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Alcoholimpaired road use has bean pinpointed a lange contributor fo injuries
in South Africa (Hedden & Wannenburg, 1984, Diveclorals of Traffic Safaty,
1988, Pamy of g/, 2000, Peiridou & Moustaki, 2000). Owar tha past 20 years
considerable and sufficlent strong evidenca has been accumulalad thal server
training en responsible beverage service reduces alcoholimpaired driving in
astablished markel sconomics (Mosher, 1883, Shulls et al.,-2001). |t has
been found that responsible alcobiol service programmes can be installed by
individual alcohol oullets, bul they are more affective whon implemeniad
community-wide {DeJong & Hingson, 1988). [n South Africa, server
interventions have not yet been ulilised as a prevention strategy, and is as yet
not a requirement for licensing of alcohol outlets.

This manual was developed as part of a research project aimed at assessing

tha ulility of a server intervention 1o prevant unintentional road use injuries in

the Soulh African conbext, with a particular focus on the key componenis of an
effectie server (of alcoholic beverages) inlemvention programmes  (Petizer,
Ramlagan, KleinGes, Gliksman & Dawson, unpubdished). The server
inlervention projecl was desigrad as a community alcohol prevenlion
inlervenlion within byve demonsteation sites, ane in rural Limpope Provinca and
ore in Cape Town, in disadvantaged communities. The curenl manual is
basad on piloling the training in Cape Town, in Lhe township of Gugulethu.
The sample selecled for Iha study in Gugulathe was drawn from both licen sed
{tavems} and unlicensad {shebeen) liquor outlets in Gugulethu.

Development of the server training manual.

The cumiculum for the fraining was adapted from an esisling curfculum
developed by Simpson of af (19586). Based on a review of local lilerature and
law, the context was revised to reflect the South African cullural context and
iagal requiremeanlis for alcohol sarvice in bars. The currdculum is suitable for
training alcohod service managers, servers and sellers in different types of
outlels; and includes matsial guilable for heath promotion malerdals for
palrons as potential rosed Lsers, including drivers and pedestrians). A S-hour
training curticulum on "Respensible Alcohol Sarvice™ was offered to all alcohol
servers in the 20 tavemnsfshabeens (bars) salectedin the sludy community. A
prospective study design was used o eveluate changes in the selfreporled
bahaviours of lrainees using fwo fime-powls over 1 year. In addilion,
obsarvers In bars are used o assess the server practices before and aftar the

regponsile alcohol sarvice braining intervendion. Traines responsiveness to
training activities during iraining, and feedback on the cumiculum at Lhe
gonclusion of training was used lo refine the draft curriculum 1o its cument

format.

Filoled in & disedvanlaged, urban community with licensed and unlicensed
bars, the cumiculum is also suitable for use in mainstream liquor service
outlets. Furlher adaplalion may be nesded fior use in rural areas.

Cumiculum stsndards include knowdedge requiremants (aloohol laws, BAC
and effect of alcohol on impainmend -levels, -signs of intoxicalfon, social
probloms} behaviour changs and skill requirsments (how 1o sstimale BAC by
drink counting, skills lo identify minors, how to pace consumption, how to
refuse servica, how to contrel problamalic situations and behaviour change
methods), communication methods (realism: use of real life setings and
credible rofe models; respectful of audience; and production quality} and
policy recommendations {hospltality, promotions, eltematve beveragas). The
fraining design incdudes a mix of lecfures, small group discusslons, roleplays,
individual assignments and larga-group discussion. The undetdying philosophy
of the cumiculum is thal of prevention {of intoxication and problems) rather
than intervention (after 8 customer has become inloxicated or is causing
problems),



BACKOGROUND FOR TRAINERS

Whai does the fraining offer?
This manual will guide you 1o train servers of iquor and managars al plazes
where liquor is sarved in smalf groups of aboul 20 serversimanagers.

By whom ehould the training be offered?

The programme can be used by peopls who already have training and
presentabon skills, bul who do not hawe exensive expertise in alcohod
problams, or the munning of licensed barsflavemns ar unlicensed shebeens.
After using Lhe programme several imes, you will he able fo devedop a shorer
set of *prompter notes™ Io assisl you fo run the lraining.

What background infermation is needed before the server training?
Baside training servers of liquor, their manager should be lrained, to be able
to decide on *house policies’ o support lhe services to serve alcehol
respongibly.

Saction & of the training seminar is for managers. It includes a policy
development axercise ¢ halp them select policy measuras for their own bars.
This iz important because a Servar infernvention Programma can oaly succesd
if it is supported by a sef of *house polictes® ard i all sfaff i sinvolved. In this
way, the raining session becomes more relevanl 1o the servers - thay will nol
tacome frustrated by parceiving that many or all of your “sodutions™ do not
apply lo their bars.

How much time will tha training take?

The Server training will last appioximalely 5 hours and cwnermanager
iraining B hours... Should a lot of questions be asked, and you are falling
behind, you may have to extend the training. We do nol recommend that you

shorten the exercisas/programme to make up for lost time.

When should the training be done 7

The schedule balow lisls the planned G me for sach section of the course for
Ihe server and the cwnermanages training. Scheduling e required bock of
lime for server traming mighl be difficult, especially i working hours extend
from 1§ a.m. to 1:30 a.m. over six or sevan days a week. [n these casas, the
training can be divided into bwo parts, wilh sectiens +3 covered in the first
session, and sections 4 and 5(amd 6} in the second. Training times will have
to be negotiated with participating taverns/ars so thal you can frain all s1aff al
the same tims.

Sarver Traning
Time Required  Section inthis Manual

1. Introduclion 20 minutes 1

2. Alcohol and the Law 110 minulss 2

3. Facts About Alcchaot 60 minutes 3

4. Preventing Intoxicalion and 75 minutes 4
Impaired Driving

5. Managing Intoxication and 35 minutes 5
Impaired Birivers
" Evaluation of fraining 5 minutes Appandix

5 hours

Owner Manager Training
As for Section 1- 5 above 5 hours 15

6. Policy Development 55 minutes [
Evaluation of training 5 minutes Appendix
6 hours

What equipment is needed?
You will nead:

»  an overhead bansparency projector and screen {electrilied areas) and
copies of transparencies) OR a flipcher of cards containing the
material on the transparancies.

A sat of 5 BAR (Be Alarl Rele -play} Scenaric Cards

20 copies of Handouts 4.1, 5.1 and 6.1,

2¢ copies of the Servers' Manual or OwnenManagers’ Manual

a chalkboand, flipchart with newsprnt or empty iransparencias for
writing up feadback.

s The fipchart'chalkboard should be beside the projeciion screen So

both can be used al the same time.
Copies of the required fransparencias are provided at the end of sach section,
Eazch fransparency Js numbersd, and the instructions 1o the trainer in ke left
hand coturtn of the manual will refact the correct numbsr of the transparancy
te ha used for thaf section. Trainers should familianse themselves with all the
materials before aftempling a iraining sossion.

Where should the tralning take place?
You will nead a rom which seals 29 peopla at lables (paricipants requine a

writing 0 working surfacs for mosl of the course). Ideally, tables should be
arangead in a "U" shape, with you, as the rainer, situated at the open end.
The figure below gives Ihe ideal layoul:



Literacy

Please remember thal rot all servers or owners will be able to read or writs.
For presentations, pictures are included to help illiterate leamers follow the
trainersdiglogue. For role plays, a literate person will be needed and should
be chosen in 8n unobirusive way so as not to embarrass any rainess who are
not comfortable to read the cards. Cards in this manual are in English and
wae translated inlo Xhosa for the piloting of the project. Maienals should
hesl be franslated into the language of the majority of attendees at training for
maximum participation. Please be sensilive to this issue when presenting the
COUIFSE,

What can | expect from participants?

The trainer can expect a range of attifudes and expaciations. While some
parlicipanis may feel curous and positive about the apportunity 1o learn new
skills relevant to their field, others may be a slightly sceptical or hostile attitade
ioward lhe training. In some cases, servers and managers wikl have been told
{0 attend, withoul having besn provided with a Tull explanalion about why or
whal o expecl.

Trainer's adtitude and approach

Firsl, ike Irainers shoukd not feel obliged to makes apologies fod presenting
the liquor laws goveming the provincaddistricl in which Irainees are oparaling
their fiquor business, or any liabiity ¢laims which may possible due to

negligence when applying the law. These are presented as tha facts, aver
which we have no confrol. With respect for participants’ feelings and
concems, trainers should suggest thal the wisest oplion is for lavern/bar
workers to fully understand these facts and to modify ways of doing business
in arder to minimize risk to their dients and their business. Agsist participanls
lo reskse Lhat this course provides practical advice about fow ko modify
serving and operaling praclicas o impiove thair abilily to stay within the law
and grow their profile as a responsible community-minded business. The aim
is to settle paricipants” fears by halping hem Lo feel prepared Lo stay within
the law by eguipping tham with the necessary ools

How do 1 use this manual?
Direclions for the use of the maledal are pravided in the lefi-hand margins.
Copies of transparencies are provided al ihe end of each seclion.

What will the course cover?
The cowrse content is summarised beiow. Specific goals, teaching activities
ard learning cutcomes for sections is outlined in the manual.

Ownor Manager Training

Tima Reguired  Content
Servar 5 hours As For server training, but orienlated bo
Curricalum managemenl of stafffacility
B.  Policy 1 hour Bamiersfopportunitias for a Strategy for
Davelopme Responsible Service of Alcohol
nt Issues Basic components of the Strategy for

specific eslablishments
G haurs

Server Curriculum
Content of Section

1. Intreduclion  Parlicipant intradustion and Expectations

(20 minutes) Purpose of the Course: Focus, Outpuls and Banefils
Format of the Course: Alcahol and the Law, Facts aboul
Alcohol, Principles of Risk reduclicn for Drinkers, Skills
and Techniques, Supportive Policies

2. Alcohal and

the Law 1. The rights and obiigations embodied in the Liquor Ack .

{110 mirulas) Liquor Podicy and relevant bylaws

2. Legal Righis, obligations, and possible habilites in the
day-fo- day running of a licensed eslablishment.



3. Facls About
Alcohol
{60 minutes)

4, Prevenling
Intoxication and
Impaired
Driving

{¥5 minutas)

-awarensss raising of the ways in which ihay may be
linble for damage and injury incurred by oF caused by their
CUSHHIES,

-the basic principles by which they can avoid breaking the
law and risking potentiak lability.

3. To establish attiludesthat:

+he law can be appliad lo fhem;

+they should take preventive action.

Tha Standard Drink and ils comman equivalents

Yhy tha Standand Orink is impartant

Yhat Blood Alcohol Concentration (BAC) is

The relationship of BAC to intoxication and impaired
driving

Factors which influence the degres of impaiment

Yhich of thess Faclors are cbservabla and controllable
Signs of intoxication

Strategias to adopt when these signs are perceived

How Lo sat drinking rates for customers

AVOID

Serva no unkierage customar

Do el sarve any cuslomer o intoxicalion

Sarve no one wha is already inloxicated

Ensura that you are abla to recognize the signs of
intoxication

Pravent coslomers from engaging in activities that can
harm themsslves or others.

PROVIDE

-provida non-alcoholic drinks
-provide low alcohod substitutes
—provida food

-upgrrade Io premium brands

FOLLOW THE 7 STEP PREVENTION STRATEGY
Monitor the door

Agsess for prior drinking

Assess waight and gender

Mate other signs

Seal a drinking rale

a. Managing MAHAGING INT
Intexication and Mo more atcohal

Imnpainrad Check for driving

Orivers Arrange safa transportation

{35 minukes) Refer to managar
PRINGCIPLES: INTOXICATED CUSTOMERS
Make aye contact
Expross regrat, cite authority
Ciminish problem, offer alernatives
Awaid arguing
Call manager

6. Evaluation Questionnaire

{5 minubas)

Shirs



SECTION 1: INTRODUCTION
{20 minutes)
This section is made up of
Opening Exercises {15 minutes)

Purpose of the Course (5 minutes)

For this section you will need
« The overhead transparency projector and screen and Transparencies 1.1 and 1.2 {provided at the and of this section)or the flipchart cards for

Transparencies 1.1 and 1.2 (fo be developed by trainer from fransparercies, if necessary}
+ Tha chalkboard, flipchart or transparancies for writing up



1.1 OPENING EXERCISES

Engage the participanis in a briefl warm-up exercise to clarfy expectabons

If they do not know each other, ask participants to introduce themselves.
Ask them [0 ouliine their expeclations from e training.

A second way to do the warm-up is o ask paricipants o summarize in
one word how they fesl about taking the training. Common responses
incdlude: curious, concemed, bared, sceptical, and interested. Allowing
neqgalive feslings to be expressed at the beginning will often rmake it easier
te "fum Lhat person around”. Also, you get a geod idea of the pasition of
the group te the training, and will be able to adjust your style to best
accommodats it

Write up their expeciations on the chalkboard or flipchart by cheosing a

key word when each expectation is voiced.

Once this has been completad, you can indicate whes in the training each
expectaticn is addressed. For those which are not covered direclly,
indicate to the participant where in the training it should be beoughtugp as a
gueslion. Keep your comments short.

During the training. try to make links back o these expectalions ai the
appropriate points.

In total, spend aboul 20 minubes an the inkoductery exercise.



1.2 PURPOSE OF THE COURSE

Lacturer Says

| Put onOverhead 1.1

This course is nat against drinking, having a good time, or making 2 fair profil. Rather it is aimed at agsisting tavern/ar
workers and owness lo deal with changas in the fiquor industry and provisions in the lquor law which affect their business,
and which may impact on Hheir role i injury presention.

Alcoholdmpaired road uss s a large contibutor b0 injurias in South Africa (Hedden & YWannenburg, 1394, Directorate of
Traffic Safely, 1998, Famy sf al. 2000, Petridou & Moustaki, 2000). Licensed and unlicensed drinking establishments
{taverns, bars and restaurants} are a key source of impalred drivers and pedestrians wha leave these gstablishrments
drunk and are injured or injure others when they drive or walk home.

