
1️⃣ SOP Title
Alcohol Service Procedure SOP – Responsible & Controlled Beverage Service
2️⃣ Department
Bar & Beverage / Restaurant Service
(Co-ordination: F&B Service, Security, Management)

3️⃣ Purpose
To establish a structured alcohol service procedure to ensure:
· Responsible serving practices
· Legal compliance
· Guest safety
· Accurate billing
· Professional service standards
Alcohol service must balance guest enjoyment with safety and compliance.

4️⃣ Scope
Applicable to:
· Bar counter service
· Table service
· Room service alcohol orders
· Banquet alcohol service
· Outdoor/event alcohol service
Applies to:
· Bartenders
· Service Staff
· Bar Supervisor
· F&B Manager

5️⃣ Responsibility
	Position
	Responsibility

	Service Staff
	Verify guest eligibility & take order

	Bartender
	Prepare drink accurately

	Bar Supervisor
	Monitor compliance

	Security
	Support in case of escalation

	F&B Manager
	Enforce responsible service policy



6️⃣ Step-by-Step Procedure

PART A – GUEST VERIFICATION

A. Age & Eligibility Check
1. Verify legal drinking age as per local law.
2. Request valid ID if guest appears underage.
3. Refuse service politely if age cannot be verified.
4. Record refusal incident if required.
No alcohol to be served without age verification when required.

PART B – ORDER TAKING

B. Accurate Order Recording
1. Confirm drink type and quantity clearly.
2. Clarify brand preference.
3. Inform guest of price if requested.
4. Enter order immediately into POS.
5. Confirm special instructions.

PART C – DRINK PREPARATION

C. Standard Measurement
1. Use standard jigger for peg measurement.
2. Follow approved recipe for cocktails.
3. Use fresh ice and garnish.
4. Ensure glassware is clean and polished.
5. Avoid over-pouring.
Consistency prevents revenue loss.

PART D – SERVICE DELIVERY

D. Presenting the Drink
1. Serve from right side where applicable.
2. Announce drink name politely.
3. Place drink carefully without spilling.
4. Offer napkin or coaster.
5. Check guest satisfaction.

PART E – MONITORING CONSUMPTION

E. Responsible Serving
1. Observe guest behavior during service.
2. Slow service if signs of intoxication appear.
3. Offer water or food if needed.
4. Avoid encouraging excessive drinking.
5. Inform supervisor if concern arises.

PART F – HANDLING INTOXICATED GUESTS

F. Refusal of Service
1. Remain calm and respectful.
2. Politely decline further service.
3. Offer alternative non-alcoholic beverage.
4. Inform supervisor immediately.
5. Document incident if required.
Safety must be prioritized over sales.

PART G – BILLING CONTROL

G. Payment Handling
1. Ensure each drink is posted in POS.
2. Avoid manual billing without system entry.
3. Verify discount approvals.
4. Process payment accurately.
5. Provide bill copy to guest.

PART H – ROOM SERVICE ALCOHOL

H. Additional Control
1. Verify room number and guest identity.
2. Confirm legal eligibility again if required.
3. Obtain signature on bill.
4. Inform Front Office for posting.

PART I – EVENT / BANQUET SERVICE

I. Bulk Service Control
1. Confirm alcohol package details.
2. Monitor quantity served.
3. Avoid self-service unless approved.
4. Stop service at designated time.

PART J – INCIDENT REPORTING

J. Documentation
1. Record refusal of service.
2. Report aggressive behavior.
3. Inform Management if serious incident.
4. Maintain Alcohol Service Log (if required).

7️⃣ Do’s and Don’ts
Do’s
✔ Verify legal age
✔ Use standard measurement
✔ Monitor guest behavior
✔ Serve professionally
✔ Document incidents
Don’ts
✘ Don’t over-pour
✘ Don’t serve minors
✘ Don’t argue with intoxicated guest
✘ Don’t skip POS entry
✘ Don’t encourage excessive drinking

8️⃣ Service & Compliance Standards
· 100% legal compliance
· Standard peg measurement maintained
· All drinks posted in POS
· Intoxicated guest monitored
· Incident documented

9️⃣ Escalation Matrix
	Situation
	Escalate To

	Underage attempt
	Supervisor

	Aggressive intoxicated guest
	Security

	Repeated violation
	Management

	Billing dispute
	F&B Manager

	Legal issue
	Management



🔟 Documentation / Records Required
· POS Sales Report
· Incident Report
· Alcohol Service Log
· Refusal Record (if applicable)
· Discount Approval Record

1️⃣1️⃣ Common Mistakes to Avoid
· Serving without age verification
· Inconsistent peg measurement
· Poor monitoring of intoxication
· Not recording refusal incidents
· Skipping POS entry
· Weak communication during refusal


