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ENGLISH

1. Customer Greeting and Seating

Always greet customers with a warm and friendly smile as they enter the premises. This first impression is essential for
setting a positive tone for the visit.

Escort customers to an appropriate table based on availability and the size of their group, ensuring they are seated
comfortably.

Ask if they have any seating preferences (such as near a window or away from the crowd) and make every effort to
accommodate them.

Make sure that customers feel valued and welcome from the moment they walk in, fostering a sense of hospitality that reflects
the company’s standards.

2. Taking Orders and Making Recommendations

Take customers' orders with attention to detail, repeating their selections back to ensure accuracy.

Provide in-depth information about menu items, including special dietary considerations (e.g., vegetarian, gluten-free
options) when necessary.

Be proactive in offering personalized recommendations based on the customer’s tastes or preferences, whether for drinks,
food, or desserts.

Take note of any special requests and communicate these clearly to the kitchen or bar staff.

3. Beverage and Food Service

Ensure that orders are prepared accurately and efficiently, served promptly while they are fresh and at their optimal
temperature.

Present the food and drinks with an eye for presentation, ensuring they are aesthetically pleasing and align with the
company’s high standards for quality.

Always check the quality of the items before serving to guarantee they meet the hygienic and aesthetic standards of the
company.

Serve drinks and food with care, making sure that all items are properly placed on the table without any spills or mess.

4. Adherence to Hygiene and Cleanliness Standards

Keep all surfaces, including tables, chairs, counters, and service areas, clean and well-maintained throughout the day.
Regularly check the restroom facilities to ensure they are hygienic and stocked with necessary supplies, maintaining a high
level of cleanliness across all areas of the coffee shop.

Personal hygiene is critical—always maintain clean and tidy attire, and wash hands regularly to prevent contamination.
Adhere to international food safety standards, ensuring food and beverages are prepared, stored, and served under sanitary
conditions.

5. Ensuring Customer Satisfaction

Anticipate customer needs by being observant and responsive. If customers look like they need something, such as refills or
condiments, attend to them promptly.

Foster a connection with customers by engaging in polite and friendly conversations when appropriate, ensuring they feel
valued.

Address any issues or concerns immediately, whether it's a wrong order, a complaint, or a request. Always maintain a calm
and professional demeanor.

Aim to exceed customer expectations by going the extra mile—whether it's by offering a free drink on a special occasion or
assisting with a request beyond the usual scope.

6. Preparing the Bill and Processing Payments

Prepare customers’ bills promptly, ensuring all items are correctly listed and priced according to their order.

Handle cash, credit cards, and other forms of payment with care and precision, ensuring that each transaction is processed
accurately.

Be discreet and professional when handling payments, maintaining customer privacy and security during the process.
Offer any special discounts or promotions that may apply, and ensure the customer receives a receipt and change (if
applicable).

7. Organizing Work Equipment and Areas

Keep your service station, kitchen access points, and waiting areas clean and free of unnecessary clutter.

Ensure that all service tools, such as trays, menus, napkins, and cutlery, are in good condition and readily available.

Regularly replenish stock of necessary items, such as condiments, napkins, and cleaning supplies, and report low stock to the
manager to prevent shortages.
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ENGLISH

8. Teamwork and Coordination

Work seamlessly with other team members, including kitchen staff, baristas, and other waitstaff, to ensure smooth operations
and timely service.

Maintain open communication with your colleagues to ensure orders are taken and served promptly and accurately.
Collaborate to manage peak hours, ensuring that each team member is aware of their responsibilities and working efficiently
toward the collective goal of customer satisfaction.

9. Menu Knowledge and Product Promotion

Have in-depth knowledge of all menu items, including ingredients, preparation methods, and nutritional information, so you
can answer customers' questions with confidence.

Stay informed about seasonal menu changes, promotions, or new products, and actively promote them to customers to
encourage sales.

Ensure customers are informed about any special offers, events, or new additions to the menu to enhance their experience
and increase sales.