Owver the past 20 years consideralile and sufficient strorg evidence has been accumubated thal serves training on
respansible beverage servica reduces alcoholimpaired driving in eslablished market ecenomiss {Shults e al., 2001} and
this has besn scientifically lested in South Africa as well Psitzer, K &t al,, in press]. Responsible dcohol service
programmes car: bs installed by individual alcohal outlets, tut they ans mare effective when implemented community-wide
{Dedong & Hingson, 1998} This programme looks al assisting sarvers of liquor to take positive steps against problems
such as drinking ta the point of drunkenness, driving drunk and drunken pedaslrian bekaviour,

Cumently, tha service of liquor is governed by The Liguor Act, ne 27 of 1989, This legislation will stays in place unlil new
national and provincial legisiation is put in place. AL present at national fevel new legisfation covers national norms and
standards {Act 59 of 2003 and its regulations), Each provinee is also required lo draft provincial legislation and policy ta
regulats the sale of liquor within their jurisdiction. I the Weslem Cape Provings, whers this manual has been ptlotad, Act
27 of 1989 is still in force while new fegislation is in development. A Liguor Policy drafted and the provincial Liquor Bill no
& of 2005 is moving through the necessary steps to legislaion. Smilar legislalion will be developed for each of tha
pravinces. Copies of the new and existing legislation are available to all members of the public from the gowemmenl
printars.



PROGRAMME GOALS:

To help licensees and their employees to:
Promote the safety of customers,

Reduce possible liability

And

Avoid possible breaking of the Law

Cyarhead 1.1




SECTION 2: ALCOHOL AND THE LAW
(110 minutes)
This section is made up of:
Objectives for trainers

Rights, Obligations, and Liabilities

For this saction you wili need:
» Scenario Cards for the "Be Alert Role -plays (BARSs) — content of BAR cards included ak the end of this section.

= Mastaers for the required overhead transparancies or flip chart cards

10



21 OBJECTIWES FOR TRAINERS

Background for the Trainer

This section will give rainees a clear idea of what the law says they ¢an and canmot do. This section focuses on Rights,
Chligations, and possible Liabilites.

The objectives of this section are tc increase paficipants’ knowledge of

+he righis and chligations embodied in the quor laws.

4he ways in which they may bacome liable for damage and injury incurred Dy or causad by their customers,
+he basic principles by which they can avoid breaki ng the law and risking pessibla liability.

Cumently the Liquor Act, 1989 {Act Mo, 27 of 19849}, lhe Liquor Amendmant Act of 1993 (Act Mg, 105 of 1983; and the
liquor Amendment Act of 1995 {Acl Na. 57 of 1995) govams the manufacture and safe of liquor. Maw laws will shartly
replace these laws: The Liquor Acl, 2003 (No 59 of 2003) was passed by government in Aprit 2004, This act spells out the
responsibilities of the national govarnment loward reguiating the manufacture and diskribution of liquor in South Africa.
The national legislation outlines requirements for registration as a manufacturer or distributor of Fiquor, dubles and rights of
inspectors, lrcensing offences, prohibitions to the manufacture, sals or supply of impotable (not it for human consumption}
substances {section 6}, prohibitions on employment [section 8), restrictions on advartising [saction 9} and restrictions on
supply to minors {persans under the age of 18 years) (Section 10). The natianal legislation also regulates thal each
province develop provincial liguor legislation o regulate the retadl sale of liquor in each province. Liniil provincial
lagislation becomes operational the Liquor Acl, Mo 27 of 1989 is the default provincial lagislation and the public health
provisions contained tharein applies to bars in South Africa.

This seclion might bring out hostile reactions from rainees who may feet thal the laws are unreasanatde or unlair. Y'our
role is nat to defend these laws but Lo calmly and non-judgementally bring across Ihal they are facts and that to ignors

\\.\.m_uﬂnnan;

them is 1o invite problems. Try to get paricipants to accept these facts and shift their attention [o what they can and
should do to avoid bringing difficulties on themsalves, and to support thoss wha drink in their establishments not to
become a safety risk for themsetves or others in the community. This is the purpose of the course.

Your basic orientatian is: “These laws are inlended to work toward the protection of all citizens, let's fry to focus on what
we can do to |ive within the realites of the law, and to promate the spirit of the law " Where appropriate, you might inject a
note of ancouragement by pointing out that in South Africa, new legislation is geared at creating opportunity for bringing
previously exciuded unlicenced facilities into the fagal fold and praviding for all old and new licensad premises to maintain
thedr profits and turn their preventive efiords into strengths: Compliant establishments will be able to adverlise themsslves
as hetter establishmentsto visit because they care about the wel| -baing of their customers and the broadar communily.

1




2.2 RIGHTS, OBLIGATIONS, AND LIABILITIES

Lacturer Says:
Put on Ovaerbead 2.1
5 minutes)

Group Exercise {3 minutes)
BAR Cards 2.1-2.6

Divide the group inta 5 groups
and hand out a different BAR
Scenario Card to each group
(Discraetly ask for a volunteer
to read the card to the group,
rather than selacting a person
who may not be
able/fcomfortable to read).
Allow the groups f¢ movea into
spaces in the room {0 prepare
their plays. Walk from group
to group to check if all is waell.
Stick to the time by cailing out
every 2 minutes how much
time s laft of their ten
minutas. Maka it fun for tham

As peopla who owndwork in bars, there are a number of rights, obligations, and liabiliies which apply o you.

Rights are claims we may maka of other persons, through shared custom, understanding and agreement abaut how we
and others are entiled to ba treatad to maintain our dignity, respect and safety. People are generalty expected to make
choices which respect the sghts of aliers. In some casas rights might be enshrined in legisiation, such as the Bill of
Rights in South Africa. The righls of customers and of favern owners/servers are alsc gecified in the curmant Liquor Act OF
198¢ and its amendments, and in the Liquar Act, 2003 {No 58 of 2003, which will shorthy replace the 1989 Act, afong with
prowingial Hiquor legisiation.

OBligations are actions that you must take in certain situations — this course wil cover some of those prascribed within
the Liguaor Act 0f 1989 and other legislation.

Liability occurs when you are held responsibie for injury and damage that either occuss fo your customers or is caused
fy them. Legislalion may provide cause for liability, which may be enforced by the law or by a fellow citizen who is aware
of their rights, o of the Failure of sameone to maet their obtigations to-citizens, bringing a legal action againsl somecne
who has infringed thedr rights or the law, Again, sxamples will be given below of such possibilities which arse from the
Liguor lagisiation.

I am giving aach group a Story Card. Each card tells a stery about different situations. in a bar, where drinking impairs
customer functioning, or whene the custamer s infoxicated. We use e word impairment fo describa lass af functioning
which prevents a persan from behaving and responding in their usual manner, The word intoxication Is vsed to describe
customers who are drunk from drinking too much aloohol toa Bst, and whase impainment level praces them and others at
risk of injury. Eash group has 10 minutes ko prepare a 5 minute play © show the message on their Story card. Each play
will show a commen fight, obligation, and liabilities which apply to owners and servers. Each group will have a chance to
presant thair play and those watching will have to tell us what Rignts, Obligations, or Liabilities they think was shown in
the play. The group wheo erganised the play will then read from their card what the rights, obligations and liabifities really
are in their story 1o see if the watchers have guessed cormscily!

In the feadback from the presentation of the plays, facilitate the group so that you make sure the following paints
to get across from the plays {see also back of scenario cards)

1. When should you dany eniry to customers?

I you think the premises are toa crawdsd;

If yau krow or believe they are intoxicated or miners;
IF you believe they willbe augmentative and disruplive inthe barftavern.

12



to have to put fogether the
play as quickly as possible.
{10 minuies).

13



Cail groups back to main tahle
to start plays {5 minutes)

ARow each group to presant (5
minubtes), then ask for
voluntears to tell what Right,
Obligation, or Liability thy saw
3 minutas)

Allow the group to show what
their story actually depicts by
reading out their card. (2
minutas)

Clarify misunderstandings and
olaborate answers briafly (5
minutas)

Move on to the naxt play and
complete in the same way. {5 x
15 minutes = 75 minutes).

2. Undar which Act can you arrest customers who refuse to leave?
Tha Liquor Act No 27 of 1888 -

What must you do immediately afterwards?
Promptly call the police and hand the parson over to their custody

3. Under the law, how much forces canyou use to sject a customer?
You may remove a customer using no mare force than is necessary. This means reasonabls force which is not excassive

{always consider that other people will be judging your actions and that, in & case of dispute, thay will be datermining
whether your actions were excessive}.

4_When do you have an ohligation ta sject a customer?

Y¥yhen you have reasonable grounds to believe the person is unlawfully on the pramisaes,

Whean you believe the person is on the premises for an unlawful puspose;

¥hen you bdigve the parson is contravening the law on the premises.

Thesa points cover customers who are gambling In a facility with no gambling licence, customers who are rigtous or
violent, customers who are intoxicated or appear to be intoxicated, or who are or appear to be under the legal drinking
age of 13 years.

5. Whal does the law say about Intoxication?
You cannot serve customers to infoxication. This applies even if they have been drinking elsewhers and are on the

varge of being intoxicated when they anter your premises.

6. What does the law say about Minors?
You cannot serve anyone who is under 18 yearsor appears to be under the age of 18 years and is unable fo produce

satisfactory identificalion.

7. What can you accept as proof of legal age?
Anidentily document

A driver's licence, o

A passport.

14



Fut on Overhead 2.3
{10 minutas)

Take final questions
commants. [5 minutes}
{Total time = 110 minutas)

and

._..o close this saction an the law, iet's review five principles which can be used to lower the risk that you will be found
liable. These “goldan rules” ane:

1. Never sarva underags customers.
-ask for identification from anyons who appears Io be under the age of 18 years
-accept no identification which you suspect is not valid.

Z Never serve any customer to intoxication

“you must know how much a customer can drink befiers bacoming intoxicated.
-you musl know how 1o recegnize whether a customer isbecoming intoxicated.
-bath are coverad in the upcoming sechons.

3. Mever sorve a customer whe is already intoxicated

-you will have o observe customers asthey amive to decide i they have already been drinking.

-seme customers, despite your efforts, wil manage to become intexicatsd.

-in eithar case, you will have to be able to recognize the signs of intoxication, and to know haw to cut these people off.

4. Make sure that you can recognize the signs of infoxication.
It is no defence that you could not see the intoxicated persan's state. Salaty of customers could include fie assumplion
that properly trained staff should have been able to recognize signs of intoxfcation at the ime a customer is served, as it
is & reguirement of the law that intoxicaled parsons not be served.

5. Pravent sustomers from engaping in activities that can harm themsalves or others.

+his applies whether the customers are intoxicated or nat.

4he key concept is that you must lake reasonable steps to prevant loreseeabls harm.

-aqain, keap in mind that other pecple may be evalualing your actions afler a negative incident has accurred. Your best
bat is to take sensible steps to preveanl problems in your establishmant while there is still time.



RIGHTS =

OBLIGATIONS = Actions you must take {in certain situations)

LIABILITY = Actions for which you are held responsible (if
someone is injured, or when a customers actions
result in them/others being unsafe on your property)

Overtvead 2.1

1)



Observations about risk for Liability found in the Liquor _lmmmm_m.:m:

e The Licence holder has a duty to prevent Intoxication

» In South Africa, while these laws may not always have been strictly been enforced,
the possibility exists for an informed customer, or law enforcement to take action
against a licence holder who does not take steps to prevent intoxication.

¢ In countries where this is enforced, the courts tend to sympathise with the injured

person, not the licence holder
Cwarhead 2.2



Principles to Avoid Breaking the Law

Never serve underage customers
Never serve to intoxication
MNever serve intoxicated customers

Know the signs of intoxication

Prevent dangerous behaviour by customers

Ovarhead 2.3
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BAR CARD 2.1

ROLEPLAY DHE: BACK OF CARD : RIGHTS OF INSPECTORS, OBLIGATIONS AND LIABILITY OF OWHERS
{Liguer Act, 1969 {Act No. 2T of 1289)

inspectors and designated police officers. (Section 137 and 138) and Reporls on convictions [Section 142}
+ The Minster may designate any parsan in the employ of the Stale as an inspector for the purposes of this Act.
«  An inspector may anter any licensed premises, premises which have applied for a licence or whers liquor may be sald without a licence at any tima
and demand from any person thal he or she produce any records the inspector might request for reading or copying.
» The inspector is allowed to question a licence holder or applicant, manager of the business, employee of that holder or person, or any pecson o the
premisas of order sush a persen to appear before him or her at 8 ime and placa fxedby the inspector for guestioning.
» Aoy person who is in charge of the above premises can be requasted to assist the inspector or in histhar duties.

Whan the holdar of 2 licence or manager responsible for a licansed business has been cenvicted of an offence in terms of sither this Act or any other law and
is sentenced to a fine of not less than R1000 o to imprisonment, a dasignaled police officer must submit a report on the offence and conviction to the Liquar

Board who may call a hearing about tat person's suitability 1o keap thair licence.

ROLEPLAY OHE: FRONT OF CARD

Inspectors and designated police officers. (Section 137 and 138} and Reports on convictions {Section 142)
(Liguesr Act, Mo 2T of 1289}

s Aninspeclor and a lacal policeman visik your lavern alfter a neight-ear complains that thare is too much noise coming from the tavern

»  Anew young server mests him at the door and bacomes angry when told why the inspector is there, and refuses fa let himin

= Fortunately the tavem owner comes aleng ant explains to the server that the inspecior bas a right ko enter the tavern fo inwestigate the complaint 2nd
invites the inspactar inside

+ The inspector explains the problem and the tavern owner says that he has jusl taken over the tavern that week froen the old cwner whe was convicted
and sentenced to & months prison for offences against the Liquor Act. The new cwner says that he has cut down on noise levels since taking over.
The inspector asks 1o see his licence and the lavem cwner shows him a temporary lience which ke is using while the permanent licence application
is being processed.

+  The policeman thanks the tavem owner for the information and tells him that he will write a repart to the Liquar Board abouk tha first cwner who has
gone to jail, as they will warnt to review his licence.

+«  Tha inspector asks to koeok around the tavern and the owner asks a server who has been cleaning lables lo take the inspeclor around and assist him
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BAR CARD 2.2

ROLEPLAY TWC : BACK OF CARD : RIGHTS AND OBLIGATIONS OF OWN ERS AND SERVERS - AGE RESTRICTIONS
{Liquor Act, 198% {Act No. 27 of 1969

Emplovess (Section 44}
The helder of & licance shall not employ any person:

+« whois under the aga of 18 years

+ wha k2 his or her knowladge has within the lasi bwa years been convicted and imprisoned for a confravention of any law goveming the sale ofliquor...
The above does naot apply to (Section £4.2)

« amember of the lamily of the halder of the licenee or of the manager of the business or

v [o any person of or above the age of 16 years who is undergoing or has undsrgone Iraining in catering services, and who is employed on the

pramises of the halder of a licanca to wham he or she is duly apprenticed.

