensuring continuous customer service
	· Issues resolved quickly

· Minimum impact on customer service 

	7. Liaise and co-ordinate with kitchen staff, as appropriate, in order to ensure smooth operational efficiency in the café / bar unit
	· Effective two way communication

· Effective co-ordination of activities

	8. Monitor consumable stock levels, maintain inventories and inform Manager of re-order requirements OR personally re-order stocks, in order to ensure there are adequate stocks to meet operational requirements
	· Stock inventories accurate and up to date

· Minimum stock levels maintained to meet operational needs

· Incidence of “run outs” of items

	9. Contribute to menu development, ensuring that brand standards and policies are met 
	· Quality of ideas/ suggestions

· Adherence to brand standards

	10. Oversee the roll out of any promotional activity, ensuring that waiting staff maximise opportunities for promotion implementation 
	· Success of promotional implementation


Level Four: (Contd.)

	Key Accountabilities
	Performance indicators

	11. Contribute to development of customer service standards in the Unit, in order to support the ongoing achievement of high quality customer service
	· Quality of contribution 

	12. Contribute to staff recruitment in order to support the recruitment of high caliber waiting staff that enable the Unit to meet its objectives
	· Staff turnover

· Number of vacancies

	13. Analyse customer feedback and take action to ensure improvement / maintenance of customer service standards
	· Ongoing customer service measures

· Prompt corrective action/s


	quaLIFICATIONS, Experience & SKILLS

	· High School graduate, with minimum 5 years previous practical F & B work experience, ideally within the Azadea Group F&B operation

· Full knowledge and understanding of café / bar operating, hygiene and safety procedures

· Working knowledge of local hygiene, health and safety legislation

· Excellent knowledge of café / bar menu

· Excellent knowledge of speciality beverages

· Ability to prepare and / or serve the full range of beverages sold in the unit  

· Ability to work as part of a team

· Supervisory skills

· Well developed interpersonal skills

· Problem solving skills

· Excellent customer service skills

· customer needs assessment

· meeting customer service quality standards

· evaluating customer satisfaction

· English and locally required language skills – written and spoken


	COMPETENCIES

	· Achievement Drive: Level 2


· Acting Decisively: Level 2

· Brand Passion: Level 1

· Communication: Level 2


· Developing Others: Level 2

· Embedding an Accountability Culture: Level 2

· Focusing on Customer: Level 2

· Leading & Motivating Others: Level 1

· Providing Solutions: Level 3

· Teamwork & Collaboration: Level 2


F&B Job Family – Front of House

Level Five: Site / Unit Manager 

	Role Purpose: To lead and manage the Café / Bar Unit, developing and implementing Unit plans and procedures in line with the corporate brand and under the direction of the Multi Site Manager     

NOTE: This level of work is accountable for the management of both front and back of house activities and is replicated in the Back of House Food and Beverage Job??  WHY? Cant we allocate it in one area?              

	Key Accountabilities
	Performance indicators

	1. Develop and implement Unit plans, policies and procedures in line with corporate branding in order to support the achievement of F&B business objectives. 
	· Production and communication of plans, policies and procedures

	2. Ensure the effective implementation of plans, policies and procedures through leadership of a Unit team – setting goals and objectives, managing performance, developing and motivating employees - in order to ensure the highest levels of performance are achieved.
	· Individual objectives, training and development plans in place for all team employees

· Ongoing management of performance through provision of formal and informal feedback and appraisal.

	3. Manage staff recruitment in order to ensure the recruitment of high caliber staff that enable the Unit to meet its objectives
	· Staff turnover 

· Number of vacancies

	4. Manage annual allocated budget, managing expenditure up to set limits, optimising and reducing costs where possible and reporting variances versus budget, in order to ensure effective Unit cost management.
	· Actual Unit expenditure versus budget

	5. Oversee the development of Unit operational procedure improvements in order to ensure the ongoing development of customer service provision and standards.
	· Proactive development of proposals

	6. Ensure cafe / bar unit compliance with health and safety regulations, taking corrective action as appropriate 
	· Compliance with regulations

	7. Develop and maintain good working relationships with external suppliers and agencies in order to support the smooth operation of the Unit 
	· Up to date knowledge of relevant personnel / contacts

· Ease of access to and communication with external agencies and suppliers

	8. Estimate food and beverage consumption in order to anticipate amounts to be purchased and/or requisitioned
	· Accuracy of estimations

	9. Place orders and oversee deliveries of supplies and equipment, ensuring delivery contents are checked to verify product quality and quantity
	· Timely placing of orders

· Stock levels

	10. Monitor food and beverage preparation methods, portion sizes and presentation in order to ensure food and drinks are prepared and presented in an acceptable manner and costs are controlled
	· Food and/or beverage preparation and presentation complies with operational procedures and brand standards

· Cost control measures


Level Five: (Contd.)

	Key Accountabilities
	Performance indicators

	11. Personally resolve critical Unit problems in order to ensure operational effectiveness and to minimise impact on customer service levels
	· Speed of response to critical issues

· Effective problem solving / resolution

	12. Investigate and resolve complaints to customers’ satisfaction regarding food and/or beverage quality or service 
	· Effective complaint resolution

· Customer feedback

	14. Oversee the implementation of any promotional activity, ensuring that kitchen and/or waiting staff maximise opportunities for promotion implementation 
	· Success of promotional implementation

	13. Liaise regularly with senior operations management and other Unit Managers in order to understand ongoing F&B activities and developments and share best practice and ideas 
	· Regular liaison 

· Effective information exchange

	14. Prepare management information reports on Unit performance in order to ensure that Senior Business Managers have the relevant information needed to support operational decision-making.
	· Timely and accurate production of reports



	15. Research and monitor activities and trends in relevant consumer markets in order to ensure informed decision making on Unit pricing; product offerings; promotions; etc. 
	· Up to date knowledge and understanding of market structure, trends and activities


	quaLIFICATIONS, Experience & SKILLS

	· High School graduate, with 5 -10 years previous practical F & B work experience,

· University degree in F&B Management, or related subject, plus 3-5 years experience

· Excellent knowledge and understanding of café / bar operating, hygiene and safety procedures

· Full Working knowledge of local hygiene, health and safety legislation

· Excellent knowledge of café / bar menu

· Excellent knowledge of speciality beverages

· Ability to prepare and / or serve the full range of beverages sold in the unit  

· Knowledge and understanding of financial planning and budgeting processes

· People management skills

· Operational planning skills

· Objective setting skills

· Well developed interpersonal skills

· Problem solving skills

· Decision making skills

· Excellent customer service skills

· customer ends assessment

· meeting customer service quality standards

· evaluating customer satisfaction

· English and locally required language skills – written and spoken

· Good communication skills – written and verbal


Level Five: (Contd.)

	COMPETENCIES

	· Achievement Drive: Level 3 


· Acting Decisively: Level 3

· Brand Passion: Level 3

· Communication: Level 2


· Developing Others: Level 3

· Embedding an Accountability Culture: Level 3

· Focusing on Customer: Level 3

· Leading & Motivating Others: Level 3

· Providing Solutions: Level 3

· Teamwork & Collaboration: Level 3