10. Stress and Time Management

Learn to manage multiple tasks efficiently, especially during peak times. Prioritize customer needs, ensuring timely service
without compromising on quality.

Maintain a calm and professional attitude during busy or stressful periods, managing stress in a way that does not affect
customer service.

Be aware of time management when processing orders and serving tables, ensuring that orders are taken and delivered within
a reasonable timeframe.

11. Representing the Company Image and Brand

Ensure your behavior reflects the company’s values and maintains a professional image at all times. Always act in a way that
enhances the brand’s reputation.

Follow the company’s dress code and grooming standards, ensuring you present a neat and clean appearance to customers.
Use polite, professional language and tone when interacting with customers, maintaining a positive and respectful
atmosphere.

12. Workplace Safety and Legal Compliance

Familiarize yourself with workplace safety protocols, such as emergency exits, fire safety equipment, and first aid procedures.
Comply with all local laws regarding health, safety, and employment regulations. Ensure that all service procedures meet both
local and international standards.

Know the proper emergency procedures for fires, accidents, or medical emergencies and act swiftly and confidently when
required.

13. Handling Complaints and Problem Resolution

Listen attentively to customer complaints, allowing them to express their concerns fully before offering solutions.

Apologize when appropriate and take immediate action to resolve issues, whether it’s by replacing an item, offering a refund,
or escalating the matter to management.

Maintain a calm demeanor when handling complaints, and always ensure the customer feels heard and valued.

14.Order Tracking and Timing

Ensure that orders are processed in a timely and efficient manner, both in the kitchen and at the bar, to avoid delays.

Track order statuses regularly to ensure that they are delivered promptly, and notify customers of any delays or issues as soon
as possible.

Work with the kitchen staff to manage high-volume orders effectively, ensuring no delays and maintaining the quality of
service.

15. Training and Development

Continuously improve your professional skills by attending training sessions provided by the company.

Stay updated on the latest trends in food, beverage service, and customer service to ensure you remain knowledgeable and
competitive.

Regularly review the menu, service procedures, and any changes to policies to remain well-informed and provide top-tier
service.
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ENGLISH

16. Adherence to Work Ethics and Professional Behavior

Follow the company’s code of conduct, adhering to professional ethics, ensuring respectful and courteous interactions with
both customers and colleagues.

Show commitment to high standards of service by being punctual, reliable, and fully engaged in your duties.

Foster a positive work environment by promoting mutual respect, collaboration, and open communication with your team.

17. Physical Stamina and Work Discipline

Be prepared to stand for long periods and manage the physical demands of the job, such as carrying trays or walking for
extended periods.

Maintain a disciplined work ethic, ensuring punctuality and consistency in the quality of service throughout each shift.
Adapt quickly to busy shifts, and remain organized and focused on delivering excellent customer service at all times.

18. Respect for Customer Property and Company Décor

Always treat customers’ personal belongings with respect, ensuring no damage occurs during service. Never place items on
top of their possessions.

Refrain from rearranging any furniture, decorations, or items in the coffee shop without prior authorization. The décor is a
key part of the company’s branding and should remain consistent and undisturbed.

Notify management immediately if anything in the café or store is damaged or needs repair,
ensuring the environment remains pleasant and safe for customers.
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TURKCE

1. Miisteri Karsilama ve Oturma

Miigterileri ieri girdiklerinde her zaman sicak ve dostca bir giiliimseme ile kargilaymn. Bu ilk izlenim, ziyaret i¢cin olumlu bir
ton belirlemek agisindan ¢ok 6nemlidir. Miisterileri, gruplarinin biiyiikligiine ve mevcut masa durumuna gore uygun bir
masaya yonlendirin ve rahat¢a oturduklarindan emin olun.

Onlara oturma tercihleri olup olmadigin: sorun (6rnegin, pencere kenarina veya kalabaliktan uzak bir yere yakin olmak gibi)
ve bu tercihleri karsilamak i¢in her tiirlii gabay gosterin. Miisterilerin, igeri adim attiklar1 andan itibaren degerli ve hos
kargilandiklarini hissetmelerini saglayin, bu da sirketin misafirperverlik standartlarini yansitacaktir.