Juveniles {Section 45)
The halder of a licenca shall not
+  seli or supply liguer on the licensed premisss ko any person who is under the age of 18 years
» allow such a person who is not a person contemplated in section 44(2}, to be fn any restricted part (if any) of those premises

ROLEPLAY TWO : FRONT OF CARD : RIGHTS AND OBUIGATIONS OF OWNERS AND SERVERS - AGE RESTRICTIONS
[Ligquor Act, 1989 (Act Ho. 2T of 1324)

The son of a avern gwner somes home from scheol. His father asks how school was that day, and he says it was OK. His father, a tavern owner takes him
inlo the tavern to meet a new Server, a young 17 year old Hospitality Student fram the lecal collegs who will be working in the tavern for a few weeks to gel
some practical experence.

The father [saves the two young boys ko unpack some new stock which has just arrivad, After the father leaves 2 young people knock

cn the tavemn door asking for casual work after school hours, The owner's son tells the two bays that lhey are toe young to work in & lavernbar as you must
be at least 18 years old to work there. The wa sthudents are unhappy to hear this and point cut ko them that they too are underage anrd should not be working
in the tavern. The hospitality studanlt informes them that family members of owners or the managers as well as hospitality students in training who under 18
years of age are are not included in this law. The students are disappointad but decide to erder a drink from the lavern before Isaving. Again they are told
thal this is not possible as it is against the law to sell or serve underage people at the tavern. QOns of the studenls tells them that he is 18 years old but has
failed several years at schoal. Vwhen asked for his idenlity document, he is unable to produce it and the two lavern workers get them to leave. Both boys

leave with wery unhappy faces.

]




BAR CARD 2.3

ROLEPLAY THREE: BACK OF CARD : OBLYGATIONS OF OWHERS TO MAINTAIN PROFPER BEHAVICUR
{Liquor Act, 1989 (Act Ho. 27 of 1969)

Offences by holdars of on-consumption licences. {Section 160}
Tha holdar of an en-consumption licence shall be guilty of an offence if be or she:

& allows drunkenness or licenticus cenducl on the icensed premises

[15)] salls or supplies liquor to a person who fs in a slate of intoxication {drunkenness)

e} allows the licensed premises to be used as a brathel or to be frequented by persens who are regarded as prostitutes
[d) allows any parson

(i) to perform an oflensive, indacent or obscene ack; or

[di} who is nol chothed or nek properly clothed, to perform ar appear on the licensed premises wherms erlertainment of any nature is presented or to which
the public has access; or

{idl} ernploys somsone prohibited under Secticn 44 {underage peaple)

ROLE PLAY THREE : FRONT CF CARD
Offences by holders of anconsumption licences. (Sectien 160)

Twa customers are sitting at a table ina tavem. They are laughing and making silly jokes, obviously getting drunk. They have several empty boltles en their
table already. They have not yat finished their drinks but call the server over and ask for more drinks to be brought to their table. The server gets the drinks.
A3 tha server goes to get these drinks, he passes a_sex worker whao is very sexually suggestive and dressed like a prostitutefgigolo. It is clear thal the sarver
knows this person is a prostitute and that {sjhe is a regular at lhe tavern, by the way he greets herhim. The sex worker goes to the lable and tries to sell sex
{o the two drunk customers. One customer staggers up and leaning on tha sex warker goes off with her'him, obvigusly for sex. He jokes that he has no
condam, but lat the amount of wins he drank will protect him. A new customer entass the tavem, already looking a bit drunk and joins the one at the tabla.
They order mane drinks from the server who brings them the drinks. The bwvo at the table become increasingly rowdy and star dancing and want o taka off
their shis, al this point the server becemes angry and chasas them out of the tavern, sbll very drunk.
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BAR CARD 24

ROLEPLAY FOUR : BACK OF CARD: RIGHTS OF OWNERS WiTH REGARD TO CUSTOMER DISTURBANCE S
fLiquor Act, 1989 (Act No. 27 of 1989}

Accessibility of licensed premises Saection 46)
The halder of a licence or his or her agant or employes may
+  refuse to edmit any person to the licensed pramises
rafuse to soll or supply liguor to any persoen
raquast any person wha is in any part of the licensed premises, o lsave
reguest any person who is not a lodger on the licensed pramisas, ta leave
remove from the licensed premises any person who is drunk, violent or disardedy or whose presence on the licensed premises may subject the
haolder of the licence to prosecution undar this Act or any other law

*  request any polica officer da remowve or assist in remeving from e licensed premisas any person contemplated in the lask three bullels

RCLEPLAY FOUR: FRONT OF CARD
{Ligquor Act, 1989 (Act No. 2F of 19589)

Accessibility of licensed premises Saection 46)

Twa custamers are sitting at a table in a tavem. They are lfaughing and making silly jokes, cbviously geling drunk. They have several empty bottles on their
table already. They are not yat finished their drinks but call the server aver and ask for mere drinks to be brooght to their abla. The server takes their ordars,
and goes to the bar telling the barkeeper to delay serving these customers as they are getting drunk, He takes a bowl of bread and margaring aver fo their
fable as a free gift from the bar and tells them their drinks arg on their way. As the server is about to leaves their table, a sex worker amives ai the table.
{S)he is wery sexually suggeshive and dressed like a prostilutefgigele. The sex worker tries to sell sex to the dwo drurik customers.  The server apologias to
the custormers and calls herfhim aside and tells hasMim firmly that (s)he knows the cwner has tofd herhim no sex business can be mads ak this avam and
[s)he has to leave . The sex worker is angry, but marchas out of the door. A new customer arrives and tries fo enter the tavern, already laoking a bit drunk
but he is refused entry at the door. Tha bwo at the table become increasingly rowdy and start dancing and want {0 take off their shids. At this poinl the serer
asks Bhem o leave and hey refuse. The sever gaes fo the phone and calls the police for assistance.
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BAR CARD 3.5

ROLEPLAY FIVE: BACK OF CARD: OFFENCES RE LATED TO CUSTOMER AND STAFF SAFETY IN PUBLIC
Liquor Act, 4989 [Act No. 27 of 1988)

Cffences in general. {Secticn 154)
Any u.mqmo_.__ shall be guilty of an offenca If he or she
sells any liguor otherwise than under a licence or an exemplion
+ Is drunk, viclent or disocdery on any premises, whether licensed or nct, on which liquor may by virtue of this Act be sold;
+ isdrunkin oronar near
(i} any read, street, fane, thoroughfare, square, park or market
[ii] any shop, warehouse or public garage; ar
[iid} any place of entertainment, calé, ealinghouse or race-course or any other premises or placa where public has access

Any person shall be guilty of an offence if he or she
* consumes without appropriate authorsation; any liquor in any road, street, lane or thoroughfare
» falsely repregents himsel or herself or any other person to balong or not to belong to a category of persons in erder ko persuada the holdar of a
licencs, or his or her agent ar employse, to sell or supply liquer to him or her or that other parson which may by virtug of this Act not be sold or
supplied to a persan wha does not belong or belongs ta that category;
«  supplies liguor fo g personin his or her employ as {part) wages or remuneraton

ROLEFPLAY FIVE : FRONT OF CARD

Ofences in general. Saction 154)

The skit opens with the tavern owner reminding the last custamers that the tavem is closing up for the night. A& customer who is already drunk refuses o
leave until he is sold another battle lo drink while he is walking home. To get rid of him the owner sells him al lasl botile of baer. A server also lsaves with
this custemer and takes some beer home telling the customer that the boss gives each sarver some beers as part of their earnings if they have made goed
business that nighl.

A car comas along and drives inlo them when they lall into Ihe road. They fall down injured. The driver jumps out and is very scared by what he seas. He
calls an ambulance on his cell phone. A policeman arives in a police van demanding to krow what happened. When he hears that the two injured peopfe
have just come from a tavem ha is angry and says thal he is going over to arrest the owner for allowing his customers to get drunk and walk the streets and

for seiing alcohd to someacne o drink on 2 public road. The paliceman keaves.
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8AR CARD 2.6

EXTRA ROLEPLAY SIX : BACK OF CARD: PENALTIES FOR CONTRAVENING THE LIQUDR ACT
Liquor Act, 1989 {Act No. 2T of 1529)

Bona fide mistake of fact no dafence (Section 175}
It shal be no defance fo a charge for an offence in terms of this Act that the accused or his or her principal, agent or employes bona fide balieved in
the axistence of any fact which, had it actually existed, would have been a valid defence to the charge

Penalties. (Section 163)
Any persen whois guilty of an offerice in terms of this Act, shall on conviclion be liakde 4o a fine or imprisonment

Any persan, whe is convicted of an offence contemplated above within a pericd of five years after he or she was convicted of any offence, shatl be
liable to double the fine or imprisonment which may be impased for that offence, or to both Lhat fne and that imprisonmenl.

EXTRA ROLEFPLAY 31X {JF TIME PERMITS): FRONT OF CARD

The rale-play takes place in a court of law. An afficer brings forward the accused, a lavemn owner and his manager, when the magistrate calls up their
case. The court clerk reads cut his offences. The caurt clerk reads out the Tollowing offences

*¥ou both stand accused of contravening the Liguor Act in that you employed underage servers, aliowed pecple o anter your tavern when they were
drunk already, allowed people to drink so that they feft your tavarm very drunk, so that a road accident ocourred with one of your customers and one
of your servers, resulting in the death of the cugomer. Here ands the charges”

The magistrate then reads cut their sentances. The manager is sentenced to six menths in jail. The owneris sentenced o the maximum penalty of &
waars, but as this is his second affence in wo yvears, he will serve a doubl € penalty, a total of 10 years.

The owner pleads that ke was nat aware of all hese legal requirements so should not be found guilty, but the magistrate informs him that ignorance
of the {faw is not allowed as a defance and that it would have been hefler if ha had found out the rules and regulations which affect his business lo
have avoided hnding himself in this situation.
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SECTION 3: FACTS ABOUT ALCOHOL
(60 Bm::nm..mv

This section is made up of

Objectives for trainers
The standard drink and its eguivalents
Blood alcohol concentration (BAC)
Factors which influence impairment
Signs of intoxication
Putting it all together to prevent intoxication

For this section you will nged:
+  -overhead transparencies 3.1 —3.12
+ achart of the body with internal syslems visible
+ chalkboard or flipchadt o develop ideas
+  emply bottles to demonstrale the products you are talking about.
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3.1: OBJECTIVES FOR TRAINERS

Background This secton provides background knowledge about alcohcl needed by servers to usa the prevention and management
strategies they will be taught. This objective tharefore focus on knewledge gain, including knowladge of:

The Standard Orink and its common equivalents

Why the Standard Drink is important

What Slood Alcohal Concentration {BAC) is

The relationship of BAC to intoxication and impaired driving
Factors which influence the dagree of impairment

Which of these factors are observable and confrollable
Signs of intoxication

Strategies to adopt when these signs ane perceived

How b set drinking rates for customers

This sectian is the most demanding . It requires a good sense of pacing and a real effort to engage the interest of
participants. Too slow a pace will maka it boring; while tco fast a pace will leave pariicipanls withoul a proper grasp of the
concepls. The brainer should observe and regularly check in with participants to ba sure that they feel they understand
the new information. Understanding is important as participanls will be applying ke infarmation from this section, in lhe
subsequent sections on prevention and management, and in their barsftaverns when the course is completed!



3.2: THE STAHDARD DRINK & ITS EQUIVALENTS

Leciurer says:

Hawe: A display row of botHles
or posters showing i1he
different beverages you are
talking about, so that you can
refar ta tham when necessary.

Put on Overhead 3.1 and.
repeat the percentages (you
may indicate to participants
where to look on the botlles
for the alcshol content)

Remove Overbead 3.1 Lecturer
says :

Put on Overhead 3.2 and read
It to the group

All alcohlic beverages cantain the drug ethyl alcohaol ar ethanal. Inthis course, we will refer to it simply as "alcohol™.
In this secton, we examine the alcohol levels in beer, wing, and spirits.

In South Africa, all alcoholic beverages hawe the alcohod conlent printed on the label The proportion of alcohol for each

beverage type is:

Baverage Alcohol by Volume

Ragular besr 5% alcohal by valums

Light beer approximately 4% alcohal by valume
Extra Light beer approximalaty 2.5% alcohol by volurmne

Although bear, wine and spirits all have different percentagas of aleohol, they each have the same dose as they are most
commonty consumed. ._._._wmw comman forms are known as a m_m:n_w_.n Dirink {which we abbreviate t¢ the intials S0,

One standard drink = ﬁ fecan Q.o&..:m@&mm:,m g.. 30mi at 5%), m% A singte tof of spirls fe.g., 25mi af 43%)

T

W 1 glass of wine (e.q., T20m! at 129} = A smal glass of fiqueur ar aperdif fe.g., 25mi at 30%)

m Cartoon of ardinary commercial sorghum beer fa.g., S00m! af 3%)

Knowing the Standard Drink is important because it allows you to monitor your customers' intake regardless of the
teverage lype. The person who has had a shot of whiskey or brandy, a glass of table wine, and a botlle of beer (point fo
the beverage type in the display row of botties as you mention each example) has had 3 Standand Drinks, and consumsad
e same amount of alcohol Ineach.
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Put on Owerhead 3.3 and show
in each Kne [A&, B and Clhow
the number of bottles needod
te contain one standard drink
of alkcohol increases tha lower
the alcohot content of the
batta.

Lectura, say:

Put on Owerhead 3.4

Raview this chart briefly in a
similar way to the one on
beer.)

With the infroduction of fow alcohol beer and wine, @ 'normal size”™ serving will be less than a standared drink, because it

has less alcohol in it. This means that it takes mora than ore lighl baer to equal & standard drink. This chart fllustrates the
vargus equivalants.

Beser Equivalents

5% akcohol 4% alcohol 2.5% alcohwal
.E...m A1 bottle = 1.25 botlles = 2 bottles = 18D
{Lire B} 4 bottles = 5 bottles = § battles = 43D
{Line C} 5 bottles = B.25 bottles = 10 bottles = 550

Hota: all battles are 340ml in actual size ’

Wine-based coalers and spirits coolers ane in the same alcohol range as a regular beer (5%) and, in some cases, go a8s
high as 7% alcohol, and they come in 240ml bottles, just like beer. Because of this, they should not be considered light
drinks, and, for the higher alsohal products (6-T%), should be served at a stower rate than regutar beer. Some wine is
light - its alcohol centent is between 7 and 3% The next chart shows wine equivalents for the 9% product.

Wine Equivalents

12% alcohol 9% alcohal
(Lina A) 1 glass = 133 glasses = 13D
[Line By 3 glasses = 4 glasses = 350D
[Line C) 5 glasses = 6.67 glasses = 5SD

Mate: all glasses are 142 ml,
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Leciure, say:
Refarenca:

This chart can be put on the
chalkboard or flipchart, i
necessary

Ask for comments and
questions from participants.

