Standard Operating Procedure (SOP)
Order Taking, Customer Interaction, and Beverage
Presentation

This SOP details the procedures for order taking, customer interaction, and beverage presentation, emphasizing
clear communication, accurate order processing, and maintaining high standards of service. It covers steps to greet
customers warmly, confirm orders effectively, and present beverages attractively while ensuring quality and hygiene. The
goal is to enhance customer satisfaction and promote a positive dining experience through professional and courteous
service.

l. Purpose

To provide clear guidelines for staff on optimal procedures for interacting with customers, taking orders, and presenting
beverages in a manner that maintains quality, hygiene, and service excellence.

Il. Scope

This SOP applies to all front-of-house staff responsible for greeting customers, order taking, and serving beverages in the
establishment.

lll. Procedures

1. Customer Greeting
o Approach customers promptly with a friendly demeanor.
o Smile, establish eye contact, and offer a warm greeting (e.g., "Good evening, welcome!").
o Introduce yourself if appropriate and offer to assist with menu selections.
2. Order Taking
o Listen attentively to the customer's order without interrupting.
o Ask clarifying questions if any order details are unclear (e.g., preferences, allergies, size, strength).
o Repeat the order back to the customer for confirmation and accuracy.
o Enter the order accurately into the POS system or order pad.
o Inform the customer of expected service time and thank them for their order.
3. Customer Interaction During Wait Time
o Check in with the customer as appropriate, providing updates on order status.
o Respond promptly and courteously to any additional requests or questions.
4. Beverage Preparation & Quality Check
o Prepare beverage according to recipe and presentation guidelines.
o Inspect the beverage for correct appearance, temperature, and garnish.
o Ensure hygiene practices are followed (e.g., clean glassware, avoid touching rim).
5. Beverage Presentation
o Present the beverage gracefully on a clean tray or directly to the customer's table.
o Place napkins and straws (if applicable) beside the beverage, not inside.
o Announce the name of the beverage and serve from the customer's right.
Thank the customer and offer any additional assistance.
6. Follow-Up
o Return to ensure the customer is satisfied with their beverage.
o Handle any issues or complaints promptly and politely.
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IV. Hygiene & Safety Standards

Wash hands before handling any drinkware, utensils, or ingredients.
Ensure all surfaces and utensils used are clean and sanitized.
Avoid physical contact with the rim of glasses and cups.

Wear clean uniform and maintain personal grooming standards.

V. Service Excellence Checklist

Action Completed



Warm greeting delivered

Order repeated and confirmed
Accurate order entry

Beverage presented attractively
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Follow-up with customer

VI. Notes

e Always prioritize customer comfort and satisfaction.
e Maintain professionalism, politeness, and attentiveness at all times.
e Report any service issues or customer feedback to management promptly.
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