2. Siparis Alimi1 ve Onerilerde Bulunma

Miigterilerin siparislerini dikkatle alip, dogrulugu saglamak icin s6yledikleri secimleri geri tekrar edin.

Meni 6geleri hakkinda, gerekli oldugunda 6zel diyet secenekleri (6rnegin, vejetaryen, gliitensiz secenekler) dahil olmak
tizere detayl bilgi verin. Miisterinin tatlar1 veya tercihlerine gore icecek, yemek veya tatli 6nerilerinde bulunarak, proaktif bir
sekilde kisisellestirilmis tavsiyeler sunun. Herhangi bir 6zel talep not edin ve bunlar1 mutfak veya bar personeline agik¢a
iletin.

3. Icecek ve Yemek Servisi

Sipariglerin dogru ve verimli bir sekilde hazirlandigindan, taze ve optimal sicaklikta hizlica servis edildiginden emin olun.
Yemek ve icecekleri sunarken gorsellige dikkat edin, estetik agidan hos olmalarini ve girketin kalite standartlarina uygun
olmalarini saglayimn. Servis yapmadan 6nce, tiim 6gelerin kalite kontroliinii yapin, hijyenik ve estetik standartlara uygun
olmalarini temin edin. Igecek ve yemekleri dikkatlice servis edin, tiim 6gelerin masaya dékiilmeden diizgiin bir sekilde
yerlestirildiginden emin olun.

4. Hijyen ve Temizlik Standartlarina Uyum

Masalar, sandalyeler, tezgahlar ve hizmet alanlar1 dahil tiim yiizeyleri giin boyunca temiz ve bakimli tutun. Tuvaletleri
diizenli olarak kontrol edin, hijyenik olduklarindan ve gerekli malzemelerle donatildigindan emin olun. Kafede tiim
alanlarda yiiksek bir temizlik standardi koruyun. Kisisel hijyen ¢cok 6nemlidir—her zaman temiz ve diizenli kiyafetler giyin
ve kontaminasyonu 6nlemek i¢in ellerinizi diizenli olarak yikayin. Uluslararas: gida giivenligi standartlarina uyun, yiyecek ve
igeceklerin hijyenik kosullarda hazirlanip saklandigindan ve sunuldugundan emin olun.

5. Miisteri Memnuniyetini Saglama

Miigteri ihtiyaglarini gozlemleyerek ve yanit vererek 6nceden tahmin edin. Miisteriler bir seylere ihtiya¢ duyuyor gibi
goriiniiyorsa (6rnegin, icecek yenileme veya baharat), hizlica ilgilenin. Uygun oldugunda nazik ve dost¢a konusmalar
yaparak miisteri ile bag kurun, boylece degerli hissettiklerinden emin olun.

Herhangi bir sorun veya endigeyi hemen ¢6ziin, yanlis siparis, sikayet veya talep olsun fark etmez. Her zaman sakin ve
profesyonel bir tavir sergileyin.Miisteri beklentilerini agmay1 hedefleyin—ornegin, 6zel bir giinde {icretsiz bir igecek sunarak
veya alisilmadik bir talepte yardimci olarak ekstra bir ¢aba gosterin.

6. Fatura Hazirlama ve Odeme Islemleri

Miigterilerin faturalarini hizli bir sekilde hazirlayin, tiim tirtinlerin dogru bir sekilde listelendiginden ve fiyatlandirildigindan
emin olun. Nakit, kredi kart1 ve diger 6deme sekillerini dikkat ve 6zenle isleyin, her islemin dogru bir sekilde islendiginden
emin olun. Odemeleri gizli ve profesyonel bir gekilde isleyin, miisteri mahremiyetini ve giivenligini islemler sirasinda
koruyun. Uygulanabilirse, gegerli indirimler veya promosyonlar teklif edin ve musteriye fis ve para ustiinii (varsa) verin.