Anather oplion with wine is to mix a 1£2ml glass with half wine (Timl) and half non-alcoholic mix (71ml) such as soda
water of lamonade. These drinks are 1/2 a Standard Drink and are desirable from both the health and revenus
perspectives.

With regard o spirits, this can ba scid in 3ml shots, making 213 of a Standard Drink. Thrae of these drinks would amounl
Io 2 Standard Drinks (and 50 on).
{The folfowing chard fs for reference onfy, if needed)

4.5 ml spirits 3Iml spirlis .
1 shot = 1.5 shots = 15D
2 shots = 3 shots = 25D
4 shots = B shots = 43D

Also remember tiat beer can now be purchased in & wide varaty of containers larger than the standard 341 ml size.
[Point fo sxamples in your display of hofffes] These containers make it very difficult, if ot impossible to calculate
Standard Drinks, and thus monitor and influence th e intake of your customers. For this reason, we suggest that you
adopt 2 "house pelicy™ to use onky standard size beer containers. [Point lo examples in your dispiay of bolfles)
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Alcohol in Beer

Regular beer

Light beer
Sorghum beer

Extra Light beer

5% alcohol by volume

4% alcohol by volume (approx.)
3% alcohol by volume (approx.)

2.5% alcohol by volume {(approx.)

Ovarhead 3.1
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The Standard Drink

® 1 carton commercial sorghum beer

or
] 1 bottle/can of regular beer
or
W 1 glass of wine
or

[

A smalf glass of liqueur

or

1 single tot of spirits

500mi

340mf!

120mi

25m{

25mi

3% alcohol by volume

5% alcohol by volume

12% alcohol by volume

30% alcohof by volume

43% alcohol by volume

Owverhead 3.2
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Beer Equivalents

5% alcohol 4% alcohol 2.5%alcohol

2 bottles =1SD

1 bottle = 1.25bottles
L ¥+ e

4 bottles = 5bottles Bbottles m4Sh
v vsee Voveeve

6.25 _u_uEmm 10 bottles =58D

S bottles St
¥+ SR eE

LT T

(Note: all bottles are 340ml)

Cwerhead 3.3
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Wine Equivalents

12% alcohol

1 glass

k1

3 glasses

baad

5 glasses

9% alcohol

1.33 glasses

.

4 glasses

fffff L+ 4

{Note: all glasses are 140ml)

=1SD

=4 SD

=5 3D

Ovarhead 34
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3.3, BLOCD ALCOHOL CONCENTRATION

Lacturar says:

[Mlustrate your points using
Overheads 3.5 and 36 -
pointing out the bood staam,

cantral

narvous

system,

digestive system, and the Hver
as you speak

Lacturer says:
|Write “oxidizaticn
flipchart)

on

In this section, we will ook at what happens lo algohol in he bady, how it is reflected by something known as Biood
Alcohol Concentration {BAG). This sormetimas expressed as a Blood Aloohol Lavel {BAL}, which is the sams thing.

Alcohol dissolves in water, but oot in fal. When it enters your body, it distibutes throughout the water in your body,
inciuding your perspiralian, urine, saliva, and blood. The average man of nomal build is about 60% waler (by weighl)
while the average woman is about 50% water. This is because women bend to have a greater proportion of fat in thair
bodies than man. This means that any alcohol consumed gels distributad in about §0% of a man's weighi, and about
50% of a woman's weight. ‘

Becausa alcohol is distibuted throughout the Blood, it becomss a proportion of the blood. and is measurabde - the
measure is In milligrams of alcohol per 100 mitilikes of blcad.  This is written as "milligrams percent” and abbreviated
*mg%” (write g %7 on the Ripchart or chalkboard).

The alcohal in the bloodstream circulates hroughaut the body, incfuding the kbrain, 1t has been shown that BACs as low as
15 mg% (015%) impair abilties needed for driving.

Even very small amounts of alcohal in tha boodsiraam will impair the brain's abilily to perform nomaly. As alcobot
continues fo be consumed, a person's BAC will continue fo rise, and the degres o which normal brain fungtioning is
fmpaired also increases. Alcohel is a depressant, which means that it slowly puts the brain to sleep, first affecting the
mood of the person, then the movemants, which become clumsy. It alsa affects behaviour, with drunk peaple sometimes
unable to remember whal Hhey did while drunk. At some paint, the lavel of impairment becomes so great that we say the
persan is drunk or Jntoxicated. We will examine the signs of intoxication later. . Eventually the functions of the brain may
be so severgly affectad, that the person will ‘pass out’ or lose consciousness.

As blood circulates through the liver, a process known as oxidization removes the alcohol in the blood. This ocours at a
fixed rats, about 10 mg% every 40 minutes or 15 mg¥% per hour. Ninety-five percent of aleghal is removed from the body
by the liver, About 5% is sliminated in breath, urine, and perspiration. This shows thal the advice o "sweat yoursell sober”
will not work. The "sobering up* process is a slow one, at a fixed rate. It can be seen, then, that dlowing peopls o
bacome intoxicaled in wour premises and then giving them an hour or so 1o soher up is 2of an effective strategy.



Put on Overhead 3.7

Put on Overhead 3.8

Pedestrian injuries and deaths as a result of misuse of liquor occur even more often than the problems caused by
drunken driving, so the prevention of intxization applies to customers who are driving and those who are walking home.

To help us oud of this ‘_u-.m.&nm:.m_.:_ wa furn bo the Mational Traffic Act Mo 93 of 1986, Here we find the permissibia alcohol
levals for any diiver other than a professional driver will be:

Blood alcohol: 0.05g(50mgy100mI of blood and
Breath alcohol: 0.24mg/ 000 mi of braath.

While for professional difvers (of goods axceading a mass of 1.5 tonne and deivers of vehicles carrying passengers for
resvard) the kevals will be:

Blood alcohal : 0.02g{20mg} 100ml blocd and

Breath alcohol: 0.10mg/1 090 mi of breath.

This driving limit is often considerad to be the point where the person moves over bo intoxication. The legal limil of the
Mational Traffic Aci guides you to consider 0.05g(50mg)100ml of blood and 0.24mgf1 000 ml of breath as the absolute
BAC limit for your customars who are non-professional drivers. Bul it is well recognized that the ability b drive can ba
impaired well below the 50 mg% Mational Traffic Act limit, and many of your customers will be intoxicated well below the
50 mg% limit. The next seclion deals with the factors which infleence the degres lo which a persgn will bemme impaired,
including information on the number of drinks that can make a customer intoxicated.
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32 Shetetal dysten

SYSTEMS OF THE HUHAAN BODY
{hitpcfimarges googhe oo 7a §140M/2005; * Inside the Human Body® orchard_shschocts net)

Qvarhead 3.5
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ORGANS OF THE HUMAN BODY
(hitpiimages goegee co.za 114012006 The Human Body' wiew merck.com

Owarhead 3.6
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Under the National Traffic Act No 93 of 1996:

The levels for any driver other than a professional driver are:

e Blood alcohol: 0.05g{50mg)/100mi of blood and
e Breath alcohol: 0.24mg/1 000 ml of breath.

While for professicnal drivers (of goods exceeding a mass of 3.5 tonne and drivers of

vehicles carrying passengers for reward)” the levels are:

¢ Bicod alcohol: 0.02g{20mg)/100ml blood and
+ Breath alcohol: 0.10mg/1 000 ml of breath.

*truck drivers and taxi drivers are induded
Civerhead 3.7
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Drivers will be legally impaired above 50mg% (Act 93 Of 1996)

This means that

Above 50mg% (.05%) = Drivers will be Fined and Jailed

But, remember.....

Many customers will become intoxicated below 50mg%

Overhead 3.8
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J4: FACTORS WHICH INFLUENCE IMPARMENT

Lecturar says:
We know that the degres of impairment in a person increases with his or ber BAC. Some paople sesm o becoms
impaired more quickly Ihan others. & number of factors can influence how impaired a drinker becomes. Thase include:

Lecturar continues: i. The number of Standard Drinks consumed. This repvesents how much alechol is faken into the body.

Put up Qverhead 3.9
Z. The speed of drinking {rate of consumption}. Drinking rapidty, having drinks Closa after each other wilk drive up the
BALC, until oxidization has a chance to lower it [tis batler to space drinks as far apart as possitzle.

3. Body weightf. A heavy lean parson has much more blood {and water] than a light, small, lean person. One drink
dissolved in a lot of water will give a lowser concentration than one drink dissolved in a smaller amount of water. Smatler

people reach higher BACs from a drink than larger people.



Lecturer continues:

4. Body type (fat or kean]. If lwo people are the same weight [say 628kg], but ona is fat and cne is thin, e fat person will
have a greater proportion of fat and less water, In effect then the fat person will have a higher SAC (more alcohal i the
blged } than the Lhin person. When assessing a persen's waight, you must estimate the "aan weight”, or what a fat person
would weigh if he or she ware of normal build or body lype

5. The Gender of the drinker. |s the person male or famale? A greater propartion of a waman's body is fat compared to a
man of the same weight. A deink would give the woman a higher BAC because her body has less water in which the
alcohel can be distributed.

6. The food tha parson has eaten. High protein, non -salty food in the stomach before drinking will slow the rale at which
alcohol is absorbad Into the bleod - stream, For this reason, food will result In 2 lower "peak” BAC. I will also resulé In
afcohol being in the body over a longer pericd of time.

7. Mental condition {or mood). Pecple who are tired, narvous, tense, o excited seem to become more impaired from
aleohol than when they are feeling healthy and relaxed.
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B. Medication/drugs . Many medications will interasct with alcohol o increasa the level of impaiment. This is rug for
prescription drugs (like ranguillisers and sleeping pills) and over the counker drugs (like antihistamines and cold
remedies). Also, illicit drugs, like marijuana (daggz) and cocaine, combingd wilh alcohol increass the dagrse of
impaimment.
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Using Overhead 3.9:
Ask he group which of theaa
factors they are abla to

SEElobserve (body weight,
kody type, gender, and mentzl
condition],

INFLUENCE {numbear of
drinks, rate of consumpiion,
and food) and to

ASK (food)

Mark thess with an "S", "I",
and "A" respeclively as the
group  correctly  identifles
tham.

FAC TORS WHICH CAH WFLUENCE INTOXICATION

Number of Standard Brinks
SpasdiRate of Consumpticn

Body Weight {leanshaavy)
Bady type [fatfthin)
Gender [malaffemale)
Mental Condition {maod|
Food

| _Medicationfdrugs

Influence
Influence

Biiii]

We will see in the next seclion that these factors are some of the tools we have to keep the leval of alcohol consumed by

our customers from extending fevels which will put them al risk to become intoxcated.
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SECTICN 3.5: SIGNS OF INTOXICATION

Intreduction: Qrerhead 3.10,
Hemizes the {en signs. Explain
what is meant by each from
the notas. You can ask
participants for examples
before you pravide answars

Fine Moter Control
Gross Metor Gontrol

Changs in Spesch Yolume

Spaed/Pace of Spaach

Unclear! Slurred Speech

Decreased Alartness

Sweating

Red Eye
Slow or Shallow Respiration

Sleepiness

Although individual reactions to alcohol may vary, there are general pattems which people folow as they approach
infoxication ar drunkennass. Remember, aloohol is a depressant, which means that il slowly puts the brain to slesp 50
that more and mone of the persan's functions are slowed. There are ten main signs that a drinker is becoming intoxicated
or drunk. These may appear in any order or cluster, depending on the persan.

Detaricration of skills requiring “fine motor coordination” refers to hand-eye coordination
examples fumbling with cigarettes, difficulty picking up change, difficuity removing cards from wallet or purse.

Stumbling or accidentally brushing against objects, difficulty standing upright, difficulty walking in a straighl line
{nappropriate volume for the situation: The person’s veice may go from low to high volume when there is no reason to
suggest a change is nacessary. Examples -too loud with no compeling background noise, too soft with no reason lo be
secretive

Changss in the rate of speaking (racirg, then slow -or vice versa}, consistenty show or fast speach

Difficuty in spaaking distinctly

-may be single ermar -a word thal cannot be expressed

-may be several words that are indistinguishable or burmed.

Ragquiring too long a time to respond o questions or to react to requesisfactions required,
difficulty paying attention to conversation, difficufty "hearing you® or understanding what is said.

Excessive sweating, not consisten! with the sumounding temperature, too prafuse to be narvousness, physical exerlion,
or other logical factars

Eyes boodshot [0 any degres

Breathing noticeably slower than your own rate or that of others nearby, weakness of effort in breathing - shallcwness

Tired, ayes: heavy or closed, nodding, placid, fixed gaze



Different people show hese signs in varous orders and groupings. Mo single sign in itsall has necessary meaning, cther
than ko alert you and increase your level of observation. Thera is evidenca that people who are becoming intoxicatad will

Lacture, says: :
start showing more than one of the signs. In your estabiishment, people who show any three of these signs will likely be
at a BAC of around 50 my% (the legal limif). Paople shawing four signs will almost certainly be over 80 mg%, and can be
considerad Intoxicaled. Accordingly, as vou detect signs, the following strategies are recommendead;
1 sign: Becorma aled for the devedopmant of cther signs. Use “low risk™ practices to slow alcohol intake

Put on Overhead 3.11 ) :

2 signs: Monitor the customer carefully. Move to fow aleohol or nonalcoholic drinks. Serve feed to decrease the rate of
drinking (fme batwesn drinks).

2 signs:This cuslomer is likely to be at the fegal limit. Slow alcoha] intake, cutling it out altogether, if possible. Serve
anly low aloohol or nonsalooholic drinks, [f the customer is driving, serve no more aloohol, stall for time befiore deparlure.

& signs or more: This customer is likely to be aver the legal limil. Serve no more alcohel to this cusiomer. Usa
"managemant of intoxication™ kechniques to reduce the risk of injury and damape

Ask participants for comments
and guestions. Hand out the
programme sheet describing
the signs of intoxication.
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3.6:PUTTIHG IT ALL TOGETHER TO PREVENT INTGXICATION

Introduction, remind
participants of purpose of
training by saying:

Put on Dverhead 3.12

Put on Overhead 3.13

Cwr overall geals in the Responsible Service af Alcoho] are:

- Ta prevent infoxication

-To prevent impaired road use among cuslemeans

- To protact licenseesand customers from the harmful consagquences of intoxication

Thase goals can be met by adopting three rules:

-Mever serve a driving custormer past 50 mg% (.05%])

Mever serve a professional driving custemer past 20 mg% {.02%}

Hever serve additional alcohol to customers whe show signs of intoxication.

These rules require an overview of drinking in your establishmanl, where there is an interaction of three principal factors.
Let's quickly review tham,

Alcohol Intake Drinking
~ Context

/ Customer \

Characteristics

The first factor, "almhal intake”, rafers to the number of Standard Drinks consumed and the rate of consusption. Itis a
mnajor influence on a customer's BAC and degree af intoxication.

The second factor, "customer characlerstics® refers [o the weight, body fvpe and gender o each cuslomer,

The third factor, “drinking contéxt” rafers to whether food has besn consumed, the mental congition or mood of the
customer, and whather dnegs or madication has been faken by the customer,

These can be observed by servers and used to d efeming in advance what a customer's aleahol intake should be.



Take off Owerhead 3.13 and
put on Overhaad 3.14

Give parficipants a fow
saconds to take In the chart on
Overhead 14. Then, orient
them to K by pointing out the
mala and female lines across
the top, the warfous weight
categories, and the hours of
drinking down the lef-hand
gide. Once this has besn done,
you can provide the fallowing
slaboration.

Lecturer says:

The first two factors have been collapsad into a chart that you can use for reference. It shows how many Standard
Drinks can be consumed, and at what rate, in order for male and femate cugomars of various weights to remain under 50
mg%.

The weight categories across the top of the chart show that women generally have a Iower waberto-fal ratio than men.
A 55kg women will have about the same volume of waler in her body as a 45kg man Jpoint 1o weights"). These are all
"lean weights* for "normal® builds. For fat people, you must estimate how much they would weigh, were? they nat
overweight, as the amount of Fal an their bedy won't change the amount of water the alcohal has lo be absorbed by their

body.

To read the chart, you first select the correct gender and waight Youw then move down to the dirst hour ffourd or Line
A} to see haw many Standard Orinks can be consumed in #hat haur, and still keep the customer under 30 mg%.

The niext line (Line B} tells you how many Standard Orinks can be consumed in the second haur, keeping the custonmer
under 50 mg%. Lines C to F give the sama information for the third through sixth hours of drinking.  Mote that the chart
does not go abowve five Standard Drinks per custemer, even though some heavier customers could drink more overa six
hour period and slill remain under 50 mg%. This is because rasearch shows that it is against the health interests of
anyone o have mone than five drinks on any given day. In fact, ressarch suggests that peopls who consume moee than
four drinks per occasicn repart experiencing higher rates for a variety of health, social, and legal problems.

Thass fimits illustrals how little it actually takes 1o reach the 50 mg% threshokl. They also show the advanlages of sarving
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Takse off Overbead 14 and put
back Cverhead 13, pointing to
“Drinking Contaext)

low akcohol and atfractive non - akoholic substitutes. Thase can aliow custemars to have "a drink” every 20 to 30
minutes, as most de, and remain within responsible limits . They wili also help to keep your sakes up as you will be

able to sall the customer mene drinks,

Ask the group to pfol a diinking limit for themselves on the chart and ask for one ar two volunteer from the group to share
what they have worked out, fo illustrate how the server may be able to work out a drinking limit for a customer.

The third factor: “food and mood”, comprisas the Drinking Context.

With :w@m...n_‘ﬁ nx.n. :._n figures on the chart reflected drinking o0 an emply stomach. Drinking on an emply stomach will

rasull in tha highest passible BACs. Custamers with food in their stomachs will absorb the alcehol into their bleodstreams
mire siowly. For this reason, i is betler fo serve people alcohol when they have food in their stomachs. Having atiractive
food options available, and actively pramating them b your customers, will address both health and sales inberests.

Finally, there is the customer's mood. As you know, people who are nervous, anxious, agitated, or excited will bend o
become more intoxicated than IF they wers in their normal state-of-mind. Should you see any of these conditions in a
customer, you should adopt conservative drinking limits. Adso, you should monitor carslully for signs of intoxication and
intarvens as soon as [s nacessary.



3.6 HARMING THE UNBORH CHILD BY DRMMKING DURING PREGMANCY

Lechurer says:

Put on overhead 3.15

Ask for questions and
comments from participants,
and then finish the session.

Grve of the most severe effects of drinking during pregnancy is the negative effect alcohol can have on the growing
baby. When a pregnanl woman deinks, the alcohol Iravels theough her child’s body and brain and can cause severs
harm ba the unbom child's development is the womb. If 8 woman drinks alcohol during her pregnancy, her baby can be
barn with fetal 2lcakol syndrome (FAS), a lifelong, physically and mentally disabling condition.

Children with FAS may have

« mental retardaticn,

s pocr reasoning and judgment skills;

a particular pattern of facial characteristics, these include Nattened nasal bridge, drooping eyelids, no ridges
bebween nose and mauth,

problems with any of their major organs, ie., the heart, kidnays, eic,

a skelaton affacted with joints being fused logather, curvature of the spine, pains in the joints,

retarded growth: babies are small at birth and usualty remain smaller than other chikdren of their age,

poor co-ordination,

shaort aktention span, and can either ba overactive ar slow,

difficulty with making or keeping fiends, means that wery often they are socially, isolated solitary figures
problems with daily living.

These problems often lead to difficuties in school and problems getting alng with others. FAS is a penmanent
candition — it cannot be cured. However, FAS is 100% preventable—if a waman does ret dhink alcehol while she is
pregnant her baby cannot gat FAS,

How much alcohel is safe?

If a woman is sexually active and Aot using an effective form of bitth control, it is better that she does not drink alcohod.
She could ba pragnant and not know it far sevaral waeks or mora. Howaver, if a woman is drinking during pregnandy, Itis
never too late for her o stop. The soaner a woman stops drinking, the better it will be for both her baby and hersell. If a
woman is not able ko stop drinking, she should contact her local health clinic, her doctor, 2 lecal Alccholics Anonymous
group or lecal alcohol abuse prevention and treatment centre for help such as the local branch of the South African
Maticnal Council on Alcoholism and Drug Dependence (SANCA). Mothers are not the only ones who can prevent FAS,
Tha falher's role is also important in helping the woman abstain from dinking aleohol dedng pregnancy.

49



FACTCORS WHICH CAN INFLUENCE INTOXICATION

Number of Standard Drinks Influence
Rate of Drinking {spacing of drinks) Influence
Body Weight (lean/heavy) See
Body type (fat/thin) See
Gender (male/female) See
Mental Condition (mood) See
Food Ask

Medication/drugs ?
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THE TEN SIGNS OF INTOXICATION: IMPAIRMENT CHECKLIST FOR SERVERS

|. Had-eye co-crdinatlon poor; Fumbles with cigarettes, has difficulty YES NO
picking up change, or taking money from a purse or wallet.

2. Large body movements are clumsy: stumbles, has difficulty standing YES NO
upright or walking in a straight line, knocks against things or people.

3. Speech velume: Too loud, too soft, nol suiting the situation YES NO
4. Speed of speech: Too fast or too slow for the sifuation, changes rapidly | YES NO
by speeding up or slowing down

5. Clearness of speach: Gets stuck on or can'tfind words, cannot hear YES NO
what they are saying as speech is nol distinct.

6. Less alert: Takes too long fo respond, or does not seem to hear you YES NO
when you try to get their attention

7. Sweats more than to be expected in the sumounding temperature. YES NO
8. Red eye: Eyes are bloodshot YES NO
9. Breathing slows: slower or more shallow than those around him/her YES NO
10. Sleepy: Tired eyes, heavy lids, staring without focus, head is nedding. | YES NO

TOTAL

Overhead 3.10
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ESTIMATING AND ACTING ON THE CUSTOMERS INTOXICATION PROFILE

I Sign: Become alert. Use low risk options
to slow alcohol intake

2 Signs: Monitor carefully. Move to low alcohol
or nonralccholic drinks. Serve food to
decrease drinking rate

3 Signs BAC around 50 mg% (legal limit).
‘ Cut off alcohol intake by serving non-alcoholic
drinks as far as possible, else serve only

low alcohol drinks
Slow service SIGNIFICANTLY-stali for time
between service. If driving, serve no more alcohol

4 Signs: Intoxicated. Use "management of intoxication” technigues. Serve no more
alcohol. Ensure safe passage home Overhead 3.1



Three rules to prevent Intoxication:
» Never serve a driving customer past 50 mg% {.05%}
¢ Never serve a professional driving customer past 20 mg% (.02%)

s Never serve additional alcohol to customers who
show signs of intoxication.

Remember:
Any 3signs = BAC around 50mg% =  atfapproaching legal limit
Any 4 signs = BAC over 80mg% = intoxicated

Be alert for 1 -2 signs and try to “work” the customers you serve so that you

Cverhead 3.12

53



FACTORS WHICH INFLUENCE INTOXICATION

Alcohol Intake Drinking Context

Number of Standard Drinks / \ Food
Rate of Consumption Mood

Drugs and Medication

Customer
Characteristics

Weight of customer (lean or heavy)

Body type {fat or thin)

Gender of Customer {male or female}
Overtead 3.13
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Standard Drink Limits to Remain Under 80 mg%

A drinker of any particular sex and weight should not exceed the number of drinks per hour indicated in the chart below:

Females

Spacing of
Drinks
1* houwr
2" hour
3 hour
4% hour
5" hour
6" hour

Welght
in
Kilograms

Total

a0 45 55
40 45 55 68

1 i 1 2 2 3 4 5
5 5 1 1 1 1 1 -
5 5 5 5 ? 1 - -
5 5 5 5 i - - -
5 5 5 5 - - - -
5 5 5 5 - - - -
3 3.5 4 5 5 5 5 5

Number of standard drinks atlowed on average per hour to prevent intoxication

Ovarhiead 3.14
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Fetal Alcohol Syndrome (FAS)
can cause.............

« mental retardation

. poor reasoning and judgment skilis;

. abnormal facial characteristics,

. problems with major organs such as the heart or kidneys.

. problems with their joints and spine, pains in the joints.

. babies to be small at birth and smaller than other children of their age.
. poor co-ordination, short attention span, overactivity or slowness.

. difficulty with making or keeping friends,

. problems with daily living;

A few drinks can last a lifetime. If you are pregnant..DON'T DRINK

Overhead 3.15
Pictors: Hipritmagas geogla.coza 118172006 "WMOTHERLOWVE'S logo: a baby in womb, memiers alocm
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SECTION 4: PREVENTION STRATEGIES AND TECHNIQUES
(75 minutes)

This section is made up of:
4.1 Objectives for trainers
4.2 Prevention strategies

4.3 Prevention techniques

For this secton you will nesd:

Oyarhead ransparencies 4.14.7

A copy of Bandout 4.1 for every pariicipant
{if illiteracy rate is high, have copy pear group
and discrelely select literate group leader §
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4.1 OBLECTIVES FOR TRAINERS

Backgrournd informiation for In Section 2, on Alcohof and he Law | a set of principles was proposed to halp stafl avoid the problem of intoxicated
the trainer. customers Tha five principles are:

Newer serve underage customer

Mever sarve any customar lo inloxication

Mever serve anyone who is slready intoxicated

Ensure that you are abde 1o recognize the signs of intoxication

Prevent custamers from angaging in activities that can harm themselves or cthers.

Section 3 provided information that is necessary for the practical implementation of these five principles.
Mow, in Section 4, we focus on strategies and techniques that sarvers can use to prevent infoxication.

The first part of this section introduces preventive strategies for servars, and the second part uses group exercises to
help participants develop five key prevention skills.

Accordingly, the objectives for this session are o
1. To increase levels of knowledge conceming the alements of 2 prevantive strategy; and the skills to implement a
preventive stralagy

2. To astablish affifudes among participants that:

-a prevantive strategy is necessary and desirable;

-they and their employers will berefit from using preventive techniques; and
-they inlend 1o use the key preventive techniques.

3. To develop skits which will increase levels of comfort conceming what each participant will say and da to prevent
problems in his or her own establishment
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4.2 PRE¥EMTIGN STRATEGIES

Lecturer says:

Put up the overhead 2.3 again,
if nacassary

Leciurar says:

Put on Cvarhead 4.1

Al this poinl in the raining, we will put all the information Irom previous secticns togsther lo develop an ovarall strategy to
prevent intoxicated customars, as wall as contribute to general community safety. You should aim to keep customers
happy, keep revenues up while at the same ime keeping alcohol consumplion within legal and safe imits for customers
visiting wour establishmant.

From the section on Alcohol and the Law, yau will recall that you should usa five key principles:
-Never serve minors

Hevar senve anyone to intoxication

Mever serve anyone who is already intoxicated

-Be able lo recagnize intaxication

-Stop any dangergus activities in your premisas

To achieve the above you should use FIVE key LOW RISK SERYING TOOLS. Thase are:
provide food

-provide noen-alcoholic drinks

provide low alcahel substitubes

-upgrade to premium brands

“mpve away from serving bottlesfips, to selling tots

Let’s examing these law risk serving teols a bit closer.

{. Food
Serving focd helps you prevent problems in fwo ways:
First, il slows Ihe absorption of alcohel into the bloodstresm. In 5o doing, it produces a lower “peak” BAC than if the

custamer were to drink an an empty stomach.

Second, food can extend the length of time For a round. Instead of ordering a second round of diinks after 20 to 30
minutes, many customers will take up lo 15 minutes longer if they are eating food.
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Put on Overhead 4.2,

Put on Overhead 4.3

2. Non-alcgholic drinks

Many licansed premises have found that non-aloeholic drinks can be sold If they are properly developad and markated.
They can be featured as daily specials on your Spetials 8oard, or promoted on "table falkers” (life adverfising beards or -
cards on fables), if your Facility uses thesa.

Marvalcoholic drinks should be priced jower than the lsast expensive alcohdic drink. Rightty or wrengly, many customers
fesl thay ane being short-changed if thay have lo pay the same price as for a drink with alcohl in it. With a kewer prica,
these objections evaporate, making the non -alcahelic option even more appealing.

As with all new producls, thess drinks must be actively marketed if they are going to move. As a server, you are the best
person fa inlroduce a new praduct in the conversation with customers, point aut its merits, and customize your responsas,
all in an effoert ko influence their cheices. This can apply equally well to non-alcohalic drinks.

Nor-aleaholic drinks can u.m used batween rounds of alcoholic drinks.  These are called "Spacer’ or "Braather™ rounds.
They half the amount of aloohal consumed over two rounds, a period which usually extends from 40 to 60 minutes. This
can becoma an impartant techniqus in keeping customers from becoming intoxicabad.

A, simpls, sasily available non-alcoholic crink is WATER. Customers can be offered irendy battled walers, or ba pravidesd
with attractive jugs of leman or lime flavourad tap water and ice on their tables as a first line of sarvice.

Readily available water alsa prevanls the thirsty customer frorn gulping down a first drink of alcohol on an emply stomach
toquench their thirst, thereby raising ther BAC unnecessarily.