7. Calisma Ekipmanlarini ve Alanlarini Diizenleme

Hizmet istasyonunuzu, mutfak erisim noktalarini ve bekleme alanlarini temiz tutun, gereksiz daginikliktan kaginin.

Tim hizmet araglarinin (tepsiler, meniiler, pegeteler ve ¢atal bigaklar gibi) iyi durumda ve kolayca ulasilabilir oldugundan
emin olun. Gerekli malzemeler (6rnegin, baharatlar, peceteler, temizlik malzemeleri) diizenli olarak yenileyin ve stok
eksikliklerini 6nlemek i¢in bunlar1 yoneticinize bildirin.
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TURKCE

8. Takim Calismasi ve Koordinasyon

Diger takim {iyeleriyle (mutfak personeli, baristalar ve diger garsonlar) sorunsuz bir sekilde ¢alisarak operasyonlarin diizgiin
ilerlemesini ve zamaninda hizmet verilmesini saglayin.

Siparislerin hizli ve dogru bir sekilde alinmasi ve servis edilmesi i¢cin meslektaslarinizla agik iletisim kurun. Yogun saatlerde
isbirligi yaparak, her takim {iyesinin sorumluluklarinin farkinda olmasini ve miisteri memnuniyeti hedefi dogrultusunda verimli
bir sekilde ¢alismasini saglayin.

9. Menii Bilgisi ve Uriin Tanitim

Tim menii 6geleri hakkinda derinlemesine bilgi sahibi olun; igerikler, hazirlama yontemleri ve besin degerleri hakkinda bilgi
edinerek miigterilerin sorularini giivenle yanitlayin. Mevsimsel menii degisiklikleri, promosyonlar veya yeni iiriinler hakkinda
bilgi sahibi olun ve bu tiriinleri miisterilere tanitarak satiglari tesvik edin.

Miigsterilere zel teklifler, etkinlikler veya mentiye eklenen yeni 6geler hakkinda bilgi vererek onlarin deneyimlerini iyilestirin ve
satiglari artirin.

10. Stres ve Zaman YOnetimi

Birden fazla gorevi verimli bir sekilde yonetmeyi 6grenin, 6zellikle yogun saatlerde. Miisteri ihtiyaglarini 6nceliklendirin,
zamaninda hizmet sunarken kaliteyi bozmamaya 6zen gosterin. Yogun veya stresli donemlerde sakin ve profesyonel bir tutum
sergileyin, stresi yoneterek miisteri hizmetlerini olumsuz etkilemeden gorevlerinizi yerine getirin. Siparisleri alirken ve masalar
servis ederken zaman yonetimini dikkate alarak, siparislerin makul bir siire i¢inde alinmasini ve teslim edilmesini saglayin.

11. Sirket Imajin1 ve Markay1 Temsil Etme

Davranislariizin, sirketin degerlerini yansitmasini ve her zaman profesyonel bir imaj sergilemesini saglayin. Sirketin itibar:
agisindan her zaman marka degerlerini giiglendiren sekilde hareket edin.Sirketin giyim ve bakim standartlarina uyun, miisterilere
diizenli ve temiz bir goriiniim sunarak profesyonel bir imaj sergileyin. Miisterilerle etkilesimde, nazik ve profesyonel bir dil
kullanarak pozitif ve saygili bir atmosfer yaratin.

12. Is Yeri Giivenligi ve Yasal Uyum

Miisteri ihtiyaglarini gozlemleyerek ve yanit vererek 6nceden tahmin edin. Miisteriler bir seylere ihtiya¢ duyuyor gibi
goriiniiyorsa (6rnegin, icecek yenileme veya baharat), hizlica ilgilenin. Uygun oldugunda nazik ve dost¢a konusmalar yaparak
miigsteri ile bag kurun, boylece degerli hissettiklerinden emin olun.Herhangi bir sorun veya endiseyi hemen ¢6ziin, yanlis siparis,
sikayet veya talep olsun fark etmez. Her zaman sakin ve profesyonel bir tavir sergileyin.Miisteri beklentilerini asmay: hedefleyin—
ornegin, 6zel bir giinde ticretsiz bir icecek sunarak veya alisiimadik bir talepte yardimci olarak ekstra bir ¢aba gosterin.