3. Low alcohol drinks

Earlier we talked about Standard Drinks and their equivalents. Hare, it is easy o ses that using low alcohol drinks is a
good way Io reduce alcohol intake while keeping up sales.

*But what about the taste?” you might ask. It is interesting to know that, after the first round, many beer drinkers have
been shown lo have difficulty distinguishing between regular and low aicohol beer.  Similary, most people cannot
distinguish light wine and mixed drinks from reguiar alcohol preducts.  As with non-aleoholic aptions, iow alcohcl drinks
must be activaly marketed Servarscan make them available and attractive lo customars.



Put on Cverhead 4.4

Put on Owverhead 4.5

& way to further increase the attractiveness of low alcohol substitutes is to price them slightly befow regular alcohol ones.
The price of 4% bear might be 15 to 25cents cheaper than 5% beer. The 2.5% beers might be discounted by the same

amounl again.

Lowsr price doses not necessarily mean lower revenus from sales: Remember, 2 5% beer kas anehail the alcohol of 2
regular beer <nslsad of § regular baers, you can, for gxample, sell § of these o the same customer. in so doing, you will
have reduced the amount of alcohol consumed whils increasing your overall revenue from that customer. This strategy
addresses both prevantion and sales.

Premivm upgrading

When a cuslomer oeders spirits without a mix [“neal” or “on the rocks'), the server il ask whether a pramium brand is
desired. The underlying arpument is thal people who prefer pure spinits are liksly lo enjoy a belter quality producl even
mors. Here, it is assumed thal a premium drink will be sipped and savoured, resulting in a slower consumplion rate. Also,
the customer is less likely o arder an excessive number of drinks because of the highsr prica.

The strategy of "premium upgrading” increases the income of the establishment for each unit of sale. At the same time, it
is intendedto reduce Lhe fikelihood of problems among custarmers brought about by rapid inloxication from ‘neat” shots.

Moving from Nips o Tols
In facilities where spifits are sold per baltle or “nip”, the establishment can move 1o a house policy of anly selling tols of

spirits. This will reduce the likelihood of customers gulping down large quantities of alcohol at ane sitting, as well as
improve the revenues whick the establishment makes from one bottle of spirts.
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Put on Cverhead 4.6
Using a pointer to highlight

each strategy,
says:

tha Lecturer

Keeping ail the information and low risk serving tools in mind, let's look at an overall strategy o prevent alcohwl
protdams in your establishmant. By now, you are familiar with all the components, athough you have nol seen them put
together in Lhis wary.

We suggest a severstep prevention strategy.
Step 1 Monitor the Door

Have someone working at lhe entrance to your establishment. This parson should be in a position lo monitar all
customers as they arrive. Those who appear 1o be undseage can be asked for identification. Those who are known to be
troublesome or wha give signs that they may become froublesome should ba lurned away at the door, Similarly, thase
who arrive showing signs of inlpxicalion should be politely and respactfully managed, but not be allowed to entar. An
effective person al the door can eliminate a significant proportion of your problems simply by net allewing them to enter

the premises.
Step 2. Assess for Prior Drinking

Once a customer is in your establishment and sealed, he or she comes inko contact wilh you, the server, Your first
pravention task, Step 2 in the overall sirategy, is to detsrmine whether the customer has been drinking elsewhere, as
even il the customer has ody had a few drinks elsewhara, it may have besn encugh to intoxicate him or put him or her at
risk to become rapidly intoxicated at your establishment.

In arder to aveid a similar prablem, you should atternpt ta find cut whether your customers have been dinking slsewhere.
In some cases, they will be showing one or more of the signs of intoxication mentioned in Section 3. In others, you will
hava o probe for the information by “chatting them up® when they first arrive.

Clearly, you must treal pecple who have been drinking elsewhere in a diffarent way than these who have had nothing to
drink. Your immediate decision is whethar to give them even ane drink. This decision will have to be based on the extent
to which they display signs of intoxication and any information you have been able to exiract fram your canversation.

Should you decids o serve a drink, you will hawe to monitor carefully for emerging signs of intoxication and make a
conscious decision befare serving each additional round. For customers who have not been drinking &lsewhere, you

should move on to Step 3.



Step 3. Assess Weight and Gendar

At this point, you should make assessmanls lo determine the rales of service and drinking fimits for your customer.
Ideally, these limits will keep your customers from reaching infoxication. As you know froen the Iast sechion, a customer's
weight and gender are impartant characteristics in determining BACs. [n assessing weight, you must judge what a
person's leen weighf would be il he or she is overweight. This is because alcokal is not scluble in fal, so thal excass fat
will ot dilube the akohal in the body, For sach customer, you must answer he quastion: "How much would this person
waigh if he or she were not overweight?”

Step 4 Assess Hhe Drinking Comtext for your customear(s)

Before serving any alcobol, assess the "Drinking Cantext’, which include the mental slate of Ihe customer arwd whether
any food has been eaten. With respect to mental state of the customer, you would look for signs that the parson is
beyond the nomal range of meods: anxious, frantic, depressed, crying, and so on. Although you will not see these
gitreme moods very freguently, you should be prapared to set lower limits and slow the rate of service, when you do.

We have already discussed food and its effect on BACs. I, in talking to @ customer, you leam that he or she has not
saten for quite & while, you should offer a snack, suggest that the persen buy something e eat and minimize e amount
of alcohol consumed Bl aker the person has eaten.

Step 5. Sef a Drinking Fate

This is perhaps your most critical decision in preventing intoxication. You are armad with the key facts at this paint.
You krow some or all of the following:

+that the custornar has or has not been drinking elsewhers;

whether food has ar is about [o be eaten;

whelher tha customer's mood is out of the ordinary;

+the customer's lean weight and gender
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ASK  For
comments

questions

and

You can now decids U pon & rsasonable rate of service for the cuslomer, given these facts. Your guide should be the chart
sat out In the Iasi section. In the ideal situaton, you would ba able to fix a rate for each cuslomer at a table. In reality,
hewever, it may be practical bo develop & general idea of a rate for the whole table. Although practical, this approach can
be dangerous for the lighter pecple at the table. For tham, if would become essential to market food, low alcohal drinks,
and non- alcoholic drinks, and to infiuence thess people to accept *breather” or "spacer” rounds. Otherwise, he light
peaple al a lable will become intoxicated and your prevention goal wil be defeated.

if you choose to sei a rate for the whole table, then steer the rate you set in favour of the lighter people at the labla lo
improve the likelihood that you will pravent all pacpla at that table bacoming intoxicated, and prevent lighter peapke from
falling inte the trap of keeping up™ with heavier drinkers pace.

Step 6: Offer one or more of the 5 Low Risk Cptions

Once your drinking rates have been set, market the four key low risk opticns:
Hood

nan-akcohclic drinks

4w aloohol sebstilutes

-premium upgrading

- moving feom nips o tots

Clearly, as one or more are selected, your prevenlion goal will be easier to ashieve. Give customars plenty af cpporiunity
and encouragement. For exampla, you could describe the ron lcoholic special, personally endarse It, and woluntear the
information that it is popular amang ather cuslomess. In so daing, yau make il easier for a customear to say, "0k itscurds
gacd - lef me try ona™

Step 7: Monitor and Adjust Service as Necassary

If you are successful up to this point, there is lithe room to beliews that many of your customers will becoma intaxicated.
Meverheless, itis important that you confim your dacisions by chserving customers for any signs of intoxication. Should
they begin to appear, you will want 1o reduce, o even eliminate, the intake of alcohol. Again, draw upan the low risk
options as your best line of defenca. In addition, you can slow service simply by not coming by the table as ragquently.



4.3 PREVENTION TECHHIQUES: Practicing Skills

Announcs that you are golng to move into a group exercise designed te help
develop personal fechnigues and skills necessary for this preventive strategy.

Tell the participants that you are going to divide them Ints five groups, and
that sach will he assigned a 15minute task. Give the numbere 1 to 5 {o aach
participand, so that all number 1°s form group 1, numbar 2a are group 2 and so
on. Separate the five groups into different areas of the room.

Then, hand out an assignment t¢ each group. Five tasks have been set, one
for sach group. {The 5 tasks are described below).. Each group should think
up one or more statemenis of exactly what they will say, in thalr own
establishments to their customers, to accomplish their task.

This means that they will have to consider different approaches and salect
one or bwo that they believe will be most lkely to have the dasired Impact of
preventing intoxication. They will also be asked tc explain why they believe
thelr choice is good and how it works.

Periodically walk around to each group fo make sure that the members
understand the task and are on the right or track

Sometimes It helps o suggest that participants establish an imaginary
dialogue between themsehres and the customer.
E.g. "He will say, ‘'Can | have another drink'."

1 will then respond ...
His reaction will likely bo... Then | will say. ..

Remind greup members that they nol only have to report what they
recommend saying, but alse why they believe it will be effective.

Allow up ta 20 minutes If the groups are continuing to wark hard. Give them a
5 minute waming to complete the task
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The list of Tagks are :

Task 1: Dany Entry (Step 1: Menitor the Door)

A person arives at the door of your establishrment. You know from past
sxperience that he has been routlesoma, and you can tell he is looking for
troubile konight. What will you say to et him know Lhat he cannot come in, and
to et him 2 o away?

Task 2: Determine Prior Drinking (Step 2: Assass for Prior Drinking}

A customer has come in and is sitting at a table. You arrive at the table and
ane going ko Start kalking to this person. What w il you say in the convarsation
to determine whether he she has had something to drink elsewhere?

Task 3: Chatting Up (Step 4 Assess the Drinking Confext }

During your initial conversation with a customer, what will you say o detenmine
whether he or she has eaten any food recently [i.e. has not got an empty
stomach), and whalher his or her mood is within rormal limits?

Task 4: Substitute Drinks (Step §: Offer Low Risk Oplions}

Sne of your male beerdrinking customers is showing two signs of infoxication.
For the next round, whal will you say Lo cause him ko sefect a low alcohal
boar?

Task 5: Spacer Round (Step 6: Offer Low Risk Options}
A famale customer is shawing three signs of intoxication and has just called
you gver for another round. What will you say to cause her te select 2 nan-

alcohalic spacer round?




Call everyone back to the main group. Put up overhead 4.7 which list
the tasks. Repeat Task 1, to remind averyone what It was, and ask a
Group 1 rapresentative 1o report on the results. Then, ask group
members tc suggest ways In which to refine the approach. Hers, It |5
important to avoid turning the sessicn into a criticism of the group’s
efforts. Accordingly, you ask guestions like, "How can you make this
better or stronger?” I someona does peoint cut a shortcoming for a
given appreach, always ask for a suggestion about bow to do the task
better. Try to build ideas, rather than tear them down.

Ancther wvaluable technigue is to take peoples’ comments and
suggestions and reflect back the undedying principle. This will enabfe
participants fc apply the principle to the tailoring of their own
rasponses.

If, for example, for the Ffirst task, It mighi be sugpested that the parson
being turned away is likely to be rude to the server, and that M is better
not to respond to this prowocation. You might agree and suggast that
the principle here is to kesp the goal |i.e. the customer's departure] In
sight, and to let pass any discussion that might impade it.

When the reparting and discussion for Group 1 is finished, hand out
Handouwt 4.1 entitled "Parsenal Prevention Strategies”. Ask participants
to writs [n their preferred frdividual responss to Task 1. Then repeat the
process for tasks 2 to 5.

At this point, participants will have five individually tailored responses
to uge at their establishments would the situation presents itself. They
taka this list homse with them. (if the group is illiterate, allow one person
to facilitate the groups preferred response and wrib this down. The
groups selected responses may be read out to all al the close of this
session.
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LOW RISK SERVING TOOL 1:
FOOD

- Slows absorption into blood

- Extends rounds by taking up time
- Marketing

- Price: Revenue from food
Build in “free” food {snacks) to drinks price
Market nearby eating places where customers can buy healthy food

Cwerhead 4.3



LOW RISK SERVING TOOL 2:

NON-ALCOHOLIC DRINKS

-Funfunusual drinks

-Table talkers

-Lowest prices
-Marketing by servers

-Make use of water!ll

Owerhead 4.2



L OW RISK SERVING TOOL 3:

LOW ALCOHOL DRINKS

B, bt pBoir
LIGHT Beer?
!

- Significant alcohol reduction
- Taste?
- Marketing by servers

- Pricing lower, but keeping profit up

Owerhead 4.3
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LOW RISK SERVING TOOL 4:

PREMIUM UPGRADING

- move to quality

- reduces consumption rate

Overhead 4.4
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LOW RISK SERVING TOOL &:

MOVE FROM NIPS TO TOTS

- controls consumption rate better
-improves profit

Owverhead 4.5
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7 STEP PREVENTION STRATEGY

Monitor the door

Assess for prior drinking

Assess weight and gender
Assess food and mood

Set a drinking rate

Offer low risk options

Monitor and adjust

Owerhead 4.6



The Responsible Service of Alcohol Persanal Prevention Strategies

From the axarcise and your personal style in your establishment, write down your preferred way of effectivaly daaling with each of the followindg situatons.

1.

Denying entry. & person amives at the deor. You know from pasl experience thal ke can be troublesome. What will you say to let him know that he
cannct coma in, and to get him fo go away?

2. Pricr Drinking: & cuslomer has come in and is sitting al a table. You anrive at the iable and are going to start falking to this person. YWhat will you say

in the conversation to determine whether he she has had something to drink elsewhara?

3. Chatting up: Duning your initial conwersation with a custamer, what will you say to determine whether he or she has #aten any food recently {i.e. has
not gok an empty stomach), and whether his or her mood is within noemak imits?

4. Substidute Drinks One of your male beerdrinking customers is shawing two signs of intoxication. Whal will you say to cause him to select a low
alcohol beer for the next round?

5. Spacer Round: A female customer is showing three signs of inloxication and has just called you over for ancther round. What will you say fo cause

her to select a non-alcaholic spacar round?

HANDOUT 4.1
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Task 1: Deny Entry (Step 1. Monitor the Door)

A person arrives at the door of your establishment. You know from past experience that he has been troublesome,
He is lpoking for trouble tonight. YWhat will you say to let him know that he cannot come in, and to gel him to go away?

Task 2: Determine Prior Drinking (Step 2: Assess for Prior Drinking)

A customer has come in and is sitting at a table. You aniwe at the table and are going fo start talking to this person.
What will you say in the conversation to determing whether he she has had something to drink elsewhere?

Task 3: Chatting Up {Step 4: Assess the Drinking Context}

During your initial conversation with a custormer, what will you say to delermine whether he or she has eaten any
food recently (i.e. has not got an empty stomach), and whether his or her mood is within nommal limits?

Task 4: Substitute Drinks (Step 6: Offer Low Risk Options)

One of your male beer-drinking customers is showing two signs of inloxication. For the next round, what will you
say to cause him to select a low alcohol beer?

Task 5: Spacer Round (Step 6: Offer Low Risk Options}
A fermale customer is showing three signs of intoxication and has just called you over for ancther round.

What will you say to cause her to select a non-alooholic spacer round?
Orvarhead 4.7
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SECTION 5: MANAGING INTOXICATED CUSTOMERS
(35 minutes)

This section is made up of:
5.1 Objectives for trainers
5.2 Management strategies

5.3 Developing Personal strategies

Faor this section you will nead:

Flipchart and newspinl

Qverheads 5.1-52

A copy of Handout 5.1 for each participant: Personal management sirategies

(O if high illiteracy rade, appoinl group leader and hava the participants share ideas.
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5.1 CBJECTIVES FOR TRAINERS

Background information for
trainer: '

The underlying premise of tha Responsible Service of Alcohol Programme is that the key o staying within the law and
promating customer safety is to serve no customar to intoxication. Accordingly, every effort should be made to prevant
intaxication.

When customers do Bacome intoxicated despite the bast efforts of the managemant and staff, specific strategies must ba
adopted to limit the damags. Alwady, the fcenses will have violafed the Liguor Actao 7 of 1989 by serving fo

Intoxication The situation is a very serous one, allhough il may not kave been perceived as such in the past.

This section has no magical answers for licensees and their staff. Popular myths about how o "sober up”™ the Intoxicated
custorner using coffee, exercise, ookl showers, and so on must be set aside, as the only way to reduce and eliminate
infoxication is to allow time to pass so thal the fiver can slowly oxidise the aleohol in the customers body.

As demonstrated in Section 3, the amount of time required can be quite lenglhy, very often much more than is practical
for sitting in a licensed astablishment. Undar these circumstances, the safest oplion {in a bad situation] is to ansure that
the custemer is safely ransportad home.

The cbjectives far this section include acquiring knowledge about oplions for managing intoxicated customars, and lhe
development of attitudes and skills amongst servers ang managers to suppart this stratagy.

Specifically, the objactives are:

1. To increase levels of knowledge conceming:

4he elements of a strategy to manage intoxicatad cuslomers,; and

ke skills that are requited ko implement the intoxication ma nagement strategy.

2. To establish attitudas among participants that:

-an intoxicaticn managsment strategy is necessary and desirable,

“hey and their employers will bensfit from the use of this strategy; and

they intend to use key techniques to manage intoxicated custemers in their premises

3. To develop skilfs to increase levsls of comfort concerning:
-whal each participant will say and do ko manage intoxicated customers in his ar her awn establishment.
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5.2 MANAGEMENT STRATEGIES

Lecture says:

Put on Overhead 5.1

By now, you will peobably have came to appreciate that effective prewention is the only safe way to n your
establishment. This means ensuring thal no customsr becomes intoxicated, and walks or drives away while impaired.
Hali-hearted or unsuccessful alempts do nothing to reduce the risk to your establishment. Stated simply, trying ard
failing counts for nothing. This is why we place such emphasis on prevention strategies.

With this in mind, you may be wondering why we then have & seclion on how to manage the infoxicated customer. The
answar is that it is simply a matter of peacticality. No prevention sbrategy is perfect - we alt maka mistakes; we all get
overworked. Through any numbar of circumstances itis predictable that you will have an intoxicatad cuslomer on your
hamds. When this occurs, you have a real problam.

Yau will, for example, have braken the law, even il that person has anly had cne drink on yaur pramises. Beyond this,
you must consi der this person as “an accident waiting to happen®. The chances of an intoxicated persea baing in an
accident, being injured, and injuring other people are greatly increased.

With this knowdedge in mird, you must adopk a strategy te conteol or limit the damage 1o e customear, othar customers of
citizens, and o your own estabiishment. Here, your basic assumption must be that you and the customer are sariously at
risk until he or sha is safely home and in bed, presumably to wake up the next moeming in a sober state. This has to be

yourgoal.

Il you want an average intoxicated customer ime 1o “sober up”, he or she will haye to slay in your estabiishment for over
3 hours ar morne just to gel belaw the threshold of intoxication (S0 mg% or 08%}. Most aften, this will not be practical, or
even possible. Your anly realistic option under these circumstances is o gat yous customer safely home. There simply
are ne ather options.

Let's look at a strategy to minimize damage and manags the intoxicated customer.

1. Ensure that ro more alcohel is consumed. The customer must be cut off as soon as you have realized that he
ot she is intoxicated. '

The intoticated customear may argue about being cut off and bry to draw the server into an argument, or iry to encourage
the server to change his or her mind. Managing this situation is one of the most difficult and essential skills of @ sarver.
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Ask: What strategias can be
usad with driving cusiomers
fo get tham home safsly and
take care of the car? What
stratagies can ba used For
walking customers?

{Write¢ the answers on the
flipchart or chalkboarc)

Lecturer, goas on, refarring to
overhead 5.1 again:

2. Determine whather the customer is driving, or walking homs unaccompanied.

*Your problem kakes on a newdimension if the customer drova to your eslablishmenl, or will walk home drunk. You naw
rmust ensure What he or she doas not walk home alone, or drive away, that the car is taken care of, and that the customer
gets safely home. Walking or driving customers cannol be allowsd Lo walk out of your establishment in a stale of
intoxicalian.

Angwers may include

&. Have a sober fiend who is drinking with the customer agree o drive or walk him or her home,

b. Call a friend or refative to arrangs a i to your establishment, so they can drive the intaxicated customer's car home, ar
give him or her a lift home.

. Arrange ta have the customer's car safely stored overnight if he or she drove there (pay parking fess, store the car
safely on your premises, if necessary), and have a fignd, relative, feliow customer on ane of your senver's drive or walk
the customer home.

&. Store Whe car if the customer drove thers and arrange a taxi ride home for the customer. Offer ko pay the fare, in part or
in total, if necessary.

e. If the establishmenl is not in any area whare taxi’s are easily available, you may wanl to make an arrangement fora
local taxi ko provide night time cover (be on call) in case you need franspost at closing time,

f. Neightourhood watches or other so ber customers can also be asked o assist with walking home customers who are at
risk if walking home alone.

g. You may need lo meet with other slakeholders in your business or residential community to agree on how to manage
this problem with what is available in your community.

You can see thal there are no easy soluticns, either for you or the customer.

3. Arrange safe transportation or seber company on the way home, as suggested above and accarding to what is
available in vaur community and agreed as the house pelicy for managing intaxicated custamers wha need to go home.

4_ Should problems emerge, call the manager



Lacturer says:

Ask: When customars respond
in these ways, what is the bast
way of dealing with it? From
your experience, what are the
principles which should guide
your dealings with the
intoxicated customer?

Here, you must take each
response, and develop it
thraugh asking questions,
reflacting answers back with a
sharper focus, and getling
participants {o give a few more
deqils.

Your purpose is fo have
participants understand that
their goal is not to ocut angue,
or put-down, or to further fuel
the customer's negative
response. 1§ is to have the
customer agree to accept a
safe ride home. Essentially,
they should do nething to
subvert that goal.

As you well krow, inloxicated people very often do not like to admit to their state. Seting them o agree that they are
nioxicated, that they should drink no maone aloohol, and that they should take safe transportetion home when they leave
can be a major sk,

These cusfomears can bacome
loud and disruplive
argumentative,

belligerant,

abnasious,

threatening ...and so on.




Keep the above discussion Lis hard ko came up wilh perfect answers whan intoxicated customers vary s¢ much, but servers have suggesled the
rief and to the point. Then put  Following principles:

on Owerhead 5.2 and say:

1. Look at the customer - <o not be evasive.
Show concem in your aktibude.

" Speak to the person politely and respectfully.

Speak quietly and discretely, avoiding any opportunity of embanrassing the client.

2. Express regret, cite a higher authority.

Usually, this means starting with “/'m somy” or “Fm sorry | that can't accept your order.” Then add a slatement that the
house policies, the management, tha law, or whatever, does nol allow you to serve any mona aloohl if the customer’s
safety may be put at risk or legal provisions viglabed by serving.

3. Minimize the problem, offer aliernatives.

Smila, say "Sorry about this” and ofier a non-aleoholic drink or food. Say *Gan | offer you one of our speciality drinks next?
Or angther drink of your choics? A coffee [or cola) perhaps? Try to defuse the situation. Get the persen thinking aboul
something else - agreaing to something, if possible.

4. Do not get drawn into an argument.
Use closed statements to counter any objections. Say “30 sormy, there's nothing | can do as | have o fallow the house
policies for serving aloohol™. Offer the altlematives again. Assure the customear that he or she is welcome [o slay.

5. if you are losing contral, call the manager.

If the customer's anger continues to increass, offer to get the manager for him or her to talk to. Say, "I'm somy that
there's not much | can do beyond what 've already offered, i you like, | would be happy to get you the manager ta talk
to."
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Ask: Can anyone add te this list or expand upen any of
the points? Accept and encourage all suggestions.

Should a totally wrong suggestion be made, do not
crticize it yoursef. Raher, aak the group whether
anyotw can sea any disadvantages to that particular
approach. If necessary, probe -say, "Does this
approach help or hinders the goal of gatting the
customer to agree to ne more alcohol?™ Ask whoever
answers how the approach can be improved, and add it
to the st

Distribute Handout 5.1 antitled "Parsonal Management
Strategies”. Ask participants o fill in their prefarred
approaches to each fask, keeping in mind the type of
custamars in their own establishmants.[10 min)

When this has baen done, ask for volunteers to read
their responses fo each guestion. Reinforce the
rasponses and, if necessary, ask other participants to
suggest refinements. {10 min)

BoT 1ve opuy
HAP TagEg 1

Lecturer says:

Ask whether there are any further comments or
questions. If not, this marks the end of the training for
servers. Distribute the course evaluation sheat for
completion. Conclude with a wrapup statement. How
this is done /s a matter of personal style and
peafaronce. You might want to review the flow of the
training, reminding participants what they did in each
session. During the wrap-up, show participants the
manual, and indicate that a copy will be left with the
managament to make available in thelr facility as a
reference source. Distributz the manuals, and thank
the participants for attending.

By now, you probably agres that preventing inloxication is a lot maore desirable than managing
it. Meverthaless, | hops you feel reasonably prepared [o deal with maost of the intoxicated
customers that you will ever encaunter. There will always be extreme cases where your bast
effarts will have limited or no value whatsoever, When you recegnize one of these, you should
call in the manager straight away.
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MANAGING INTOXICATION

1. No more alcoho!
2. Check for driving or walking drunk

3. Arrange safe transportation or sober
company home

4. Refer to manager

Owarhead 5.1
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PRINCIPLES: INTOXICATED CUSTOMERS

1. Make eye contact
2. Express regret, cite authority
3. Diminish probtem, offer alternatives
4. Avoid arguing

5. Call manager

®or 1ve oMLY
HAP THREE |

Overhkead 5.2



The Responsibie Service of Alcohol Personal Management Strategies

From your knowledge of the law, your customers, and your own style of communicating, write down your praferned way of effectively dealing with sach of the
following situations.

1. Cut off: Whal will you say o a customer lo indicals thal you will not serve any more alcohal?

2. Chalfenge: What will you say to a customer who has been cut off and is mising a fuss?

3. Transportation: What will you say to persuade a customer to lake a taxi, other safe fransportation or sober company home?

Handout 5.1
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SECTION 6: HOUSE POLICIES TO SUPPORT SERVER TRAINING
{60 minutes

This section is made up of:
6.1 Objectives for Trainers

6.2 Review of Policy Options

For this section you will nead:

QOvarheads for section six
Copies an the sample house statement on responsible alcohol service
Copies on the house policy checklist on responsible alcohol service



6: HOUSE POLICIES TO SUPPORT SERVER TRAINING

6.1 OBJECTIVES FOR TRAINERS

Background information

Lecturer says:

Put on Overhead 6.1

.2 REVIEW OF POLICY QPTIONS

There are two essentiat criteria for the successhul implementation of 8 Server Inlervention Programme:
i. @stablish a comprehensive sal of house policies
il. train all staff

This section focuses on establishing a comprehensive set of heuse policies, and is intended only for owmners and
managers of establishments. The training in this section should foltow the training of bartenders, servers and bouncers to
provide managernent with an opportunity 1o select and ghape a customised set af house policies. These policies will
provide he framewodk within which server training can operate effactivaly.

The objectives for the section are:

1. To increase levels of knowledgs among participants regarding:
- the principal options for hause policies;
- the rationale behind gach policy option.

2. To foster the adoption of attitudes thai:
- support the development of house poli ces;
- support the provision of training and support in the implementation of the house policies for all staff.

A house policy shapes the actions of both your staff ard your customers. It becomes part of the way in which your staiff
work and in which customers receive a service. House policles are the conditions which are nacessary for your staff lo
adopt responsible serving practicas. Alsa, they are necessary conditions If your customers are 1o be supported {o avoid
drinking to intoxication and leaving your establishment while impaired. Strong palicies make it easier for customers o
adopt respansible drinking practices. In addition they serve to reduca harmful drinking practices. Waak or absent policies
make it easier for customers 1o adopt karmiul drinking practicas.
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Pul on Dwarhead 6.2

Put on Overhead 6.3

For these reasons, we urge you o consider adopting & sel of houss policies. Once you have seleciad your house policies,
and you have bained your staff {servers, barfenders, and bouncers) Lo be clear what lhe house policies are, the
programma becomes even mare effective because your staff will understand the context within which the responsible
sernvice Wactices will lake place. Your policies can also be displayed in your establishment in various ways o infarm
customers of yaur approach bo ensure their safsty and maintain a responsitie establishment.

In all, we recommend that you consider adopting policies in ten majer areas. Let me review them for your Briefly.

1. Manitor Your Door

By having a staff member at or naar your antrance, you will be able te sliminate a considerable numbrer of your problems
before they have a chancs o happen. Recall that you are obliged to vanfy the age of anyone who appears to be under
19 years. This is besl checked at the door; so that servers do noi hawe io womy that they sre serving underage

youngsters.,

The person at the door can alsa screen people who seem 0 ba intoxicaled or who give indications that they will be
troublesome. Both types can be denied entry unkler the Liquer Licence Act, saving you the difficuliy of having to deal with
them inside.

Many sstablishments currenlly post a sign at their door stating their policy on wverifying the age of customers. This
technique can be expanded to include house palicies on intexication and accepiable behaviour, perhaps gven stating that
the managemenl reserves the right to refuse entry to anyone who is inloxicated or appears roublesome, undsr the
authority of the Liquor Licence Act. The sign may assist the staff member assigned to the door whenever it is necessary
to deny entry ko anyons. He or she can simply refer to the publicly displayed house policy.