13. Sikayetleri Ele Alma ve Problem Cozme

Misterilerin faturalarini hizli bir sekilde hazirlayin, tiim trtinlerin dogru bir sekilde listelendiginden ve fiyatlandirildigindan
emin olun. Nakit, kredi kart1 ve diger 6deme sekillerini dikkat ve 6zenle igleyin, her islemin dogru bir sekilde islendiginden emin
olun. Odemeleri gizli ve profesyonel bir sekilde isleyin, miisteri mahremiyetini ve giivenligini islemler sirasinda koruyun.
Uygulanabilirse, gecerli indirimler veya promosyonlar teklif edin ve miisteriye fis ve para iistiinii (varsa) verin.

14. Siparis Takibi ve Zamanlama

Siparislerin mutfakta ve bardan zamaninda ve verimli bir sekilde islenmesini saglayin, boylece gecikmelerin oniine gegin.
Siparis durumlarini diizenli olarak takip ederek, zamaninda teslim edilmesini saglamak ve herhangi bir gecikme veya sorun
durumunda miisteriyi en kisa siirede bilgilendirmek 6nemlidir.

Mutfak personeliyle isbirligi yaparak yiiksek hacimli siparisleri etkili bir sekilde yonetin, boylece higbir gecikme yasanmaz ve
hizmet kalitesi korunur.

15. Egitim ve Gelisim

Sirketin sundugu egitim oturumlarina katilarak profesyonel becerilerinizi siirekli olarak gelistirin. Yiyecek, icecek servisi ve
miisteri hizmetleri alanindaki son trendleri takip edin, boylece bilgili ve rekabetci kalmay: stirdiiriin.

Meniiyii, hizmet prosediirlerini ve politika degisikliklerini diizenli olarak gézden gegirin, boylece her zaman iyi bilgilendirilmis
olur ve birinci sinif hizmet sunarsiniz.
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16. Is Ahlakina ve Profesyonel Davranisa Uyum

Sirketin davranis kurallarina uyarak, profesyonel etiklere sadik kalin ve hem miisterilerle hem de meslektaslarla saygili ve nazik
bir sekilde etkilesimde bulunun.Hizmetin yiiksek standartlarina bagliliginizi, dakik, giivenilir ve gérevlerinize tamamen
odaklanarak gosterin.

Takiminizla kargilikli saygy, isbirligi ve acik iletisimi tegvik ederek olumlu bir ¢alisma ortami yaratin.

17. Fiziksel Dayaniklilik ve Is Disiplini

Uzun siire ayakta durmaya ve isin fiziksel taleplerini (6rnegin, tepsi tasima veya uzun siire yiiriiylis yapma) karsilamaya hazirlikli
olun.Disiplinli bir is ahlaki stirdiiriin, her vardiyada dakiklik ve hizmet kalitesinde tutarlilik saglayin. Yogun vardiyalarla hizl bir
sekilde uyum saglayin ve her zaman miitkemmel misteri hizmeti sunmaya odaklanarak organize ve dikkatli olun.

18. Miisteri Esyalarina ve Sirket Dekoruna Saygi

Miisterilerin kisisel esyalarina her zaman saygili bir sekilde yaklagin, hizmet sirasinda herhangi bir hasar meydana gelmemesini
saglayin. Hicbir zaman miisterilerin egyalarinin tizerine herhangi bir sey koymayin.

Kafede mobilya, dekorasyon veya diger esyalar1 6nceden izin almadan diizenlemeyin. Dekorasyon, sirketin markasinin 6nemli bir
parcasidir ve tutarli ve bozulmamus bir sekilde kalmalidir.

Kafede veya magazada herhangi bir seyin zarar gormesi veya onarima ihtiya¢ duymasi durumunda,
durumu hemen yonetime bildirin, boylece ortamin miisteriler i¢in hos ve giivenli kalmasini saglayin.
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