2. Actively Market Food.

Many problems with intoxicated cuslomers start with tha fact that the person was drinking an an emply slomach. This is
particulariy true in the late aftemoan fjust after work for many people) and in the early avening, before people have had a
chance o eat.

Your goal shoukd be ko have no customer drink on an empty stemach.  This geal can be batter realized if you offer free
food or reduced prices on your food during the fate afterncon and early evening. Some aslablishments provide free
snacks or vegetables and dip during these key operating hours. You can build the price of these snacks into the drinks
prices.
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Put on Overhead 6.4

Others have introduced a new version of the “Happy Hour® during which various snack foods are offered at half price.
The logic of providing Feod applies equally well throughout the business day. For this reason, it is prudent to have tasty
lowcost snacks or other food avaikeble at all times.  This makes il easy for your cusfomers o "grab a bite” if they are at all
hungry.

If your do not have food on the premises, make sure you have manus fer the closest food establishment available for your
cusiomers. IF possible, offer to collect food ondersfor amange delivery of food arders from the nearest food establishmant

during the key times of lunch and dinner.

Cne of fhe mast powerful facters in selling food is the server. Simply introducing the possibility of bringing food to
cuslomers will create sales. Servers are taught to develop these skills, according to your preferences. in their training
session. Thay can be assisled with the marketing task by "table talkers® or signs, which advertise preducts ard grices in
an attrachive way.

3. Frice Away From Intoxication

This policy suggests that your prices should ba adjusled to encourage maderabion and to discourage excessiva drinking.
This means that non-alcshalic drinks, be they bottled drinks or spacial concections, would be priced lowar than any drink
with alcohol in il

T encourage non-aloohalic rourds, many establishmenlts nave a daily special, usually soms exalic mix of inuit juices and
*secret ingredients’_ |t is advertisad on a "table talker”, alang with a message to customers explaining the house policy on
non- alcoholic drinks. Througheu! the business day, “breathar” o "spacer’ rounds can be encouraged by oifering a time-
limited price reduction ¢n the daily special.

Another strateqy within this policy is to simply make low alcohal products available and visible. You should have 2.5%
and 4% beer, as wall as light wine and spritzers. Mixed drinks which gonlain distiled spirits can be made ‘light™ by using a
1 cunce shat with a full measure of the mix.

&gain, it is eritical that you market these products, especially at te beginning, if lhere is to be any demand for them.
Posters, table talkers, and suggestions from the servers are your most powerful tools.  Markeling can be made ewven
sasier if you offer lower prices for low alconol producks. This can be accomplished by raising the price of regular alcohol
products slighty (say 5 1o 10 cents). and lowssing ke price of low alcohel products {for example 15 ta 20 cens). A
difference of 25 cents, set in Lhis way, will increase the demand for low alcohol options, while nal decraasing yourgvarall
TEVENUBS.
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Put on Overhead 6.5

Some establishments have a three tierad price struchure fer bear, Products in the 2:5% range sell for 54 cents less han
reqular alcohal besr, while groducts in the 4% range sell for 23 cents less. Again, the structura is set by raising the price
of the regular alcohol products and dropping the prices for the low alcohol ones.  In this way, thers is a significant
economic advantage for customers to select the lowest alcokol beers, and a lesser advantage lo sefect the 4% products.
This is pricing away from infoxicalion.

The last step in adopting this palicy is (o eliminate any discounts for volume purchases. Most often, this would apply to
pitchers of beer or “doubles’ for drinks with spirits in them. It might alse apply o litre bottles of wine in redation bo the
standard 750 il selections. Clearly, such discounts encourage greater levels of drinking and do nathing to prevent
intoxication.

4. Train All Staff

For Server Infarvention io work, all staff must be trained including bartenders, servers, and bouncers. 1tis imnpassible o

achieve consistency and mutual suppart if only part of your stafl receives fraining. If possible, the training should ke done
all at one time so that everybody begins o implement rasponsible serving practices together.

Some eslablishments emphasize the seriousness of their commitmenl to respansible serving by making it & condition of
employment. Staffagrees bo take the Iraining and ta uge the lechniques and practces.

You will have to consider whether to pay your staff during training. To do so may increase lheir desire to participate with
complele enthusiasm.

5. Pravide Staff With House Policies

In additicn Lo training, provide a written statement of your housa policies to staff. Ensure that everyone understands what
you woukd like him or her to do in specific situations, ranging frem turning pecpla away from your fronl enbrance to
managing intoxicated cusfomers. Apart from being a sensible communicalons techniqua, written policies tend to
increasa the degrea of compliance
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6. Sive Discretionary Powers to Staff

Wilhin your policy give staff Rexibility and discretionary powers to work with. For example, they can "Sweaten tha pot” with
respect ko offering safe transportation options by giving discount taxi vauchers. Or, the fees for ovemight parking can be
caverad, should the cuslomer agree to an alternals form of transpartalion. Allowing servers to take ime to amanga for
someaona to safely accompany the customer homa, or Io suggest that they walk them home thamsetvas, if necessary, and
with management permission, can improve the safaty of customars living within walking distance. Once your staff
members know the range of powers open to them, they have tools with which to defuse potential problems. When staff
members do use discretionary powers, they should be backed up by management. To undammine samebody’s use of
discretion is almost a giarantee that he or she will net attempt to use it in the fuluse.

7. Adopt a Safe Transportation Strategy

First, you must identify the range of options open fo your staff, and put them in e order thal you wish them addressed.
For exampls, you may pre fer that staff members telephone & fiend or relabve o pick up an intoxicated customer befora
they offer to walk them heme or subsidize axi fare. You may prefer a partial subsidy before they affer o pay for the whale
ride. You may want them to find & friand or fellow customer who are able to take the customer home, before offering to
do so themselvas, and so on.,

Second, there may be arrangements that you wilt have to make with other businesses or agencies. For example, you can
negotiate in advance an agresment with a taxi company thak it will bill you monthly for subsidized fares. The same may
apply to the parking lot that services your establishment. Neighbourhood watches and ather communily stakeholders will
need to be consulted before you can start a Safewwalk strategy in your neighbourhood. These and a range of olher
details will have to be taken care of if youar safe ranspordation stratagy is W0 be sffective.

8. Offer a Designated Drivar or Sober Walker Programme
As mentioned in Seclion 3, any alcohet in the bloodstream impairs a person’s ability to drive. The purpose of a Designated

Driver programme is to ensure that the driver is as free from impairment as possible with a BAC of O mgh. The rest of
the group will consume alcohol, but nol to intoaication.

o
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Hand out coples of the policy
checklist toc  paricipants.
Explain that it is a tool te help
thern develop thair own house
policies. MNaxt, hand ouf
copies Owvarhead 63 |, the
sampls House Siatament on
intaxication. Indicate that it is
provided to illustraie a “table
talker®" message. Ask for
comments and questions.
Thank participants for
attending.

Ciose the Session.

Designated Diriver programmes should have drivers regisier upon entry to your edablisbment, and receive a bulton
{which can be returned al the and of the night) so that servers can identify them. It is better to offer free food to the driver
s0 that the drinkers in the group are encouraged to order food at the same tima. This slrategy will increase your food
sales amd decrease the fikelihcod that anyene will be drinking on an empty stomach. Having @ Designated Eriver
programme porirays you as a more desirable establishmant than those withoul a pragramme.  In communites where
customars mare often walk io the estabBshmeni than drive there, a similar system of Sober Walkers can ba offared from
your eskablishmeant

Designated Criver and Sober Walker programmes zre 3 good idea only when they are offerad in establishments with
Server Inte venfion. Otherwise, they risk becoming an @xcuse for the nondrivers (or walkers) in a group to become
intoxicaled once they know they hava a ride home {or saber company te get them home]. AS you now know, you break
the law ezch time a customer becomes intoxicated. 1n neighbourhoods where there are concems abaut safety when
walking kome, Sober Walkers are advises to offer their services in pairs or small groups, This service might also ba
incorporated into the local neighbourhood's estatlished neighbourhood watch structures for better coordination.

9. Sat a Drinking Limit for Cusiomers

Racall in Section 3 that we recemmend a limit of & drinks for any customer in a single 24-hour periced. This is because
psople wha drink 5 drinks per accasion an as few as thres cocasions per week report significantly higher rates for alcohol
protlems. Fhe drinking limit in yaur estabtishmant may take inte account moos factors than healtth fisks to your customers.
When you are seting it, keep in mind the worst possible situation that you may encounter. Should you b incourt over a
lawsLuit involving an intoxicated customer, you reay well be asked whal your drinking lienit is. Our advice is that you
chaase a limit Ihat you belisve is defensidle under such circumstances.

10, Publicize and Market Your Position

As a final policy measure, you might consider kow you plan to integrate Server Intervention into wour carporate identity,
beth inside and cutside your establishment. The most sensible approach is to Usa your rogramme as a strength that
makas your gstablishment a8 mare desirable corporate citizen. ¥pu are, after all, part of the salution, rot part of the
probiem.

Use "1able talkers”, posters, and servers to explain and market your pragramme to customears. Use the media to market it
fo the rest of the community. Establish that peaple can visit your premises for an enjoyable sociat evening, sither with ar
without alcohal. Indicate that peaple who wish Lo becoms intoxicated should ge alsewhere. In this way, the profile of your
clientele should shift lo eliminate problem cuslomers. Yous place will become moms desirable o low risk drinkers and
"they'll keep on coming back.” You may find that you new policies are the Firsl of its kind in your cammunity, and that it
will fake perseverance o centinue with its implemantation, but over time it will help your eslablishment stand aut as &
responsible business in the community.
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HOUSE POLICIES

conditions necessary for staff to adopt
Responsible Serving Practices:

-promote responsible drinking practices
-impede harmful drinking practices

Oyarhead 6.1
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House Statement on Responsible Alcohol Service (Sample)

Dear Valued Customer,

If is ogainst the law for any licensed establishment to serve customers to intoxication.
We may also share liability for damages and injury caused by anyone served fo infoxication.

We do not wish To contribute to harm befalling customers and others as a result of infoxication.
For these reasons, our staff is required not o serve anyone to infoxication.

If you not wish to drink alcohal or want a non-cleohalic "breather” round, we of fer delicious, well-priced
non-alcoholic drinks.

Smaller-than-usual portions of alcohol are available in our low alcohol beer, wine, and mixed drinks.
These are priced lower than our drinks containing regular amounts of alcehol.

A bite to eat goes well with any drink, besides helping customers avoid intoxication,
We provide all customers with complimentary bread and dip.

Our other food on offer is delicious and well priced. Please try them.
Overhead 6.2



1. Monitor Your Door-

-do not let problems in
-verify age
-deny entry to intoxicated or troublesome people

-consider a sign

2. Actively Market Food

-no customer drinks on an empty stomach

free food

-avoid reduced prices for regular drinks/"Happy Hours"
-market your responsible service strategy.

Owarhead 6.3



3. Price Away From Intoxication

price to encourage moderation

HJowest price for non-alcoholic drinks
-offer a full range of low alcohol products
-price according to afcohol content

<liminate volume discounts

COwerhead 6.4
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4. Provide House Policies to Staff

-clear communication

4ncrease compliance

5. Train All Staff

a. involve aff staff in training
h. make training a formal condition of employment

c. pay staff for training time

Overhead 6.5
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6. Give Discretionary Powers

-tailors strategy to the situation
back them up

7. Safe Transportation Strategy

-range of options, preferred order
-make necessary arrangements

8. Designated Driver /Walkers Pesputer  PrpasiTee

-caution

-register, receive identification
-offer free food

-ublicize

Overhead 6.6
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9. Set a Drinking Limit

-recommended maximum
-consider defensibility’

1¢. Publicise and Market

-develop your corporate identify
-use "table talker", posters, servers
-use media

pay off

House Statement on
Responsible Alcohol Service

Dear Valued Customer,

It is against the law for us or for any licensed
establishment to serve customers to
intoxication.

We may also share liability for damages and
injury caused by anyone we may have served to
intoxication.

Cyerhead 6.7



The Responsible Service of Alcohol Policy Check List

. Monitar Your Door

. assign a staff member at all imes

. check far age

. dany entry for intoxicatediroublesome paople

. post a sign

. Actively Market Food

. offer free snacks at imes

. offer educed prices during late aftermoonfevening
. hawve low cost snacks or lood at all timas

. Price Away From intoxfcation

. sef lowest pricas for non-alcoholic drinks

. offer a daily non-alooholic spacial

. promate non-alcohalic drinks an "table talkars™

. offer periodic price reductions on non alcoholic specials
. stock and promote light beer, wine, and spritzers
stock and pramote beer in the 2.5% alcobhol range
g. offer 1 ounce shots in light mixed drinks

. set lower prices for 4% beer and lght wing

i. 38t 2.5% beer prices lower than 4% beer

i. give no discounts for volume (beer, wine, and spirits)
4, Train All Staff

a. involve alf staff in kraining

b. make training a formal comdition of employment
<. pay stafl for training time

OO0 OoT D WO TRBRNGD TR -

YES, NOT YET, but  HO, will nesd Ho, not
immediately | implemantable soma practical for
implemeniable with miner preparation my
{next 2 weeks) action {naxt 2-3 astablishment
[next 4 weeks) manthal
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Provide Staff With House Policies

provide a writen statement of policies 1o all slafi

. Give Discretionary Powers to Staff

. inform staff of the range and sequence of discretionary ackion
insisl lhat management back staff decisions

. Adopt A Safe Transportation Strategy

. identify and rank franspotation options

confinm necessary amangemeant with cutside companies and community sbructures
Offer A Designated Driver or Designated Walker Frogrammse
provide a registration procedure and button for driversiwalkers
offer free food to driversiwalkers

offer fres non-aleoholic drinks to driversiwalkers

advertise yaur programme

. ensure that drinkers do not become intoxicated

Set A Drinking Limit For Customers

. provide staff with the limit ard supporting rationale

10. Publicise And Market Your Position

a. explain and market your programme internally to customers

b. indicate that you wish no customer 1o drink Lo intoxication

¢. promole your pasition ko the public at fame

5.
a
6
a
b
T
a
b,
8.
a.
b
c.
d.
a
9
a

NEXT REVIEW DATE FOR HOUSE POLICY:
Handout 5.1

YES, HOT YET, but  NQ, will need Ho, not
immediately | implamentable some practical for
implamentable with minor preparation iy
{maxt 2 weaks) acilon {rext 23 establishment
{next 4 wooks) menths]

m

MANAGER'S SIGNATURE:
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